/A
HEATNY CALL LOGGING WEB USER INTERFACE

Refresh Call Group (CTRL+E)

Open Call Group (CTRL+0)
New Call GroupT

Display My Hot List
View Contacts Customer Configuration
Customer Profile (FS)T W T FCaIIer History

Gldafe? BBHEE B M4 > WH I BERE 5

L L Lock Call Record

Print Call Ticket (CTRL+P)

New Call Record (CTRL+N)

CALL LOGGING TOOLBAR

L FrontRange Solutions Online SupportJ
Switch to Grid View

TABBED BROWSING N File Edit View History Bookmarks Toaols Help
Tabbed browsing is a unique feature of the HEAT Web User Interface, LN | & |http;mﬂca\hnst;51gniHEatWehuUQauLnggmg,htm| - | '|Gnngla pal
allowing multiple call groups or profile records to be displayed within a
single window. The user can open Call Groups or Profile Records in a new (&) most visted @ Getting Started (] Latest Headines & Call Logding
tab and click between tabs to view each record. HEAT® File * Edit v ‘Wew v Group v Customer = Solution »  AutoTask » Help Logout
Calllog | [F) Detais Assignments (1) || B Journal (1) Attachments (0)
T o R e T L e AeRTETar G P (42 of 53) * || B MHendric # z
Opens a new tab. £y Global YOl EabeP? BHESER DI MA4 b IBM BRGE
§ J . Tl : : -
g@ O% ﬁ) [% I3 CallD ; 00000042 Stopwatch : 0:00:00  Counk: 1 Status @ Closed
=y @ Lead call: 00000074 . i o ; z = T
: ) i H Call # 00000042 — MHendric ASSIGN HIGHEST PRIORITY
Eob's computer is not booking up at
all. He checked and it I3 plugged in
and there is power to the outlet.
*Employee ID: MHendric Firsk Mame: Marcia
£ 58 Lead call: 00000008 @- Department: Manufackuring Lask Mame:| Hendric
Prepare for %P rollout Faciity: Phone: (719) 555-4599 Ext,| 7599
CALL RECORD TAB BAR b 1)
N = @ Lead call: 00000025 & Service Level: GoLD E-Mail | MHendric@global.nat
Everything (phones, Wan, inkernet)
down
:. Call Log Dietails Assignments (0} Journal {1} Atkachments (0}
The Call Log form shows information 35 tew s : 4l tow Joumal pecord 4 acd
. P B
about this specific issue, such as the Call et Balunelcns L=
Type and Close information. (ALT+1) Incident Log
The Detail form shows information specific to the
type of issue entered into Call Logging. (ALT+2)
*Incident Description: Solution Description:
The Assignment form shows information about Marcia's computer is runming wery showly, T had her delets the temp internet files and files fram her temp
the person/g roup assigned to the issue (ALT + 3) directory, We freed up over 438 of space and computer is running
: okay again,
CallLog | [F) Detals assignments (07 | @l Journal (1) Attachments (0)  —— The Attachment tab disp|ays the call record
% Mew fssionment @ New JournslRecord ] Add File attachmentsin a grid view to the user.
*Call Type: PC Incident > Cause: Low Resources -
The Journal form shows notes or other Categary:| Break/Fix ~ Owner:| Chris ~
useful information regarding the issue. *Priority: 1 | | Urgent Source:| Phane v
(ALT + 4) #*5kabus:| Closed » Closed on 1st Contack? Mo |+ | CSRating: w
. . Parent Recard
Add File provides a shortcut to upload an Goto Call Record |
attachment to the Call Record.
The New Journal Record provides a Clock:  Stopped Start 5LA Clock. | BEEAIERE Tammdh (@i
25 25 Calculate |
shortcut to add new Journal records Send Warning:
to the Call Record. 001,00:00 PO06-07-03 | 13:55:26 _
A . Completed By: Received By Chris 2006-07-02 | 13:55:26
— Add Assignment provides a shortcut to " i
add Assignments to the Call Record. 002,00:00 2006-07-04  13:55:26 Closed By:  Chris 07/04/06 (7 3119FM | v
1| =58
L ) Customer ID QE  [LRB|F
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[ BUTTONS AND SHORTCUTS j

MANAGING CALL RECORDS l

Forward (CTRL+F)
Reply (CTRL+R)
View Mail Groups ]

Move (CTRL+V)

-

CALL STATUS BANNER

Displays information
about the Current Call
Record.

MENU BAR

Copy (CTRL+C)

Accesses common
menu functions.

I Go to Attached Call (CTRL+A)

1]

e )
Print Call Ticket (CTRL+P) Validate Field (F9) New Call Group
Quick Close (F10) Spell Check Open Call Group (CTRL+0) Customer Profile (F5)
Abandon Changes T ( (SHIFT+9) r Call Record Browse (CTRL+B) h View Contacts
| ve | TV | & EhSoBE W4k M BERE 2484 0.

i ® = [ L L Display My Hot List
0 % % | &8 E‘ = % Iﬁ g Save Call Record (CTRL+S) Refresh Call G
efresh Call Gro
New Journal CTRL+J %ﬁ New Call Record (CTRL+N) (CTRL+E) P . .
New Message (CTRL+M) Delete (DEL) FrontRange Solutions Online Support
New Assignment CTRL+A % First Level Support Solution Search
New Folder Refresh Messages (CTRL+E) *CallLogging - [ALL Calls - 42 of 4]
- First Level Support (CTRL+F)
Go to Call ID CTRL+G i Vi :
iew Broadcasts (CTRL+B) New Journal (CTRL+J) () Fle Edt view oup Cu@mer Sotion Accessory Regort Auolask ITSM window Help -3 x Caller History
Place ca” y HOId CTRL+H y _ y @ i é > CfID‘ 0000004z Sk tch: 'ﬁf{lﬁ;lﬂ C4 t‘I> 1I>|| Sf 2 Cl ‘ﬁ gzg Q “ , @ v‘ T CUStOmer Conﬁguration
_ SUPPORTMAIL TOOLBAR (F11) = : = e == =
Add to My Hot List CTRL+M @ f;ca" Ma;?@HEngag P call# 00000042 ~ MHendric ASSIGN HIGHEST PRIORITY
\ =]
Refresh Call Record CTRL+F5 = R ] CUSTOMER PROFILE SUBSET CALL LOGGING TOOLBAR
Employee ID: |[MHendric First Mame: Matcia
Move Between Ca” Gl’OUpS CTRL+TAB w Department: Manufacturing Last Mame: Hendric
INFOCENTER (CTRL+ALT+I) @Eiot's computer is nat booting up Facilty: Phone: |(719) 5554599 Ext, [7509
atall He checked and it 15 .
Toggle Upper & Lower Panel F6 ~ Service Level: GOLD £ E-Mail |MHendric@global.net v
8? Lead Call: Closed 00000 =
all Log | Deta\l (48] @ Assignment {0} U Journal (13
Displays the HEATBoard and the Call Map: Prepare for < rollout 3
1 e The HEATBoard enables members of a team to post ? Lt:_ad [C:": Clij:: LUl - FIRST LEVEL SUPPORT (FLS) TOOLBAR
i Everything [phones. .
MANAGING CUSTOMERS and 'read issues ff:m.o;her te.am members and interriet) down ey P — Save Node (CTRL+S)
[(E:.CI-:ILI-(:AS{;ieBF;]-WI e information. Marcia's computer is running wery slowly., Idil;l:;:ltglre;dazt?rtel'éztjyg\jgtirggtuffilZ;:;dﬂf:edsgruﬂrgulg:: itserl?ming rAbandon Changes r FrontRange Solutions Online Support
okay again,
Change Customer Type CTRLAT " [CALL RECORD FORMS) O [ﬁ W | db I:E ] i “ b4 % 4 b 04| > | HEAT Tree -
EIL e The Call Map is an expandable and collapsible N ] L .
Customer Search summary view of the current Call Record New Tree (CTRL+N) FLS Search Return to Call Logging
. . = . RallliypeilPC hddent Eadz2ll ow Resources Open Tree (CTRL+0) Return to Search FLS Post Solution
Limit Call Hlstory ﬂ@ (CTRL+ALT+M) Category: |BreakiFix Owner: |Chris
: : CTRL+SHIFT+S
*Priority: 1 Urgent Source: \Phane L ( + + ) )
& J Skatus: |Closed Closed on 1st Contact? |Na CSRating:
HEATBoard 1 Clock: Stopped @ Resume Call Assignment: Journal:  Combined:
S 0 25 25 Calculate
ent arning:
AutoClose I@ 01,00:00 07/03(2006  01:55:260m 2
ssue Details @, CALL RECORD BAR  TIEIEE 5- ATTACHMENT TOOLBAR
ﬂ a [ Screenshot I Po3478822 @—F I A
. Display Global Attachment
Link Current Call ; Cust D HEATE4bE
Toggle Lock/Unlock Call (CTRL+L) Sl Display Mail Attachment
New Issue % Toggle Grid/Form View CALL RECORD TAB BAR Display Call Transfer Log
New Entry h r Attachments 7 Display Activity Log—
Open Group % The numbers represent the number of the corresponding ‘[ = rowm
P (ll PR T Assignments/Journals for the call record.
Current Call Info CTRL+ALT+C L Display Attachment Menu (Add/Edit/Remove)
J The Assignment form shows information about L )
Abandon Record ’ the person/group assigned to the issue. (ALT + 3) STATUS BAR N
Access HEAT home page and Acatog |DEta“(1) o O el Resolve in Order Indicator SupportMail
GETTING HELP ITSM integration functions L The Detail form shows information specific to the Validate Field (F9) T Indicator (F11)
(Search/Link/Create) type of issue entered into Call Logging. 1
. . (ALT+2) 12| [GE # €
FrontRange Solutions » Access linked ITSM records The Journal form shows notes or other — HEAT QEJV @L ;
Online Support (Problem/Change/ The Call Log form shows information useful information regarding the issue. HEAT data Required Field Alarm Indicator
Help F Configuration/Release) _T_bout tl:jeapecificfissue,;uch as the Call (ALT + 4) source name HEATBoard Indicator (SHIFT+F11)
L ) ype and Close information.
(ALT+1) n y,




