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The MX-Contact Support Module Tutorial

1 The MX-Contact Support Module Tutorial - Introduction
The Support Module consists of the following components:
1. Product File/Parts and Components Listings

Tutorial Exercises - Products

2. Asset Management/ Product Registrations

Tutorial Exercises — Registered Products

3. Service Contracts

Tutorial Exercises — Service Contracts

4. Incident/Service Request Management

Tutorial Exercises - Incidents

Please note the exercises are designed to be done in sequence, as exercises in the later sections
depend on data that is added earlier in the tutorial. Also, these exercises assume that you have at least
completed the exercises in section 2 of the Base System tutorial, namely Database Exercises. References
are made in this tutorial to the Companies and Contacts that are added as part of those exercises.

Note that for the e-mail exercises, please set Outlook's Mail Format (under Tools, Options) to Rich Text,
and do not set Microsoft Word as your E-Mail Editor.
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The MX-Contact Support Module Tutorial

2 Tutorial Exercises - Products

The Products Folder stores details of the products/services that your company sells. This folder is for
keeping details of not only major items (systems) but also components that can be attached to systems as
well as parts that might be used to repair faulty units (for cases where this is applicable).

In this section you will do the following exercises:
1. Add aProduct
Adding a Product : Exercise

2. Add a Second Product

Adding a Second Product : Exercise

3. Add a Product Part

Adding a Product Part : Exercise

Once you have done these exercises you are ready to learn about adding Registered Products to
companies and contacts. (Tutorial Exercises — Registered Products)
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The MX-Contact Support Module Tutorial

2.1 Adding a Product : Exercise
Add the HP Pavilion Notebook to the Product Register

Complete the following information:

Product Code: Zv5022AP
Description: HP Pavilion Notebook
Type: Product Type 1
Family: Product Family 1
Group: Product Group 1
Cost Price: $1793

Selling Price: $2015

Show me the Solution (Adding a Product : Solution)
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2.2 Adding a Product : Solution
Add the HP Pavilion Notebook to the Product Register

Complete the following information:

Product Code: Zv5022AP
Description: HP Pavilion Notebook
Type: Product Type 1
Family: Product Family 1
Group: Product Group 1
Cost Price: $1793

Selling Price: $2015

Basic Steps:

1. Select the System Folder and then the Product Sub-Folder. Click on the New Item
button.

© ExchangeWise (Pty) Ltd www.exchangewise.com Page 4




The MX-Contact Support Module Tutorial
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2. A blank Product Form will open:
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P i) = i -
(On [ g & & Untitled - Product = X
Product Inzert Format Text l@)
- @ fiw. 4] = 8] General| | {yE-mail 53 | [g=@ [E]Pictrs- (5 | ABC |-E‘ i
: = =t )
bR q@ [ZI Details % Meeting :,ﬁ IJ Categorize = 44 \\/ ==
Save & Print MNews New : Businezz Speling || Contact
Cloze X Letter Document = % cal - & carg ¥ FolowUp~ 8/ - Hotes
Actions M¥-Contact Show Communicate Options Proofing || OneNote
Product Code: || Type: | ﬂ
Description: | Fanily: | ﬂ
Group: | ﬂ
Unik: | j Stakus: | ﬂ
Yalume: | 0 ‘Warehouse! | ﬂ
Weight: | 0 Yendar: | j
Supplier:
Inclusive: r Taxable: r Hppier | ﬂ
Cost Price: | $0.00 Selling Price: | $0.00

Maokes:

3. In the New Product form, add the details for the HP Pavilion Notebook:

Complete the following information:

Product Code: |Zv5022AP
Description: HP Pavilion Notebook
Type: Product Type 1
Family: Product Family 1
Group: Product Group 1
Cost Price: $1793

Selling Price: $2015
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2\ 9 6 e v )5 ZvE022AP —
| jd/l =
- Contact Inzert Format Text @
- @ fiw, Jj R 8 General{ | Z4E-mail &3y | (o=@ [E]Fictre~ (5 -;ﬁ/g |E?#
- ~ Sy [ Detais || g Mesting @] B4 categorize ~ [ h )l
Save & Print New New o Business Spelling || Contact
Close & Letter Document ™ R Cal & || caa ¥ FolowUp~ & i Notes
Actions MX-Contact Show Communicate Options Proofing | | OneNote
Praduct Code: |Zv5022AP| Type: |Pr0duct Type 1 j
Description: |HP Pavilion Motebook, Famnily: |Pr0duct Farnily 1 j
Graup: |Pr0duct Graup 1 j

Uniit: | ﬂ Status: | j
Yolume: | 0 ‘\Warehouse: | j
‘Weight: | 0 Wendor: | j
Inclusive: r Taxable: - Supplier: | j
Cost Price: | $1,793.00 Selling Price: | $2,015.00

Motes:

4. Click Save and Close.

Take me to the next Exercise (Adding a Second Product : Exercise)
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2.3 Adding a Second Product : Exercise

Add the Microsoft Optical Mouse to the Product Register.

Complete the following information:

Product Code: |ITE78CJ

Description: Microsoft Optical Mouse
Type: Product Type 2

Family: Product Family 2
Group: Product Group 2

Cost Price: $43

Selling Price: $55

Show me the Solution (Adding a Second Product: Solution)
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2.4 Adding a Second Product: Solution
Add the Microsoft Optical Mouse to the Product Register.

Complete the following information:

Product Code: |ITE78CJ

Description: Microsoft Optical Mouse
Type: Product Type 2

Family: Product Family 2
Group: Product Group 2

Cost Price: $43

Selling Price: $55

Basic Steps:

1. Select the System Folder and then the Product Sub-Folder. Click on the New Item
button.
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2. A blank Product Form will open:
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o ) = i -
(D = B o+ ¥+ Untitled - Product - B X
~ Product Inzert Format Text l@l
i ;i - @ i, Jj 22! 8 General]| YEmail 53 || B=@ [ElPcwre- 3 | ABC EF,
E = L =t}
%’ ES@]' ™3 Details % Meeting Lﬁ D Categorize ~ [ \\/ S
Save & Print New MNew ; Buginezs Speling || Contact
Cloze X Letter Document~ & calr B cara ¥ Folowlp~ & - Motes
Actions MX-Contact Show Comrmunicate Optionz Proofing || OneNote
Product Code: || Type: | ﬂ
Descripkion: | Family: | j
Group: | ﬂ
Unit: | j Skakus: | ﬂ
Wolurne: | ) Warehouse: | ﬂ
Weight: | 0 wendar: | ﬂ
Supplier:
Inclusive: I Taxahle: ~ e | ﬂ
Cost Price: | $0.00 Selling Price: | £0.00
Motes:

3. Inthe New Product form, add the details for the Microsoft Optical Mouse.

Complete the following information:

Product Code: |ITE78CJ

Description: Microsoft Optical Mouse
Type: Product Type 2

Family: Product Family 2
Group: Product Group 2

Cost Price: $43

Selling Price: $55
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A SIRL] =
( Eg: ) = LN [TETEC - = X
Contact Inzert Format Text @
- @ fiw. _,j | 8- General| | {24 E-mail £ e=8 [=]PFicture~ 5y || ABC |E,
= ] Y |
Al Silx] [IDetais || I Meeting )] B categorize - [ v =
Save & Print New New . Businezs Speling || Contact
Cose & Letter Document~ & Call - &y cara ¥ Folowup~ &/ - Hotes
Actions MX-Contact Show Communicate Options Procfing | | OneNote
Product Code: |trE7AC]] Type: |Product Type 2 |
Description: |Microsoft Optical Mouse Family: |Pr0duct Family 2 j
Group: |Pr0duct Group 2 j
Uit | j Status: | j
Wolume: | 0 Warehouse: | j
ieight: | o Wendor: | j
Supplier:
Inclusive: r Taxahle: - AL | j
Cost Price: | $43.00 Selling Price: | $55.00
Maotes:

4. Click Save and Close.

Take me back to the Exercise (Adding a Product : Solution)

Take me to the next Exercise (Adding a Product Part : Exercise)
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2.5 Adding a Product Part : Exercise

Add the following Product Part:

Complete the following information:

Product Code:

ST2550

Description:

Seagate 60 GByte Hard Disc

Type:

Product Type 1

Unit:

Product Unit 1

Show me the Solution (Adding a Product Part : Solution)

© ExchangeWise (Pty) Ltd
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2.6 Adding a Product Part : Solution
Add the following Product Part:

Complete the following information:

Product Code: |[ST2550
Description: Seagate 60 GByte Hard Disc
Type: Product Type 1
Unit: Product Unit 1
Basic Steps:

1. Select the System Folder and then the Product Sub-Folder. Click on the New Item
button.

(%6 @Back @ AH] 9 @ g

: @l | shortcuts - ew~ | fa} B B & o= M |Re
Folder List A « | 83 Products - outlc
All Folders

2 | Click here to enable Ingtant Se

2] All Outlook Items New ltem

[© [83 Opportunities
[H 85 Orders
8= Projects
[# 83 Registered Products
| Reports (2]

[ Attributes

Kail Templatez
prms
anguages

[ Paramsters

_' Bickl izt=

System
Falder

[ Record Changss

alzz Flan Templates
Products rvey Templatez
Folder
watern Log

2. Ablank Product Form will open:
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pr g H i -

(O = e ¥ Untitled - Product = X
- Product Insert Format Text l@]
I i (Ths @ fiw, Jj 6] General| Sy E-mail 43 a=-8 [=]picture - & | ABG |E?‘

- t . L
%' “E 3 Details % lMesting o] BU categorize ~ [ \v/’ GO
Save & Print New New ; Business Speling || Contact
Close X Letter Document ~ R cal~ card ¥ Follow Up~ & - Notes
Actiong MX-Contact Show Cemmunicate Opticne Proofing | | OneNote
Product Code: || Tvpe: | ﬂ
Description; | Family: | j
Group: | ﬂ
Limik: | j Skatus: | ﬂ
Wiolurne: | o Warehouse: | ﬂ
Weight: | 0 Vendor: | j
Supplier :
Inclusive: ~ Taxabla: ~ P | ﬂ
Cost Price: | $0.00 Selling Price: | $0.00
Motes:

3. Inthe New Product form, add the details for the Seagate 60GByte Hard Disc

Product Code: |ST2550
Description: Seagate 60 GByte Hard Disc
Type: Product Type 1
Unit: Product Unit 1
© ExchangeWise (Pty) Ltd www.exchangewise.com Page 15
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(D) 9 > )= ST2550 - Product .
Product Inzert Format Text lg-))
- @ fiw, j (8 General| | ByE-mal 53| =8 [EPictre- (§ | ABC |ﬁ|’
< = & /1)
AL Sl Sypetais || B weeting (@) B categorize ~ [{4 . o
Save & Print Newr News ; Buszinezs Speling || Contact
Close X Letter Document * R cal~ 2 cara Y Follow Up~ & - Notes
Actions M¥-Contact Show Communicate Options Proofing || OneNote
Product Code: |5T2550 Type: |Product Type 1 |
Description: |Seagate 60 GByte Hard Disc Family: || ﬂ
Group: | ﬂ
Linit: |Pr0duct Unit 1 j Status: | ﬂ
Wolume: | 0 Warehouse: | ﬂ
Weight: | 0 Vendor: | j
Supplier:
Inclusive: - Taxable: - HPREr | ﬂ
Caost Price: | $0.00 Selling Price: | $0.00
Motes:

4. Click Save and Close

Take me back to the Exercise (Adding a Second Product: Solution)

Take me to the next Exercise (Tutorial Exercises — Reqgistered Products)
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3 Tutorial Exercises — Registered Products

The Registered Products folder records the details of each product sold to a customer, either a company
or an individual client (contact) purchaser. Multiple components may be attached to a registered product,
which record details of each item that make up a main system or configuration.

In this section you will perform the following exercises:
1. Add a Registered Product from Registered Products Folder

Adding a Registered Product from the Registered Products Folder: Exercise

2. Add a Registered Product with Components from the Companies Folder

Adding a Registered Product with Components to a Company: Exercise

Now that you have some basic data in your system, you can learn how to link Registered Products to
Service Contracts. (Tutorial Exercises — Service Contracts)

© ExchangeWise (Pty) Ltd www.exchangewise.com Page 17
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3.1 Adding a Registered Product from the Registered Products Folder:
Exercise

Premier Foods purchases a HP Pavilion Notebook from your Company.

Record the following details.

Product Code: Zv5022AP
Description: HP Pavilion Notebook
Serial No: SJK231453RT

Selling Price: 2025

Reg.Date: 10/02/2005
Installation: 14/02/2005

Show me the Solution (Adding a Registered Product from the Registered Products Folder:

Solution)
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3.2 Adding a Registered Product from the Registered Products Folder: Solution
Premier Foods purchases a HP Pavilion Notebook from your Company.

Record the following details.

Product Code: Zv5022AP
Description: HP Pavilion Notebook
Serial No: SJK231453RT

Selling Price: 2025

Reg.Date: 10/02/2005
Installation: 14/02/2005

Basic Steps:

1. Select the Registered Products Folder from the MX-Contact Folder List.

2. Click on the New Item button:
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Y Oxs @ ALY Ag
: @l | shortcuts - 6] New temlll New - | (o} 85 [
Folder List

All Folders

New ltem
Button

2] All Qutlook Items
ﬁﬂ Lasiaan
® %= Campaigns
# 8= Companiss
H &3] Contact=
4= Contractz
L@ Conversations
LA Documents
CA E-mail
H [85] Eventz
= Groups
H &3] Incident=
= lzzuss
@Juurnﬂls
= Listz
# 8= Opportunitiss
| Orderz

Registered
Products
Folder

3. A blank Registered Products form will appear:
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¥ Folow Up~ B,

- =

; —
o ¥ &

Contact
Motez
Proofing || OneMote

X

(7]

!./Eg A9 ™ a s = Registered Praduct NUMOD0001
- Contact Inzert Format Text
% Save & Hew ~ @ @' 4j _3='j g':| % 5& a= l_ilJ Picture =
&% send - | Sl & = <l 25 categorize -
Save & Print New New E-mail Meeting Call Businezz
Close X Delete Letter Decument~ - o Card
Actions Mx-Contact Communicate COptions
Registration Ho: |Registered Product MUMOODODL Sertal Mo [
Product Code/I0: Type: |
Descripkion: | Farmily: |
Cost Price: | $0.00 Sell Price: | $0.00 Group: |

Primary Company: |

ﬂ ﬂ Req. Date:

Primary Contack: |

ﬂﬂ Installakion:

Primary User: |

jﬂ Expiry Date:

Motes | Components ] Cornpanies ] Contacts ] Lsers ] Journals ] Docurnents ]

Ll LedLed

Registered
Product Form

| v

4. To enter the following details,:

Product Code:

Zv5022AP

Description: HP Pavilion Notebook
Serial No: SJK231453RT

Selling Price: |2025

Reg.Date: 10/02/2005
Installation: 12/02/2005

click on the Open button attached to the Product Code field. The Product Register will

appear.
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89 Products -

| Click here to enable Inztant Search

JEX ﬁziiljzfl cﬁ%ﬂ [ﬂ Q Look For: s

-aaLink and Close | & Link

Product Code - Product Dezcription Product Type Produc
Microsoft Optical Maouse Product Type 2
&= ST2530 eagate G0 GEIy'te Hard Disc  Product Type 1
= Dval22ap HP — = Il::t Type 1 Produc
Select the Product and
click Link and Close
Button

5. Select the relevant Product Code and then click on the Link and Close button.
6. Enter all the remaining details.

(O [ N RPN Registered Product NUMO000001 .= X

Contact Ingert Format Text 'QJ

S GO T R P 9 6

:"] Cateqorize ~

Save & Print  New New E-mail Meeting Call Buginess Speling Cuntact
Close X Dekte Letter Document ™ - FJ carg ¥ Folow Up~ ai/ - lotes

Actionz WX-Contact Communicate Optionz Proofing || OneNote

Registration No: IRegistered Praduct NUMDOODOL Seril No: |5K231453RT

Product CodefID: [zym0221p Type: IProduct Type 1 ~

Description: |HP Pavilion Motebook Family: |Product Farnily 1 j

Cast Price: | 7o Pl g pnny  Grou [Product Group 1 Bl

Primary Campany: | j ﬂ Req. Date: -

Primary Contact: | j ﬂ Installation:

Primary User: | j ﬂ Expiry Date:

Notes lComponents ] Companies ] Contacts ] Users ] Journals ] Diocuments ]

7. Click on the Open Companies button and select Premier Foods. Click Link and Close.
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Cask Price: $1,793,00 Sl Price: $2,025.00 5 oup

Primary Company': | - || Req.
Prirnary Conkact: | = Instal
Prirnary Llser: | - = Expir

Open Company
Folder Button i
Motes | Components | Com irmals | Documents |

8. Click on the Open Contacts button and select Barney Anderson. Click Link and

Close.
Primary Company': |F'remier Faods Feq, Dat
Primary Conkack; | Inskallati
Primary User: | Expiry Dn
Motes | Components ] Companies ] ol 2 al Lugcuments ]
Cpen Contacts
Folder Button

9. Click Save and Close. You should see this Registered Product displayed on the
Registered Products List.

Take me back to the Exercise (Tutorial Exercises — Registered Products)

Take me to the next Exercise (Adding a Registered Product with Components to a Company:
Exercise)
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3.3 Adding a Registered Product with Components to a Company: Exercise

Casalinga Restaurant has purchased a HP Pavilion Notebook from your Company. The
Registered Product has two Components, a mouse and a 60 GByte Hard Drive. Record the

details.

Complete the following information:

Company: Casalinga Restaurant
Contact: Tom Watson

Product Code: Zv5022AP

Description: HP Pavilion Notebook
Serial No: SJIK32763RT

Selling Price: 2030

Reg.Date: 14/02/2005

Installation: 24/02/2005

Components:

Product Code: ITE78CJ

Description: Microsoft Optical Mouse
Serial Number: MSO6751M

Product Code: ST2550

Description: Seagate 60 GByte Hard Disc
Serial Number: SG2167RTT

Show me the Solution (Adding a Registered Product with Components to a Company: Solution)

© ExchangeWise (Pty) Ltd www.exchangewise.com
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3.4 Adding a Registered Product with Components to a Company: Solution

Casalinga Restaurant has purchased a HP Pavilion Notebook from your Company. The
Registered Product has two Components, a mouse and a 60 GByte Hard Drive. Record the

details.

Complete the following information:

Company:

Casalinga Restaurant

Contact:

Tom Watson

Product Code:

Zv5022AP

Description: HP Pavilion Notebook
Serial No: SJIK32763RT

Selling Price: 2030

Reg.Date: 14/02/2005
Installation: 24/02/2005
Components:

Product Code: ITE78CJ

Description: Microsoft Optical Mouse
Serial Number: MSO6751M
Product Code: ST2550

Description:

Seagate 60 GByte Hard Disc

Serial Number:

SG2167RTT

Basic Steps:

1. Select Companies from the MX-Contact Shortcut Menu and then click on Casalinga
Restaurant to open the Company record.

© ExchangeWise (Pty) Ltd
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@ (@ Back (39 QIQI Ty '*ﬂi
ﬂ New tem | Hew -~ | {

<

3

Companies
option From
Shortcuts Menu

.

2. Click on the Registered Products Tab
Mail Server: |

7aigns | Contracks | Incidents ] Issuesf| Registered Products ]

ook Far: . rey. ME-Contact

act isticn | Deccuict TUfe Zeling Price
Fegistered
Products Tab

3.

Then on the New Registered Product button.

Orders ] Transactions ] Attributes ] Create Sales Plan ] Ewerlts ] Campaigns ] Corkracts ] Incidents ] Issues |
s B E JAEE| @) & | Lokfor
[ I

5, wy/ Mi-Cantact

- Company

™

New (Registered

Praduct De=zcrigtion (Product Type
Products) Button

Selling Price

4.

A Registered Product Form will open. The Company Casalinga Restaurant will
automatically be linked to this Registered Product.
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!./ng [ I I RN R Registered Product MUMO00002 - Registered Product - = X
~ Regiztered Product Inzert Format Text Ig))
Iy save & New - @ fiw, j 5.—-J azl % it || g=B [=l|Picture- (5 |!:?j
: = o & v 1)
2% send - Silv) E 2 | B4 categorize ~ [ T
Save & Print New New E-mail Meeting Call Business Speling || Contact
Close X Delete Letter Document~ - carg ¥ Folowup~ &, - Hotez
Actions MX-Contact Communicate Options Proofing || OneNote
Registration No: |Reistered Product NUMODDI0Z Serial No: |
Product Code/ID: Type: | j
Description: | Farnily: | ﬂ
Cosk Price: $0,00 Sell Price: $0.00 Group: | ﬂ
Primary Compary: |Casalinga Restaurant ﬂﬂ Reg. Date:
Primary Conkack; | jﬂ Installation:
Primary User: | ﬂﬂ Expiry Date:
Mates | Components ] Companigs | Contacks ] Users ] Journals ] Docurnents
i
rs

5. Enter the details of the Registered Product and then click on the Components tab.
Click on New Registered Product Component.
Frimary _ontack: |Tl:IIT| Wakson ﬂﬂ Lnscallator
Primary Lser: | J Expiry Dat
Componnts Tah
Motes panies ] Contacks ] sers ] Journals ] Docurments ]
,,;'—_:,X HHE A S @ a Lonk Far:
3 Pr Registrati... |Componert Regist... Product Code Product Description
New (Registered
Components) Button
6. A New Component Form will open.
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(0n) d
29

Save & Print

Cloze ><

Actions

Reqistered Product:

Reqistration Mo:
Product Code:
Description:
Cost Price:

Seling Price:

Req. Date:
Installation:

Expiry Date:

Motes:

F =

—/ Contact Inzert Format Text

e &) G

New New
Letter Document~
Mx-Contact

|Registered Product NUMOO0002

|Component onoo1

|
$0,00
40,00

Component 00001 - = X
(7]
8- General| 4 4E-mail 43 a=8 [=]Picture - & || ABG |f_"?‘=
(IHigden || &g Meeting (@] i H& Categorize ~ [ ; )
. Businezz Speling || Contact
R, cal~ | rag ¥ FolowUp~ B, - Notes
Show Communicate Optionz Proofing || OneNote
Serial Mo: |
| =l
Family: | ﬂ
Group: | ﬂ

7. Click on the Open button attached to the Product Code field. The Product Register

will appear.

Reqistered Product:

Reqistration Mo:
Product Code:
Descripkion:
Cost Price:

Seling Price:

8. Select the relevant Product Code and then click on the Link and Close button.

|Registered Praduct NUMOO0002

|Cn:nm|:n:nnent oooal

|
I—' Cpen Folder
Button
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E'@if‘:" 52} ._-I o, 1_")|‘—-
| @] 85 New tem | New - | Regent - | &=

59 Products -

| Click here to enable Inztant Search

ljlj:?( .j“dﬂ;f' ﬁﬁﬂ £ | Q Look For;

o Link and Close | . 'f;;, Link,

roduct Code £ Product Deszcription Product Type
dicrozoft Optical Mouse Product Type 2
G=ST2550 Seagate 60 GByte Hard Dizc  :Product Type 1
G| Dys0220p - k Product Type 1
Select the product
and Click Link and
Close Button

9. Enter all the remaining details and then click on Save and Close.

A RSN Component 00001

Contact Inzert Format Text

B @ Gy | e ) e 2

L categorize = [
Save & Custom Print  New New Business

Cloze Actions = X Letter Document - RCalw | cag ¥ Folowlp~ &
Actions MX-Contact Show Communicate Optionz
Registered Product: Registered Product NUMOO000Z
Registration Mo |Cnmpnnent oot

Product Code: |ITE;.-3CJ Serial No: W
Description; |HF' Pavilion Notebook Type: IW
Cost Price: ’w Family: W
Selling Price: W fGraup: Praduct Group 1

10. Repeat steps 5 -8 until all components have been added.

11. You should now see all the components listed in the Components Tab.
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v ——— | il AU e ER

Motes Companies ] Conkacks ] Users ] Journals ] Docurments ]

HEeE=A D88 dEE @ Laak For:

[ \Product Registrati... | Component Regist...|Product Code Product Description
8=| Registered Produ... -Component 00001 (TEFSC. HP Pavilion Maotek...
=] Reaistered Produ... (Camponent 00002 ST2350 Seagate B0 GByt...

Components have heen
registered

12. Click Save and Close on the Registered Product Form.

Take me back to the Exercise (Adding a Registered Product from the Registered Products Folder:
Exercise)

Take me to the next Exercise (Tutorial Exercises — Service Contracts)
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4 Tutorial Exercises — Service Contracts

Service Contracts are agreements between your organization and your customers to provide support
services. It is imperative to ensure that there is a valid support contract for each account so that your
organization is paid for the support services it provides.

Service Contracts are typically linked to certain Registered Products supplied to the Customer. One
Service Contract usually covers several products, of which each one in turn may comprise several
components.

In this section you will perform the following exercises:
1. Add a Service Contract from the Contracts Folder

Adding a Service Contract from the Contracts Folder: Exercise

2. Add a Service Contract from the Companies Folder.

Adding a Service Contract from the Companies Folder: Exercise

Once you know how to enter Product and Contract information, you will need to learn how to log Incident
information. (Tutorial Exercises - Incidents)
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4.1 Adding a Service Contract from the Contracts Folder: Exercise

Add a Service Contract for Premier Foods.

Complete the following information:

Company: Premier Foods
Contact: Barney Anderson
Reference No: 20050214PREO0O01
Start Date: 14/02/2005
Expiry.Date: 14/02/2006

Value: $350

Registered Products:

Product Code: Zv5022AP

Description:

HP Pavilion Notebook

Show me the Solution (Adding a Service Contract from the Contracts Folder: Solution)

© ExchangeWise (Pty) Ltd

www.exchangewise.com

Page 32



The MX-Contact Support Module Tutorial

4.2 Adding a Service Contract from the Contracts Folder: Solution

Add a Service Contract for Premier Foods.

Complete the following information:

Company: Premier Foods
Contact: Barney Anderson
Reference No: 20050214PREO0O01
Start Date: 14/02/2005
Expiry.Date: 14/02/2006

Value: $350

Registered Products:

Product Code: Zv5022AP

Description:

HP Pavilion Notebook

Basic Steps:

1. Select the Contracts Folder from the MX-Contact Folder List. Click on the New ltem

button.
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2.

88 | @Back @ ||

9 @k

=
f

i Shortcutz

Folder Lis

All Folders Jf

]

New em
Biutton

ﬁ Appointments
H @ As=ociations
ﬁ Calendar
@ [@3 campaignz
[© [83] Companies

4=| Contracts

a- ol Contracts
# [ag Ind Folderin
e Folder List

(ﬂJuumas

A New Contract Form will appear.
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[ I RN

Contract

Contract NUMO00001 - Contract

c ol

Inzert Format Text

Iy save g tew - @ fiw, j ;3'_'ﬂ 83 % i (=B [EFicwre- (&
2% send - Sl B = : ) B4 categorize ~ [
Save & Print New New E-mail Meeting Call Business
Close K Dekete Letter Document~ - D carg ¥ Folowup~ &/
Actions W¥-Contact Communicate Options

. m X
@
—
En
e o
Speling || Contact
4 Notes

Proofing || Onelote

Contract Mumber: |C0ntract NUMOD0001 Description:

Reference Mo: |

Start Date:
E:xpiry Date:

Walue:

Primary Company: |

=] &
==
=l &

Mates | Registered Products ] Companies | Contacts ] Users ] Appointrments ] Tasks ] Journals ] Documents ] E-Mail ]

Primary Contact: |

Primary User: |

b i

3. Complete this form with all the relevant Contract information.

4. Select the Registered Products tab. Click on the Add Link button.
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.l"'--_-‘\" i - |
f!ﬂn ﬁ; -
T

- Contact

|

Save &

Actionz

Conkrack Murmber:

Reference Mo;
Skart Date:
Expiry Dake:

Yalue:

Primary Cormparny:

Primary Conkack:

Primary User:

MNotes

1 &

% Save & New -
%Send B
Close #% Delste

Reqistered Producks

A -

Inzert Format Text

& GG

Print New MNew
Letter

Mx-Contact

Document =

Contract MUROO0D002

By 8L & 5B |
) e R 3 ¢
E-mail Meeting Call & Bu

"' |

Communicate

|Contract MUMOOOODZ

Descripkion:

|2I:II:ISI3214F'REEIEII

[
[

| $350.00

¥ 2 1472011

|F‘remier Foods

Barnew Anders

Registerad
Praducts
Tah

orpanies ] Caontacks ] Users ] Appointrments ] Tasks ] Journals

n:_-.'lﬁ j“‘id;;l lﬁﬁiﬂ [-’..-'] (i:l

Loak Far;

[ | Registratio

mb....| Serial Mumber Company

Add Link
Button

Product De=cription |Product Typ

5. A list of Registered Products will appear. Select the HP Pavilion linked to Premier
Foods click on Link and Close. This Registered Product will now be visible on the
Registered Products tab.

6. Click on Save and Close.
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4.3 Adding a Service Contract from the Companies Folder: Exercise

Add a Service Contract for Casalinga Restaurant.

Complete the following information:

Company: Casalinga Restaurant
Contact: Tom Watson
Reference No: 20050214CAS001
Start Date: 24/02/2005
Expiry.Date: 24/02/2006

Value: $250

Registered Products:

Product Code: Zv5022AP

Description:

HP Pavilion Notebook

Show me the Solution (Adding a Service Contract from the Companies Folder: Solution)
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4.4  Adding a Service Contract from the Companies Folder: Solution

Add a Service Contract for Casalinga Restaurant.

Complete the following information:

Company: Casalinga Restaurant
Contact: Tom Watson
Reference No: 20050214CAS001
Start Date: 24/02/2005
Expiry.Date: 24/02/2006

Value: $250

Registered Products:

Product Code: Zv5022AP

Description:

HP Pavilion Notebook

Basic Steps:

1. Select Companies from the MX-Contact Shortcut Menu and then click on Casalinga
Restaurant to open the Company record.
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i~ Microsoft Outlook

! File Edt View Go Tool Actions
i @ New - @ @ @Y sSearch addres
09 | @pack @ A 9 @ &
@ [snoricuts - |8 New e Hew -

54 Inbox
Foll > «
T #J MX-Contact Home ™
o)A .
85 Contactz |
e
8= Groupz
25
G= Oppord Companies
Option in
= u
b Shortcuts
Menu

Reports

ﬁ Perzonal Calsndar
I T ralzndar

2. Click on the Contracts Tab and then on the New Contract button.

Cpportunities ] Projects ] Products ] Crders ] Transactions ] Attributes ] Create Sales Flan ] Events ] Campaigns

Conkracks I

B aecEBHE @S @) 4 Laok far: o _ Mi-Contact
[ |co New {Contracts) Start Date Expiry Date | Contracts
Button Tah

3. A New Contract form will appear. Casalinga Restaurant will be automatically linked to
this Contract.
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H9 a5 Contract NUMOO00003 - Contract - B X

Contract Insert Format Text @

e @e & | REGY Bt 8V

ﬁ Categorize ~

Save & Print New MHew E-mail Meeting Call Business Spelling || Contact
Close X Dekete Letter Document * A cara ¥ Folowlp~ & - Motz

Actions Mx-Contact Communicate Optionz Proefing || OneNote
Conkrack Number; |Contract MMOO000E Description:

Reference Mo |

Skatk Dake:

Expiry Date:

Value: ,715000

Primary Compary: |Casalinga Restaurant jﬂ

Primary Contack: | jﬂ
Primary Llser: | jﬂ

Mates | Registered Products ] Companies | Contacts ] Users ] Appaintments ] Tasks ] Journals ] Documents ] E-Mail ]

| v [

4

4. Select the Registered Products tab. Click on the Add Link button.
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If’i:?,:I [ s L N Contract MUMOO0003 - Contract
Ve

Contract Inzert Format Text

S @6 5| B A

Save & Print News New E-mail Meeting Call Bus=i

Close X Delete Letter Document= - Ci
Actions M¥-Contact Communicate
Contrack Murber: |C|:untra|:t NUMOO000S Descripkion:

Reference Mo: |

Start Date: ﬂ

Expiry Dake: ﬂ

Walue: | $0.00

Primary Compary: |Ca5alinga Restaurant ﬂﬂ

Primary Conkack: | —

Roisterad Products tab

Primary User:

Registered Products i Companies ] Conkacks ] Users ] Appointments ] Tasks ] Journals | C
NS0 248 dEE @ & Laok for:
[ | Recistratio k... Serial Mumber Company Product Description |Product Type

Add Link Button

5. Select the HP Pavilion Notebook that is linked to Casalinga Restaurant. Click on Link
and Close.

44 Registered Products -

Click here to enakble Instant Search
JEX ,j'{idé ﬁﬁ;ﬂ () Q Look For: =1

4= Registered Prod
4=| Registered Produ.

oy Link

... =erial Mumber Company Product Description |Product Type
SJK231455RT Premier Foods HF Pavilion Mateb... -Product Type 1
SJKIITEIRT Caszalinga Restau... \HP Pavilion Naoteb... Product Type 1

Select the record you
want to link and Click
Link and Close Button

6. This Registered Product will now appear on the Registered Products tab of this
Service Contract.
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7. Click on Save and Close.

Take me back to the Exercise (Adding a Service Contract from the Contracts Folder: Solution)

Take me to the next Section (Tutorial Exercises - Incidents)
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5 Tutorial Exercises - Incidents

An Incident is a record you create and associate with a company or contact to record a problem and its
resolution. For example, a customer may have a problem with a product that you have supplied. Logging,
handling, resolving, and closing Incidents are the primary tasks of most support system users.

Support Incidents are also referred to as Work Tickets, Job Cards, Service Calls, etc. depending on the
nature of your industry, and may be renamed accordingly.

In this section you will perform the following exercises:
1. Open an Incident

Opening an Incident from a Contact: Exercise

2. Assign an Incident to another User

Assigning an Incident: Exercise

3. Create and Assign a Task from an Incident

Creating and Assigning a Task from an Incident: Exercise

4. Respond to an Incident

Responding to a task: Exercise

5. Close an Incident

Closing an Incident: Exercise

6. Add Incidents to Link Items Menu

Adding Incidents to the Link Items Menu: Exercise

7. Open an Incident from an Incoming Email

Opening an Incident from an Incoming Email: Exercise

8. Run an Incidents Report

Running an Incidents Report: Exercise
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5.1 Opening an Incident from a Contact: Exercise

Barney Anderson of Premier Foods calls in to say that there is no sound on his HP Pavilion
Notebook that he purchased from your company. He has an existing Service Contract to cover this
Notebook. Open an Incident from Barney Anderson’s contact record.

Complete the following information:

Company: Premier Foods
Contact: Barney Anderson
Type: Incident Type 1
Status: Open

Priority: Medium

Registered Product: HP Pavilion Notebook
Description: No sound on Notebook

Show me the Solution (Opening an Incident from a Contact: Solution)
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5.2

Opening an Incident from a Contact: Solution

Barney Anderson of Premier Foods calls in to say that there is no sound on his HP Pavilion
Notebook that he purchased from your company. He has an existing Service Contract to cover this

Notebook. Open an Incident from Barney Anderson’s contact record.

Complete the following information:

Company: Premier Foods

Contact: Barney Anderson

Type: Incident Type 1

Status: Open

Priority: Medium

Registered Product: HP Pavilion Notebook

Description: No sound on Notebook

Basic Steps:

1. Click on the Shortcut Menu and select Contacts. Open Barney Anderson’s record.

i~ Microsoft Outlook

E File Edit Wiew Go Toole Action
PG Hew - @ @ R Search addre:
i B Back (33 ) @
i85 | @Back @ T[] 9 @ 2
j Shortcuts - h&l New tem | New -

FOI'J_'] Inbox
o FE{';J MX-Contact Home

44

¥

8= Companics

= Contact= -}

= Perzonal Coflacts
8= Groups
8= Opportunities

—

=| 83 Users

G= Teamz| Contacts
option From
Shortcut Menu

I :ﬁ Calendar ' I
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2. Select the Incidents tab. Click on the New (Incident) button.

Business ¥ WWEL Fays MU S,

Maling Address v Mail Server:

Oppartunities ] Projects ] Products ] Attributes ] Orders ] Events ] Campaigns ] Cnntract
EaaD24E A8 @ & Lok for: 6, &
£ Opened

[ | Irtert Mumber Company Type Status

Opene

Incidents Tab

New Incidents Button

3. A New Incident Form will open. The Barney Anderson’s name will appear in the
Primary contact field because this incident was automatically linked to him because
it was opened from his contact record. Barney Anderson’s Primary Company
(Premier Foods) will appear in the Primary Company field.

4. Click on the Notes tab in order to enter a description of the problem that is being
reported.
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Motes lRegistered Products ] Companies ] Conkacts ] Lsers ] Appaintrents ] Tasks ] Journals ] Documents ] E-Mail ]

r/EE\‘-, [ L N A Incident NUMODDOD1 -2 X
5 L
Contact Inzert Format Text (7]
H ;i & @ ﬁ?_j :I'EL 8 General|  {4Emal 4 Q-:g =] Picture (&} -;B} |!:F#
%' SitY) ] Resolution % Meeting ¢d] ED Categorize ~ [ || ¥ G
Save & Print  Mew New ; Buginess Speling| || Contact
Close X Letter Document~ Qealw B gy ¥ Folowipr B * Notes
Actions MX-Contact Show Communicate Options Proofing || OneNote
Incidert Ho: |Incident NUMODOODL RegsteredProducti  [pegistered product MUMoo0o01 v |
Date Opened: ||7 6 J27j2011 j Component: | j
Cipened By: | ﬂ Primary Company: |Premier Foods j ﬂ
Type: |Incident Type 1 j Primary Contact: |Barney Anderson jﬂ
Status: lopen 5| | | |
B |2 - Medium | Lacation...
Date Assigned: j
Assigned to: | ﬂ Busingss ﬂ |

Mo sound on Nakehaok|

5. Complete all the relevant information in the Incident form before assigning this

incident to one of your Service Personnel. (See Assigning an Incident: Solution details)
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5.3 Assigning an Incident: Exercise

Continuing with the previous exercise, assign this incident to Robert King and create a task for him
to complete.

Note: You will not be able to do this exercise as the only Inbox that you have access to in the
tutorial is your own. The system will not allow you to assign an incident or a task to yourself.
Please follow along with the screen shots to see the solution to this exercise.

Complete the following information:

Assign to: Robert King

Date Assigned: Today’s Date

Show me the solution (Assigning an Incident: Solution)
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5.4  Assigning an Incident: Solution

Continuing with the previous exercise, assign this incident to Robert King and create a task for him
to complete.

Note: You will not be able to do this exercise as the only Inbox that you have access to in the
tutorial is your own. The system will not allow you to assign an incident or a task to yourself.
Please follow along with the screen shots to see the solution to this exercise.

Complete the following information:

Assign to: Robert King
Date Assigned: Today’s Date
Basic Steps:

1. Select the Date Assigned.

2. Click on the folder button attached to the Assigned To field. A list of MX-Contact
Users will appear. Select the user that you wish to assign this Incident to. Click on
Link and Close.
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84 outlook:/IMX-Contact P/E 11.01.01/MX-Contact/System/Users - Microsoft Outlook
iEile Edit View Tools Actionz Help

HrE . search address books — « | ()

i@new - | @G| M@ | @ Search address oo @._i

@ @H Y g

;i &= New tem | New =  Recent - B = d | # .ﬂ_zlﬁ

Tvpe a question for help =

=2 X

59 Users - outlook:/IMX-Contact P/E 11.01.01/MX-Contact/System/Users

| Click here to enable Inztant Search

JE X S B setect the user and r 5 o/ Mi-Contact !

= Click Link and Close
=1 button

auLink and Close

File: Az

Computer Mame
! EHing, Robert

I!l User Full Naime

bert King

e —

fi=]; Serthil Kumar ESENTHIL-31D2C4SISBI'|1hiI SENTHIL-31D2C4B EKumar,Sen’[hiI

2

Wigw Rights: ALL

CRED |D

‘MX-Grid Wersion: 12.1.1

syse) g Aepo) ~§

Done

3. To create a task from this Incident, see Creating and Assigning a Task from an Incident:

Solution for details.
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5.5 Creating and Assigning a Task from an Incident: Exercise

Continuing with the previous exercise, once this incident has been assigned to Robert King, create
a task for him to complete.

Note: You will not be able to do this exercise as the only Inbox that you have access to in the
tutorial is your own. The system will not allow you to assign an incident or a task to yourself.

Please follow along with the screen shots to see the solution to this exercise.

Complete the following information:

Subject:

Sort out sound problem on Barney Anderson’s
notebook.

Assign to:

Robert King

Show me the solution (Creating and Assigning a Task from an Incident: Solution)
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5.6 Creating and Assigning a Task from an Incident: Solution

Continuing with the previous exercise, once this incident has been assigned to Robert King,
create a task for him to complete.

Note: You will not be able to do this exercise as the only Inbox that you have access to in the
tutorial is your own. The system will not allow you to assign an incident or a task to yourself.
Please follow along with the screen shots to see the solution to this exercise.

Complete the following information:

I Sort out sound problem on Barney Anderson’s
Subject:
notebook.
Assign to: Robert King
Basic Steps
1. To create a task from this Incident , select the Tasks Tab. Click on the New (Task)
button.
BRI S |Hobert King | s ]

Maokes ] Reqgistered Products ] Campanies ] Contacks ] sers ] Appointren

%l Mew Task
Biutton

2. When the New Task Form opens, complete all the relevant details and then click on
the Assign Task button.

- ournals ] Doc

% Complete | Categories

Statuz Due | Tasks Tab
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)\ 9™ & % )5 Untitled - Task

fca
4

Tagk Inzert Format Text

| 1_ x Links : Bamey Anderst» (5 Zo~ 8 &~ w

Status - - . Detais
Save & | Delete | Send Statuz Mark
= =
Close & 9 & -L—g@ (5 MX-Contact Report  Complete | EB
Actionz MX-Contact Show Manage Tazk
Subject: |

LY

Start date: Mone +| Status: | Not Stated
Assign Task
Due date: |NDI'IE v‘ Priority: | Nomal Button : E

[l Reminder: ne e Owner: | Senthil Ko

3. The task form will now include a To button allowing you to select a user that you
wish to assign this task to.

4. Once you click on the To button, a Select Task Recipient screen will appear. Select
Robert King and then click on the To button on this screen. Click on Ok.
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Select Task Recipient: Contacts

Search: (%) MName only () Mare columns Address Book

| | [E%} | Contacts

w Advanced Find

| Mame Display Mame

E-mail Address

Select the Recipient
and click To Button

b

A lE |
e |

o

5. Click on the Send button in order to send this Task Assignment to Robert King.
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Untitled -

41

|'fﬁf:! lg 'J = Sl
ey

Task Inzert Format Text

x Links : Barney Andersc - [ Ge = & ‘auv g 1?'_—| [j F;(._

Status ~ ﬁ“*
Delete - Tazk |Detaile MX-Contact Canci
=y
éﬂ I ﬁ L—EI@ As=ignn
Actionzs M*-Contact Show

This message has not been sent.

|Ru:u|:uert King {smothilal@ivesia.com)

Subject: Sort out sound problem on Eamey Anderson’s notebook |
Start date: |[Mone w | Status: |N|:|t Start
Due date: None | Priority: |Momal

Keep an updated copy of this task on my task list

Send me a status report when this task is complete

6. Click on Save and Close on the Incident Form.

Take me back to the Exercise (Opening an Incident from a Contact: Exercise)

Take me to the next Exercise (Responding to a task: Exercise)

© ExchangeWise (Pty) Ltd www.exchangewise.com Page 55




The MX-Contact Support Module Tutorial

5.7 Responding to a task: Exercise

Continuing with the previous exercise, Robert King responds to the task that was assigned to him.

Note: You will not be able to do this exercise as the only Inbox that you have access to in the
tutorial is your own. Please follow along with the screen shots to see the solution to this exercise.

Complete the following information:

Company: Premier Foods
Contact: Barney Anderson
L Sort out sound problem on Barney Anderson’s
Subject: notebook.
Status: Complete
Sorted out Problem. Barney hadn't installed the
Notes: drivers correctly. Re-installed drivers with him
telephonically. Sound working.

Show me the Solution (Responding to a task: Solution)
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5.8 Responding to a task: Solution

Continuing with the previous exercise, Robert King responds to the task that was assigned to him.

Note: You will not be able to do this exercise as the only Inbox that you have access to in the
tutorial is your own. Please follow along with the screen shots to see the solution to this exercise.

Complete the following information:

Company: Premier Foods
Contact: Barney Anderson
L Sort out sound problem on Barney Anderson’s

Subject: notebook.

Status: Complete
Sorted out Problem. Barney hadn't installed the

Notes: drivers correctly. Re-installed drivers with him
telephonically. Sound working.

Basic Steps:

1. The task assigned to him will appear in Robert King’s Inbox. Once opened, he will
have to accept or decline the task.
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¥ Sort out sound problem on Barney Anderson's notebook - Task ;IEIEI
Fie Edt  Miw  Insett Formot ook Actioes  Help vpa 2 guastion for balp =
xuc-:ine OE2 B ) |esifesionTesk [y X |+ -% - @[S _
Links Earnrson * [Zopsn | AlRemove  Link~  Recent = | Related ltems - L
= — = Regardng:  Category: - S,
Tas I Dictals ]
|ﬂ Assicned by Susan Jomes on 16/02)2005 2:47 P,
Suziedt  Sork ook sound problem an Barney Arderson’s nokbchaok,
[ua daka:  Noma
Status: Mot Skarbad Priarity: Plormal Y Complete: 0P
Chnst: Robstt King
-
B

2. Once atask has been accepted, it is moved from the Inbox to the Tasks Folder.

3.  When Robert King completes the task, he will update the information. When he clicks
on Save and Close, the following prompt will appear:

[ ﬁ:’ LCro o wish ba copy Bha miessage sant on [Wed 16 Bebruary 2005 D3i07PRT] with Subject [Task Completed: Soet aut socund problam on Barney
Anderaon's notebook] to [Susan Jores;] bo e Me-Contack E-Mai Foldery

- I Mo

4. Select Yes to copy the task to Susan Jones.

Take me back to the Exercise (Creating and Assigning a Task from an Incident: Exercise)

Take me to the next Exercise (Closing an Incident: Exercise)
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5.9 Closing an Incident: Exercise

Robert King sorts out the notebook sound problem for Barney Anderson. The completed task is
copied to Susan Jones who is now able to close the Incident.

Complete the following information:

Incident Date Opened: |11/02/2005

Company: Premier Foods

Contact: Barney Anderson

Status: Closed

Date Closed: 11/02/2005

Closed by: Susan Jones
Barney hadn't installed the drivers correctly. Robert

Resolution: re-installed drivers with him telephonically. Sound
working.

Show me the Solution (Closing an Incident: Solution)
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5.10 Closing an Incident: Solution

Robert King sorts out the notebook sound problem for Barney Anderson. The completed task is
copied to Susan Jones who is now able to close the Incident.

Note: You will not be able to do step 1 of this exercise as the only Inbox that you have access to in
the tutorial is your own. There won't be an email from Robert King in Susan Jones’ Inbox for you to

open.

Complete the following information:

Incident Date Opened: [11/02/2005

Company: Premier Foods

Contact: Barney Anderson

Status: Closed

Date Closed: 11/02/2005

Closed by: Susan Jones
Barney hadn't installed the drivers correctly. Robert

Resolution: re-installed drivers with him telephonically. Sound
working.

Basic Steps:

1. Open the email from Robert Jones indicating that the problem has been solved.

2. Open the Incident that was logged for Premier Foods on the 11/02/2005.

3. Click on the Resolution tab.
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-0l
Eie Edt  Mimw Inszt Taols  Actiors  Help
Haveanddese [ | S | S |0 * ¢ 53 2o - 4*"’*|
=l .
-
[ncident Mo: Incident COGOL
Date Clos=d: T eizzons 7]

voa = guastion for balp (-

Clozed By! | ﬂ
SaLE: |OD=I'I ﬂ
Cescription: Mo sond an Moteboak,

Resol tion;

4. Complete the information with the details that Robert King provided in his email (see
details in exercise grid).

5. Change the Status to “Closed”.

6. Click on the List button attached to the Closed By field and select Susan Jones. Click
on Link and Close.

7. Click on Save and Close.

Take me back to the Exercise (Responding to a task: Exercise)

Take me to the next Exercise (Adding Incidents to the Link Items Menu: Exercise)
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5.11 Adding Incidents to the Link Items Menu: Exercise

If you are working on public folders, you will only be able to complete this exercise if you have
administrator rights.

You want add Incidents to the Link Items Menu.

Link Iltems Menu: Incidents

Show me the Solution (Adding Incidents to the Link Iltems Menu: Solution)
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5.12 Adding Incidents to the Link Items Menu: Solution

You want add Incidents to the Link ltems Menu.

Link Items Menu: Incidents

Basic Steps:
1. Select the Incidents Folder from the MX-Contact Folder List:

[ 83 Companies
@ 83 Contacts
8= Contractz
A Converzationsz
A Documents
A E-rail
H 83 Events

Open in Hew Window

% Copy "Incide
3 Delete "Incidg
ale  Rename “Incig
) Mail | New Folder..
IMark All a= Read

,§ Properties

Right Click
on Incidents
and Select
Properties

i

J

=Nl
FER 55 Mowe "Incidents”...

(]

F

f

2. Right click on Incidents and select Properties. Click on the MX-Contact Tab. The
following screen will appear:
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Incidents Properties

Genetal Home Page
Ackivities Adriniskration
Folder &lias: |
Agzociating Folder: |
-
Azzociated Falder: |
-
Save and Close Buttan: [
. ] MX-Contact
Showe Activities on Ribbon [ tabin
Show Links on Ribban [ Incidents
Include in Link lterms Menw: [ Properties

Ripple Aszzociating Fields: ~

Associating Fields to Ripple: |Compary ame=Campany ame;

-
Figld Attributes |File.&s=FuIIN ame;
Wer: 12.01.0001
(8] 4 l [ Cancel

3. Tick the box for “Include in Link Items Menu and then click on OK.
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Incidents Properties

{nciude in Link [tems Men

Ripple Aszociating Fields:

General Home Page Cutlook. Address Book.
fictivities Sdministration Forrmns My-Conkack
Falder Alias: | |
Azzociating Folder: | J
-
Azzociated Folder: | J
-
Save and Cloze Button: [ Check this
CheckBox
Show Activities on Ribbon [
Shaow Links on Ribbon [

Assaciating Fields to Ripple: | CompanyM ame=Companyh ame;

r
|
Field Attributes |File.&s=FuIIN arne;
Wer: 12.01.0001
[ Ik l [ Cancel ] [ apply

Take me back to the Exercise (Closing an Incident: Exercise)

Take me to the next Exercise (Opening an Incident from an Incoming Email: Exercise)
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5.13 Opening an Incident from an Incoming Email: Exercise

Susan Jones receives an email from Tom Watson of Casalinga Restaurant. He has a problem with
his notebook. Open an Incident from this email.

Complete the following information:

Company: Casalinga Restaurant

Contact: Tom Watson

Type: Incident Type 1

Status: Open

Priority: High

Date Assigned: Today’s Date

Assigned To: Robert King

Problem: Notebook not booting up properly
Description: HP Pavilion Notebook

Show me the Solution (Opening an Incident from an Incoming Email: Solution)
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5.14 Opening an Incident from an Incoming Email: Solution

Susan Jones receives an email from Tom Watson of Casalinga Restaurant. He has a problem with
his notebook. Open an Incident from this email.

Complete the following information:

Company: Casalinga Restaurant

Contact: Tom Watson

Type: Incident Type 1

Status: Open

Priority: High

Date Assigned: Today’s Date

Assigned To: Robert King

Problem: Notebook not booting up properly
Description: HP Pavilion Notebook

Basic Steps:

1. Open the email from Tom Watson in Susan Jones’ Inbox.

2. Click on the Link Items Menu List in the MX-Contact Ribbon Add in.

=]

Links = Lj &' a:, ELJ* * Mezza
@] [Zvessage] | _%] =3

|5tatus ; - | fa}  Companies

¥-Contact ¢
S Reply Reply Forward
E 3 = U4 @9 contacts to Al
MX-Contact how Re=spond

diagtest one [diagtest.on = ﬁ} MX-Contact Addin

tkmseie @gmail. com Presz F1 for more help.

Incidents in Link e [

tems menu

-
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3. Click on New Item Button in Incidents Window

&3 Microsoft Outlook

! File Edit Wiew Toole Actions  Help

[ @new ~ | g | M | @3 Searchaddressbooks - | (@) s
@bk @ 59 &l g
Hew =  Recent =

&9 Incidents 3

| Click here to enable Instant Search
New Kem Button
HE X B4 HE éi&-u-a——lmkﬁ

saulink and Close 2 Link

[ |Incident Mumber + | Company
FE |incidert MUMOOOD... |Premisr Foods

EIru::in:iEent Type 1

Ope

4. New Incident Form will be opened. Fill the form with relevant details.
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Save &

Cloze x
Actions

Incident Mo:
Date Opened:
Cipened By:
Type:
Status:
Pricrity:
Date Assigned:

Assigned to:

Incident

Print

Ingert Format Text

- ™ mn 44 General Y el £3 =8 [Erictre~ (S || ABG | &,
B B9 Q B g 9 s i

ﬁﬁﬂ ") Resolution % Meeting ¢ IJ Categorize = [}

New New ; Buginess Speling || Contact
Letter Document ™ ral™ B cag ¥ Folowlp~ B - Notes
MX-Contact Show Communicate Optiong Proofing || OneNote
|Incident NUMOD0002 Registered Praduct: |

§ J27/2011 Component: | j

|Incident Twpe 1

|Open

11 - High

6 [27(2011

|R0bert King

e Lo Lo Lo f o] e L

-'/CE-\", [ R I I Incident NUM000002 - Incident -
" Cd

= X

EL

Primary Company: |Casalinga Restaurant

L

Primary Contact; |Tom Watson

=g

E-Mai j |

Location... ‘

Business ﬂ |

Motes | Reqisterad Products ] Companias ] Contacts ] Lsers ] Appaintments ] Tasks ] Journals ] Documents ] E-Mail ]

Motebaok nat baoting up properly

5. Click Link and Close Button.Complete the required information and click on Save and

Close.

Take me back to the Exercise (Adding Incidents to the Link ltems Menu: Exercise)

Take me to the next Exercise (Running an Incidents Report: Exercise)
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5.15 Running an Incidents Report: Exercise

Run a Detailed Incident Report (Landscape).

Show me the Solution (Running an Incidents Report: Solution)
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5.16 Running an Incidents Report: Solution

Run a Detailed Incident Report (Landscape).

Basic Steps:
1. Click on the Reports Folder in the MX-Contact Folder List.

Folder List
All Folders

2] Al Outlook ltems
T
& &3] Companies
& &3] Contacts
f=| Contract=
LA Conwerzations
3 Documentz
3 E-mail
# 8= Events
8= Groups
& &3] Incidents
= lzzuss
éﬂ- Journalz
fi=| List=
CRE|
R E]

1 Reports
= Svetem
1 Areas

I Lttributes

:-;1 Iail

2. Select the Incident Detailed Report Landscape.
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- HY a5 Incident Detail Report Landscape - B X
]

- Dizcussion ':@
| i (¥ Properties L J - % x Bl B Y @? 33 Find "?j
= i H 4 g ]
"7 Query Builder 4 - (=l 2y Related ~
Save and Post  Reply Forward Delete Moveto Other Categorize Follow Mark az Send to
Close Reply Folder = Actions ~ - Up~ Unread by Select OneNote
M¥-Contact Show Respond Actions Options Find OneNote

Report NameDesc: |Incident Detail Report Landscape|

Report Type: |Crystal Report | sub-Type: | Incident |
Cutput{Print Ta: [vwindows | Paper size: ) ~|
File Format: | ﬂ Paper Source: | j

File Path/Marne: |

Primary Folder: |Incidents j Refresh

Keep Group  Repeat
v Default Report For the Folder B Sy Grawm Thiee Together  Header
Sort By: 1) |Fulliame | GroupBy: 1 [ = r

2| [ 2 | - r
» = 3 | = F r

Filker: |

Counk 1 Mail Merge: [ Template: | ﬂ

Incident_Detail_Report_Landscape.mpt {17 KB}

Execute Report |

rl

3. Click on Execute Report. The report will be displayed as follows:
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B%: MX-Contact Crystal Reporting

=

=] =,
@ o | a 11 ﬂ ﬂﬁ 0z - Busin:;;anm' =
A
dnzan e Incident Detail Report
Sorted By: FolName
Ircidert Mo. Date Opened Regstered Prodact E-Mail Addrass Date
Type Opened By Com porert Laocation Claz:
Status Date Azzigred Prim ary Company
Priority Aszigned To Prirn ary Cortact Bitiness Telephore Mumber
Inckle n t MU RMOD00a 1| Giarizon Fegkemd Prodiet NUMOOO001
ke tType 1
Qper Gr2Ti2011 Prem k1 Foods
2= Medm Fabertkhg Baney Ancle o
Resaldtion:
Inckle n tHU MOB0002 Giarizon
ke tType 1
aper 6270201 Casalvga Fe stavant
1-High Fabertkhg Tom Waton
Resaldtion:
W
{ ¥
4. Close the Report. Select No if you are prompted to ‘Save Changes’.
Take me back to the Exercise (Opening an Incident from an Incoming Email: Exercise)
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