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The Work Queue

The Work Queue allows you to view all Service Requests (SRs) which have been
assigned to you/your office and which are open or incomplete. It can display service
requests by user or group.

Accessing the Work Queue

1. To access the work
queue, you must first
log on to the CRM

system
2. Double click on the B
CRM icon on the 2l

CRM Live

desktop and when
prompted enter your
user name and

password

3. The Navigator screen is ORACLE" E-Business Suite
displayed, select your

responsibility

QOracle Applications Home Page

Navigator

Personalize

£33 €5C Customer Service Officer QandA Customer Service Officer
‘:‘ S Monaten [@ Contact Center

[ CSC Team Leader o

£ QandA Giist Sarncaomcas | @ Work Queue

[ QandA Enquiry Filter [E View Service Requests

[ QandA Manager

[ QandA Team Leader

Logout Preferences Help
Privacy Statement

4. Using the left mouse QandA Customer Service Officer
button double click on Contact Center

Work Queue Work Queue
View Service Feguests
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5. This will open the work
queue for you to view all
open service requests

6. On the left hand side is
a list of all the work
queues you have access
to:

My Service Request

Group Owned

My Groups

irom Production on 1 5-5ep-2010 - User Description: David 5

€l P
ik Qustun - DF-JUL-2011 183128

shows all the open service requests of which you are
the current user which are open/incomplete

shows all the service requests related to any offices
which you may be a member of

will contain a list of all the groups/offices you may
be part of
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Displaying your own Work Queue

1. Once you have accessed
the Work Queue use the
left mouse button click
once on the + sign next

to My Groups.

2. Using the left mouse
button click once on the
Office you wish to view

3. Each time you enter the
relevant work queue
click on Tools at the
top of the screen then
click on Refresh All

Work

4. There are various pieces
of information on
display within the Work
Queue

[ uracle Applications - SLL - Py

file Edit View

@

1 Tools Ations Window belp

=BG W 2 DG A9k BREFOIE 2

Wark Type

O Serca Request

* Respond By * Target Date  *

My Service Request 13-BEP2010
Group Crwmed 13-3EP-2010
9 10 1... Meill, Kerry Ana 02-DEC-2010 13-SEP-2010
Garnbuslang Q&A 0... Harper, Caroline 02-DEC-2010 .. 13-SEP-2010
Gusinrer Benane Martin, Angela  02-DEC-20M0 06-0CT-2010
Nall, Kerry Ann  (2-DEC-2N0 14-BEP-2010

MeGraw, Mary  12-5CF-2010 ... 15-3CP-2010

.| Brown, Margaret 07-0CT-2010 .

39E0806 04-0CT-2010 ... Grgham, Sandra 04-0CT-2010 .. 05-0CT-2000 .. 05-0CT-2010
| FHE0E0E 04-0CT-2010 ... Graham, Sandra 04-0CT-2010 ... 05 =010 ... 05-0CT-2010
FHEE10 X

Graham, Sandea 04-0CT-2010 O6-DCT-2A10

3961130 . Graham, Sandra 10-0CT-2010 .

3961134 Grsham, Sandra 10-0CT-2010

3961196 . | Grsham, Sandra 18-0CT-2010 .

3951200 Graham, Sandra 18-0CT-2010

3961006 Graham, Sandea 18-0CT-2010 AOCT-A10
3961210 Grsham, Sandra 10-0CT-2010

3961220 . | Graham, Sandra 10-0CT-2010 ... 20-0CT-2010 .
3961220 Grsham, Sandra 18-0CT-2010

IR . Graham, Sandra 18-0CT-2010 ,

3961034 Graham, Sandea 18-0CT-2010

e Grahans Sandes 10 AET 010

Any groups which you are a member of are now
displayed.

The system should be refreshed so that the most up
to date items are displayed.

Request -+ Creation Date® User ¢ Modified Date © Respond By * Target Date * Status
3960808 04-OCT-2010 ... Graham, Sandra 04-0CT-2010 ... 05-0CT-2010 ... 05-0CT-2010... Open

Request shows the service request number (SR no)
Creation Date is the date the service request was
created

User is the name of the person currently dealing
with the service request

Modified Date is the date any notes were added to
the service request

Respond By is the initial response date for the
service request

Target Date is the resolution date for the service
request

Status is the current status of the service request.
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Using the scrollbar at Surnmary ¢+ Type .
the bottom of the screen I o, 1009 ENT-Street Li. =
you can see the rest of

the items available

Summary shows more detail about what the service
request is regarding

Type is the service request type as chosen by the
person who logged the enquiry

All of the above items can be ordered within the
work queue by clicking on the dot to the right of the
item you wish to order by. For instance, you can
sort items by creation date, target date, user or
status.
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Reading and Updating a Service Request via the Work Queue

In general, when you are accessing a service request via the work queue in order to
update it you may need to do the following:

e Enter a user name

Read notes and attributes
¢ Enter a note against the Service Request to advise what action you have taken
e Change the Status

Change the office

The instructions below include guidance on how to do these things.

1. To select an entry
within the work queue,
double click anywhere
within it using the left
mouse button.

[ el Applivalioers 5L Fre Production Choned Trom Production on 15-5ep-2010 - User Destripbin: David 55

Toots Tools1 Tools? Wirsow Heln ORA

2. The Service Request

OpenS _ dlsplaylng the L S EBGP € o AR SS ZDE P 4 3 7
WO rkbe nCh tab The 5L M2 Incident Log and Meteg Dashboard(®) £

CSA can now review the
information recorded

Phone [D1ES8-087EE4

Workbanch Comacts / Addrassas Irngeractions Rislated Objerts
Hotas
Surniriiey |Mice whale houss - COUNCIL 3n
Senice Reguest | J970592 <[ Prim Friandly
Puoblem Codo 1 Woew By | Senice 397054,
Medium Error Code Erom To Bufush

Fsohs By
Salutions
Outeemne  Tithe Type Nuriber  Viibisty |
Bd
Search Knowledge Refesh How Mote Datails Leg and Notes
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To Read Notes/Attributes

The main part of the screen is called the Workbench. This area details all the
information about the Service Request.

The Notes section of the workbench is the most important area to you. Within this
area you can find all the details relating to the service request whether they are
contained within attributes or within a separate note. Please be aware that as well as
receiving first time enquiries you may also receive repeat enquiries. In these instances,
it is very important to look at the notes against the Service Request to establish the
reason for it being on the Work Queue.

All the Notes are listed in order of first — latest. To view a note either hover the
mouse arrow over it and the details will appear or click once on it using the left mouse
button and the note will appear in the Description box at the bottom right of the
workbench.

Each Service Request should have a note starting Office Service Request Logged
At, this particular note will contain the Attribute information which you may need in
order to process the request. Attributes have been identified by your Resource.

To Add Notes

1. Click on the New Mew
button at the bottom
right of the screen

1. Click on the build

button next to type
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2. Select the relevant note Hote Troes
type specific to your o
office and action taken Note trpe A
BE&R Officer
BLA Gandd Custamer - Initial
The nOte type you Select ELA Qanda Customer - Repeat

ELA GandA Officer
must always be the Back Office Not

CAM QandA Custarner - [nitial
CAM Qands Customer - Repeat
CAM QandA Officer

CAR QandA Customer - Initial

relevant note type e.g.:

FOI’ Q&A/CSC yOu CAR Gands Customer - Repeat
CAR QandA Officer

would choose Repeat CoMS Note

. CCTY Mote
or ICer note COA QandA Customer - Initial
Off t
CO& QandA Customer - Repeat
COA Qands Officer
. CEC Custamer - Initial
FOI‘ baCk Offlce you CSC Customer - Repeat
would choose Back C8c ofteer .

R

Office Note

3
Find Cancel

The repeat note should be used when a customer
returns to the office for further information/follow
up and the officer note should be used for any
follow up/general actions that you take in relation
to an already logged Service Request. Back office
users will always use a Back Office note.

3. Enter your note

4. Click the save icon @

The note will be entered into the request.

It is important that you add a note to every Service Request to advise of the action you
have taken, if the customer contacts either Q&A/CSC for an update this information will
be used to find out the last action taken.

To Enter a User Name
1. You can change/add a

user while viewing the
Service Request

2. Click the cursor into the Uiz
box next the User field
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Enter the surname of
the person required and
press Tab

or

click the Build button,
and search for the

person’s surname using

the Find facility

Click the Save icon &{:

When you open a Service Request you should enter your name as the user to show that
you are in the process of dealing with the request.

To Change the Status of a Service Request

To change the status of a Service Request you must click in the box next to status and

enter the status required, or click the build button which will bring up a list of
statuses available, hit the tab key to proceed

To Change the Office the Service Request Relates to

You can change the office the Service Request relates to, this will make the Service
Request appear in another offices work queue. This is done by clicking the cursor in
Office Asg and typing in the name of the office you wish to change it to, or by clicking in

Office Asg then the build I_| button which will bring up a list of all offices available.

Any chan

icon.

res which you make to a Service Request must be saved by clicking on the save

&




