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Chloe — An Introduction

- All problems, queries, quote requests etc can be directly logged into
Chloe via the internet.

¥ This will allow

¥ Everything to be logged directly onto your system making
things processed faster and more efficiently.

% |t will cut down on your telephone calls into your office. Once
the call has been logged an email will be sent to the client/user
and to the support department notifing that a call has been
logged.

- You can check the progress of the call — online, no matter
where you are (as long as you've got internet access), no
matter what time of day.

“* You will be able to prioritise the call yourself — how important is
this issue to your organisation? Are you able to continue
working while this issue is dealt with — or is your main system
down?

= You can check your past problems and how these were
resolved. Maybe you need a quick refresh as to what to do.

¥ \\ith Chloe’s Support Statement Report you are able to find
out exactly how much support time you have left & what calls
have been done on any particular month on any given year.

¥ The call logging screen is simple to use — just fill in the boxes and
click on submit and off it goes directly into the system.
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Logging On

Bellow is the main login screen
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All you need to do is fill in your username and password and click submit.
Please remember that the password is case sensitive.

This will take you to your main screen showing you all the options available.
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- Quick Search—
w

Please enter a Chloe

Ref or Search Term

Opencals | Closedcalls || Deferred Cals |

D | Created | Modfied | Caler | Priorky | YourRef. | Product | Type Problem | statusia |

8110 03(10/2005 03(10/2005 Peter Low Ermail Support Call - My internet does not work....  OPEN
14:32:03 F432:03

To log a call just click on the Log A Call button on the Left Hand Side of the
screen.
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How To Log A Call

Once you've clicked on the Log A Call button, you will be taken to the Logging
Screen.

Client Mame
Tarragon

SuggestHamy

Your Naome

Alternate Email Address
By default info@tsuk.net will be used.

Problem

Priority Low | (Query/Non-Uirgent Support) -
Product/Reason PLEASE SELECT
call Type Suppoart Call v

Submit | Reset

On this screen just fill in the details for the call —

If you click on the Suggest Name button a box appears (like on the screen
above) and you can select from the list, or you can just type your name in the
box provided.

The Suggest Name option dynamicaly learns who logs calls and will grow with
the amount of clients/users you have. You do not need to maintain the list of
names yourself.

You can select a different email address from the default one — or leave it
blank and the confirmation response email will be sent there.

Type in as much information as possible in the Problem box and select a
Priority / Product / and Call Type for this issue.

In the Call Type drop down list you are given the option to log the call as a
Support Call or Enhancement or even Question.
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How To Log A Call (continued)

Once the fields have been filled in, click on the Submit button, this will send
the information directly into the system and an email will be sent to the
support department to ensure that it is dealt with promptly. In addition an
email will be sent to the client/user with a reference number, if they need to
contact the helpdesk about their issue all they need to do is quote this number
to speed things up.

PLEASE NOTE THAT ONCE A CLIENT/USER HAS SUBMITTED A CALL

THEY CANNOT CHANGE ANY OF THE DETAILS.
BUT THEY CAN ADD ADDITIONAL INFORMATION.

Tracking & Adding Adittional Information To A Call

With Chloe it is possible to track what is happening to all your clients/users
logged calls. On the main screen you will be able to choose between the tabs

Open — All calls which are currently still being dealt with will be listed
Closed - All calls which have been closed within the last month are listed
Deferred — All calls which have been postponed for more information etc
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Click on the ID number for the call to open it up and you will be able to see
any changes that have been made and when it was updated.

Client
Tarragon |

I

|'Call D T ||'Yuur Reference—‘
Current StatusN—‘ "Current Priuritylw—‘
[
[
[

Current Call Type
Support Call |

Current Product/Reason
Email |

r Dates & Times

Open Date Last Modified Date
03/10/2005 03/10/2005
Open Time Last Modified Time
14:32:03 14:32:03
Operad Toda) Modified Toda
r Detail
Caller Peter
Problem My internet does not work,
Solution
Email

Attachments Mo Current File attachments

Master Call This Chloe Reference does not have a master call.

Child calls This Chloe Reference does not have any child calls.

Add Additional
Comments

Add.

Exit Call.. Print...

When the support department update a call the system will notify the
client/user and the staff member who owns the call by email.

You are able to add additional information to any open call by typing into the
box at the bottom of the screen and clicking Add.
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Using the Quick Search you are able to such through all calls for a particular
word/phrase or chloe refference number.

Reports

Chloe has 4 built in client reports.

Calls opened in a period.
Call activity in a period.
Calls closed in a period.
Support Statement.

The Support Statement gives you the ability to run monthly support time
usage reports from any given month/year.



Past Issues

Logging onto Chloe will allow you to look back over any of the issues that
have arisen in the past and see how they were resolved.

To do this just click on the ‘view calls’ button on the left hand side of the page.
This will show a list of all the calls for that client/user.



