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[bookmark: _Validating_Capture_Maintenance][bookmark: _Look_up_Account][bookmark: WorkingWithSaleforce][bookmark: _Toc367688754][bookmark: _Toc235585645]Working with MS CRM
[bookmark: _Toc367688755]MS Dynamics CRM Overview
The Microsoft Dynamics CRM 2011 (from this point forward, referred to as CRM) system allows the Kofax Technical Support team to create Cases to track customer’s issues from the first call or portal submittion, follow up calls, send messages to another department, create follow-up tasks, attach files, create Knowledge Base Articles, etc.	
PLEASE NOTE:
· The Microsoft Outlook add-in is the Kofax IT recommended avenue for accessing CRM.
· If accessing CRM via a Web browser, Kofax employees should use Internet Explorer 9 when accessing Microsoft Dynamics CRM 2011. Internet Explorer 8 is not supported at all and there are problems with Internet Explorer 10.  Other current Web browsers are not supported by Kofax IT.  You can refer to the Microsoft Dynamics CRM 2011 Web application and mobile device requirements article located at http://technet.microsoft.com/en-us/library/hh699710.aspx#SupportedOS for additional operating system and related details. 
· Other current Web browsers should work in the new Kofax Customer Portal. 
[bookmark: _Toc367688756]CRM FAQ’s and Important Documentation Links
Below is the location of the CRM FAQ’s, other important CRM related documentation, etc. links.
	Description
	URL

	MS CRM Training for Technical Support held on Wed, Jul/24/2013 @ 05:00 to 06:00 p.m. PDT
	https://kofax.webex.com/kofax/ldr.php?AT=pb&SP=MC&rID=125322797&rKey=bc202f842e80b01b

	Technical Support> TS Global Policies and Procedures> MS CRM folder on the Corporate Intranet
	http://corporate.kofax.com/ts/TS%20Global%20Policies%20and%20Procedures/MS%20CRM/

	FAQs Generated from Technical Support CRM Training Questions
	http://corporate.kofax.com/ts/TS%20Global%20Policies%20and%20Procedures/MS%20CRM/FAQs%20Generated%20from%20Technical%20Support%20MS%20CRM%20Training%20Questions.docx

	CRM Contact Record Deactivation and Certification Move request template
	http://corporate.kofax.com/ts/TS%20Global%20Policies%20and%20Procedures/MS%20CRM/CRM%20Contact%20Record%20Deactivation%20and%20Certification%20Move%20request%20template.doc



[bookmark: _Toc367688757]Glossary
Below is a partial glossary of the Microsoft Dynamics CRM 2011 specific terms.  If you encounter other terms that are not defined below, you can look them up in the Microsoft Dynamics CRM Customer Center's Glossary at http://rc.crm.dynamics.com/rc/2011/en-us/online/5.0/help/42468.htm.
	associated view
	The view of an entity that is displayed in the forms of other entities. The associated view is different from the views that are visible for the entity in its own area of the user interface. For example, in an account record under Information, click Contacts to view and open a contact form. That is the Contacts associated view. There can be only one associated view of each entity.

	deactivate
	To make a record unavailable for updating (read-only) while maintaining the data. This is usually preferable to deleting a record, which removes all data.
Please DO NOT Deactivate ANY record in CRM!
Follow the procedures in this guide to request deactivation of any record.

	entity
	A structure used to manage data. A synonym is "record type." Microsoft Dynamics CRM Online entities include Account, Case, and Activity.

	form
	A page that displays detailed information that users have entered into Microsoft Dynamics CRM Online about a specific record, such as all information about a contact. Information that users enter in a form is stored in Microsoft Dynamics CRM Online as a record


[bookmark: _Toc367688758]Key Features
	Centralized Information
	The CRM system provides a centralized source of information for the Support group to track call history as Cases against a policy.

	Microsoft Office Integration
	CRM is integrated with Microsoft Office, and can help to expedite processes such as creating contacts, Cases, and activities.  After you add data to a record, this data can be used to  populate information into a letter or Word document which then can be saved,  printed, or emailed. 

	Single Sign-on
	When logging into your computer with your Microsoft Windows user name and password, CRM will automatically recognize your credentials. This means that when you open the CRM system  you will not need to enter any additional user names or passwords.

	Role-Based Functionality
	The CRM system will recognize who you are when you log into your computer and will provide the appropriate functionality based on your role and responsibilities. 

	Previewing Records and navigation
	CRM 2011 functionality allows you to easily view records and navigate through the tool.


[bookmark: _Toc367688759]CRM Quick Start
[bookmark: _Toc367688760]Navigation
1. Nav		Navigate to
2. LHN	Left Hand Navigation
IMPORTANT NOTE:	The Left Hand Navigation is context sensitive so if you are looking at a contact the LHN items refer to that contact. 
[bookmark: _Toc367688761]Find an Account:
1. Nav LHN (bottom)	Service
2. Nav LHN (top)	Accounts
3. Enter a name in the quick search.
[image: cid:image004.jpg@01CE8204.6AB0E120]
[bookmark: _Toc367688762]Find a Contact 
1. Nav LHN (bottom)	 Service
2. Nav LHN (top)	Contact
3. Enter a name in the quick search.
[image: cid:image006.jpg@01CE8204.6AB0E120]
[bookmark: _Toc367688763]Find a Contact in an Account
1. Find an Account and open it
2. Nav LHN (top) = Contacts
[image: cid:image007.jpg@01CE8204.6AB0E120]
[bookmark: _Toc367688764]Find a Case for an Account
1. Find and Open Account Screen
2. Nav LHN (bottom) = Service/Cases (not contextual on Contact)
[image: cid:image013.jpg@01CE8204.6AB0E120]
[bookmark: _Toc367688765]Find a Case for a Contact
1. Find and Open a Contact from Contact or Account Screen
2. Nav LHN (bottom) = Service/Cases (not contextual on Contact)
[image: cid:image014.jpg@01CE8204.6AB0E120]
[bookmark: _Toc367688766]Add an Account:
1. Nav LHN (bottom) = Service
2. Nav LHN (top) = Accounts
3. Nav Toolbar New
4. Nav LHN (top) Technical Support
5. Fill in all required data and as much additional data as possible in this section and save.
[bookmark: _Toc367688767]Add a Contact
1. Find an Account
2. Nav  LHN (top) Contacts
3. Click in Contacts box
4. Nav Toolbar Add New Contact
5. Nav LHN (top) Technical Support
6. Fill in all required information and as much additional data as possible in this section and save.
[bookmark: _Toc367688768]Create a Case for a Contact:
The case screen is separated into sections or tabs.  There is one case screen that is used for Create and Update.  You are highly encouraged to learn to use the Left Hand Navigation to get around in a case.
1. Find and Open a Contact from Contact or Account Screen
2. Nav LHN (bottom) = Service/Cases (not contextual on Contact)
3. Nav Tool Bar – Add New Case
[image: cid:image016.png@01CE8200.E3D60CF0]
4. On the New Case screen fill in the required information in the Summary and the Req’d Case Info Section.
5. Fill in as much additional information as possible.
Some fields like Account and End User are read only and filled in by the system based on the contact, account or serial number.
6. Save the case.
NOTE:	Related information like Case Time Worked, Attachments, Case Teams and Comments can’t be added until the record is saved. Use the Tool bar icons to add these. 
[image: cid:image017.png@01CE8203.94C84A30]
[bookmark: _Toc367688769]Items to Note
[bookmark: _Toc367688770]Pop-Up Windows
When drilling down into an entity (Account, Contact, etc.), a new window will pop up in your Web browser.  The CRM left navigation in that new window, will reference the current object.
For example, the Account menu’s left navigation (shown below on the left) contains menu options unique to its contents and functions.  The Case window’s left navigation (shown below on the right) contains menu commands for the Case window’s contents and functions.  This is true of all the various entity widows in CRM, so keep an eye on which window you are in, before using the left navigation menus.
	Account Window
	Case Window

	[image: ]
	[image: ]


[bookmark: _Toc367688771]Window View of a Record
The window view contains information consistent to its entity when each record type is accessed.  This record view (outlined in red) is comprised of sections that categorize information. Each section contains fields that can be edited to add or update data.  Along the right side of the window view is a scroll bar (outlined in blue) that enables scrolling to view additional data.  The scroll bar performs synchronously with the navigation pane within the record.
[image: ]
[bookmark: _Toc367688772]Navigation Pane within Records
Like the ribbon, navigation panes will be available through all CRM entities. The navigation pane (outlined in red) is always along the left side of the window.  This allows access to additional information associated with the current record.  Clicking the menu selections changes the detail area, displaying that selection’s information. The example below shows a test Contact record’s available navigation menu with the General Contact Infor(mation) selected and displayed.
Each record will also have a “Related” menu (outlined in blue) displayed below the record’s navigation pane.  This Related menu contains a set of views which display data related to the currently open record.  For example, in a Contact record under Common, click Closed Activities to open a View which will display ALL Closed Activities for that that particular Contact, including those for all that Contact’s Cases. 
[image: ]
NOTE:	There can be only one associated view of each entity. 
[bookmark: OLE_LINK8][bookmark: OLE_LINK9]The examples below shows the Accounts window displaying the results of an Advanced Find search, one of the located Account records, a Contact record opened from the specific Account record and a Case record from that Contact.  When selected, each record opens in a new window with its own navigation options, so when you navigate around through these windows, please pay careful attention to the contents of left navigation pane.
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[bookmark: _Toc367688773]Setting your Contact Navigation to Technical Support
The first time you open a Contact record, the default Contact form will be set to Kofax Main (the default for Kofax Sales and Marketing.)  Click the form selection icon ([image: ]) and choose Technical Support to set your Contact form to the Technical Support default.
[image: ]
[bookmark: _Toc367688774]Ribbon within CRM Record
Much like other areas of CRM, record views have a ribbon menu at the top. The ribbon is context-sensitive and contains options related to the type of record.  The example below is a Case record and the ribbon menu contains functions related to Cases. 
[image: ]
	Menu Item
	Function

	Save
	Saves the record but leaves the record window open.    

	Save & Close
	Saves the record and closes the record window.  

	Save & New
	Saves the record and opens a new (blank) record window.  Used to create/enter multiple records.  

	Add Comments
	Opens a New Case Comment window for the currently open Case, allowing the User to add Case Comments to the Case.

	Add Case Time
	Opens a New Case Time window for the currently open Case, allowing the User to add Time Worked (in minutes) to the Case.

	Add Case Team Member
	Opens a New Connection window for the currently open Case, allowing the User to add a Case Team member to the Case.

	Assign
	Enables you to give ownership of the Case to another user.  This will be used to transfer a Case between Technical Support teams and Technical Support and other departments if needed.

	Sharing
	

	Copy a Link
	Depending upon where this is accessed, it this option can cause Windows to copy just the selection’s hyperlink or a description of the selection and the selection’s hyperlink.

	E-mail a Link
	Sends a description of the selection and the selection’s hyperlink to a new Microsoft Outlook email.



NOTE:	If any icons are “grayed out,” this could indicate the record has not yet been Saved or you do not have permission to use this function.
[bookmark: _Toc367688775]Required and Recommended Fields
When creating records in CRM, the following symbols, found next to the field description, indicate fields that are either required or recommended.
	Indicator
	Symbol
	Meaning

	Red asterisk
	

	requires data

	Blue plus sign
	

	data entry recommended


[image: ]
[bookmark: _Toc367688776]Views
Views allow you to easily find the records you need within CRM.   There are a number of pre-created Advanced Find Views in Kofax CRM.  These Views are Account, Queue, and Case based.  New Views can be created and existing Views can be modified (and saved as your own).  An example of the available Accounts’ System Views are shown (circled in red) below.
[image: ]
The example below shows the pre-created “Active Accounts” View being edited to search for a specific account name beginning with “*L&L*.”
[image: ]
This picture shows the selection process of the above example, with the Accounts field (in red), the Contains filter (in blue) and the *L&L* parameter (in green.)  The View can as simple or as complicated as you want as long as the field values are available.
[image: ]
[bookmark: _Toc367688777]Using Advanced Find
Advanced Find queries can be very simple or very complex depending on what type of data is needed.  Basically, if the data is in CRM, you can query it through Advanced Find.  In some cases there may be a need to perform a more complex search using more criteria than just a name. 
1. Click Advanced Find from the ribbon menu at the top of Internet Explorer or the CRM menu bar at the top of Outlook.  The Advanced Find button is located on most screens throughout CRM.
[image: ]
2. Click the “Look for” field and select the type of record you need to find (e.g., Accounts) in the Advanced Find window.
[image: ]
3. Click the “New” icon to reset the search criteria.
[image: ]
4. Click the “Select” link,
[image: ]
and choose a field you would like to search on (e.g., Account Name.)
[image: ]
5. To the right of the selection you just made, click the field to select a search parameter (e.g., Equals, Greater than, Less than, Contains data, etc.)
[image: ]
6. To the right of the selection, configure this query to search for your desired data (e.g., all or part of the Account’s name.) 
[image: ]
7. Repeat this process to build your search criteria until it meets your needs.
8. To run the query, click the “Results” icon (“!” outlined in red) in the ribbon.
[image: ]
9. After clicking “Results,” a list of records that meet the search criteria displays in the LIST TOOLS window.
NOTE:	The LIST TOOLS window contains navigation options that allow you to perform tasks with the list of records, such as “Export to Excel.”  
[image: ]
10. To return to the Advanced Find window, select the ADVANCED FIND tab.
[image: ]
NOTE:	You can save the query for your own use later, by clicking the Save As icon from the ADVANCED FIND window and entering a descriptive name.  The saved query will show up in your list of Views for that entity from that point forward. 
[image: ]
In all situations, the Views created can be saved for running as often as needed from the entity identified in Look For.
[image: ]
[bookmark: _Toc367688778]Keyboard Shortcuts
The shortcut keys described in this section refer to the U.S. keyboard layout. Keys on other layouts might not correspond exactly to the keys on a U.S. keyboard.  This information was retrieved from Microsoft Dynamics CRM Customer Center's Use Keyboard Shortcuts help page, located at (http://rc.crm.dynamics.com/rc/2011/en-us/online/5.1_ctp/help/how_rec_keyboardshortcuts.htm.)
[bookmark: _Toc367688779]General keyboard shortcuts
Dialog box keyboard shortcuts
	To 
	Press 

	Move to the next option or option group
	Tab

	Move to the previous option or option group
	Shift+Tab

	Complete the command for the active option or button
	Enter

	Move between options in an open list, or between options in a group of options
	Arrow keys

	Cancel a command, or close a selected list or dialog box
	Esc


Form keyboard shortcuts
	To
	Press 

	Save
	Ctrl+S or Shift+F12

	Save 
	Alt+S

	Cancel edits and close (Close)
	Esc

	Open search 
	Spacebar or Enter

	Delete text from search field
	Backspace

	Delete the record (when forms are in Edit mode)
	Ctrl+D 

	Save and then open a new form (Save and New) (when forms are in Edit mode)
	Ctrl+Shift+S

	Move forward through the form's fields
	Tab

	Move backward through the form's fields
	Shift+Tab

	Open the lookup menu with the most recently used items in alphabetical order
	Alt+Down Arrow

	Open the list menu (when forms are in Edit mode)
	Ctrl+Shift+2

	Navigate to the next item on the list (when forms are in Edit mode)
	Ctrl+>

	Navigate to the previous item on the list (when forms are in Edit mode)
	Ctrl+<

	Open lookup drop-down list
	Enter

	Close lookup drop-down list
	Esc

	Auto-resolve lookup value
	Ctrl+K

	Open a record found in lookup with forms in Edit mode
	Enter

	Open a record found in lookup with forms in Read-optimized mode
	Ctrl+Enter

	Add a step in the Sales Process Configuration Tool
	Al+Shift+N

	Add a stage in the Sales Process Configuration Tool
	Alt+Shift+M

	Tab to Command Bar when in the updated user experience
	Ctrl + [

	Tab to process control when in the updated user experience
	Ctrl + ]

	Tab to the Navigation pane
	Ctrl + Shift + 3

	Tab to main work area when editing a form in the updated user experience
	Ctrl + Shift + 1


[bookmark: _Toc367688780]Accessibility keyboard shortcuts
In a computer running on Microsoft Windows, you can set system accessibility options to change the way you work. For example, you can use Windows Sticky Keys if you have difficulty holding down two or more keys at a time, such as Ctrl+P. Sticky Keys enable you to press the Ctrl key and have it remain active until you press the P.
	To
	Press

	Switch Sticky Keys on and off
	Shift five times

	Switch Filter Keys on and off
	Right Shift for eight seconds

	Switch Toggle Keys on and off
	Num Lock for five seconds

	Switch High Contrast on and off
	Left Alt+Left Shift+Print Screen

	Switch Mouse Keys on and off
	Left Alt+Left Shift+Num Lock

	Tab into an Active X control
	Alt+Shift+F10


Mac keyboard shortcuts
These keyboard shortcuts apply when using a Mac.
	Action
	Windows Keys
	Mac Keys
	Notes

	Tab
	Tab
Shift+Tab
	Tab
Shoft+Tab
	Enable Tabbing in System Preferences and Safari Preferences (refer to Apple and Safari documentation).

	Access keys
	Alt + Access
	Ctrl + Alt + Access
	For example, the Next button uses N as its access key.

	Microsoft Dynamics CRM Shortcut keys
	Ctrl + key
	Ctrl + key
	For example, move to the first tab in the ribbon control with Ctrl + {. Save using Ctrl + S.

	Activate Control
	Space / Enter
	Space / Enter
	

	Close topmost window
	Window + W
	Command + W
	Refer to Apple support documentation.



[bookmark: _Toc367688781]Dashboards
Dashboards within CRM have been pre-created.   They are a useful tool to get a sense of production or to navigate to specific records such as an active Case.  The Dashboard you see when you first go into CRM’s Dashboards, is the CRM default Dashboard.
[image: ]
In CRM, there is a Dashboard which was created for Technical Support use.  Follow the steps below to select and set this Technical Support dashboard as your default.
Click the Dashboards’ left navigation’s right arrow and select the TS Dashboard from the My Dashboards list.
[image: ]
Once the TS Dashboard is displayed, click the Set As Default icon in the ribbon.
[image: ]
NOTE:	Only one dashboard at a time can be used. 
[bookmark: _Toc367688782]VPN Users
For those CRM Users who are connected to the Kofax domain via VPN, the following steps must be followed once to configure your Internet Explorer Web browser to allow access to Attachments and Knowledge Base Articles.  The instructions below are based upon Internet Explorer 9. Other supported versions of Internet Explorer may require slightly different steps.
IMPORTANT:	This is for VPN users ONLY. 
1. From Internet Explorer, select Internet options from the Tools menu.
[image: ]
From the Security tab, select Local Intranet and click Sites.
[image: ]
Click Advanced in the Local intranet window.
[image: ]
Add https://*.kofax.com to the Local intranet zone and click Close.
[image: ]
[bookmark: _Toc367688783]Looking up Contract Details in Sales Inquiry 
[bookmark: _Toc367688784]From Technical Support CRM Reference Guide
Use the Sales Inquiry tool to locate the Reseller number. This number will be found in the Contract Details when searching with a contract ID. This number can be used to validate entitlement for a contact. 
[bookmark: _Toc367688785]Logging into MS Dynamics CRM
1. The CRM system is accessed from folders within your Microsoft Outlook.  CRM is also available via the Web at https://kofaxinc.crm.dynamics.com/.
If using your Web browser, sign into Office 365.
[image: ]
Select CRM to move to Dynamics CRM.
[image: ]
Once inside CRM, you will find yourself in the “Workplace”.  From there you can move to any desired location by using the left navigation selections.
[image: ]
[bookmark: _Looking_up_Contract][bookmark: _Toc367688786]Must Do’s
[bookmark: _Toc367688787]Set your User Record’s Time Zone
Before you begin to use CRM you need to configure your MS CRM User record’s time zone.  Follow the steps below to set your User’s time zone.
1. As soon as you log into CRM, click File and select Options.
[image: ]
The Set Personal Options – Web Dialog will open, displaying the General Tab.  The Set the time zone you are in option is on this tab.
[image: ]
Click the Drop-down list arrow to display all the available time zones and select the time zone for your location.
[image: ]
Click OK to accept the new time zone setting.
[image: ]
[bookmark: _Toc367688788]Looking up Accounts in CRM
Cases must be logged under the correct Account for the contract referenced by the customer.  You can use the Kofax Sales Inquiry AX Online Web site from one of the following links to confirm the Contract and Reseller information.
For International Serial Number use the following URL to log into the Sales Inquiry AX Online (INTERNATIONAL) Web site.
http://portal.kofax.com/salesinquiryax/intl/default.aspx
1. For Americas Serial Number use the following URL to log into the Sales Inquiry AX-010 (AMERICAS) Web site.
http://portal.kofax.com/salesinquiryax/default.aspx 
[bookmark: _Toc367688789]Searching for Account in CRM
In order to correctly log Cases under the correct Account, you must know how to search in CRM.
NOTE:	CRM is built to allow users to easily search for specific records within the system. Users can search by Account name, serial number, contract number, Contact name, Case, etc.
Choose Customers  Accounts from the CRM left navigation. 
[image: ]
By default, My Active Accounts will be displayed. 
[image: ]
From the Accounts’ System Views drop list (outlined in red), change the Accounts option from My Active Accounts (outlined in blue) to Active Accounts (outlined in green.)
[image: ]
In the search bar located to the right of the Active Accounts’ selection, type in the Account name.  
NOTE:	You can broaden the search by adding an asterisk *before and/or after* the name or a portion of the name. 
[image: ]
Click on the Search icon ([image: ]) to start the search.
[image: ]
Results will appear in the window.
[image: ]
NOTE:	After the search is concluded, if you wish to return to the previous window, click the Clear search “X” located where the Search icon had been.
[image: ]
Click on the Account Name to open the Account record you need to access.
[image: ]
The Account record will open in a new window.
[image: ]
NOTE:	When the Account record opens, the left navigation selection will always default to General Account Infor(mation).
Choose Contacts from the Account’s left navigation to display the list of contacts associated with the Account.
[image: ]
Click on the name of the Contact the Case will be associated with.
[image: ]
IMPORTANT NOTES:
· If the Contact is not listed under the verified (Serial Number) Account, create the Contact even if it can be found under a different Account.  It is important that New Contacts are created under the Account associated with the Serial Number they are contacting us on behalf of. 
· If the Contact no longer works for the Account their record is located under, create a new Contact record for them under their new Account following the create the Contact instructions, then go to the Existing Contact now with New Company section for instructions on what to do about the old Contact record.  
On the Contact page create a New Case.  
[bookmark: _Toc367688790]Creating a New Account
1. From the CRM’s left navigation, go to Customers  Accounts.
2. Click the New icon in the ACCOUNTS ribbon or click the Accounts left navigation’s right arrow and select New.
	[image: ]
	[image: ]


3. The New Account window will open with the General Account Infor(mation) section highlighted in the Account’s left navigation.
[image: ]
4. Choose Technical Support from the Account window’s left navigation.
5. Complete the Account Information and Billing Address sub-sections using the information in the table below.  
NOTE:	Technical Support should not complete the Account’s General Account Information section.  This section’s address data will be automatically populated from the Technical Support section’s Billing Address data while the data is being entered. 
[image: ]
Required fields are indicated by an *
	Account Information

	*
	Account Name 
	

	
	Parent Account
	

	
	Company Type
	This will probability be changed to Account Type

	*
	Account Type
	Drop-down list - Only select Customer (using Partner required Technical Support Management approval)

	
	Account Region
	Believe this will be added before we go live

	
	Phone
	

	
	Toll/Other Phone
	

	
	Fax
	

	
	Web Site
	

	
	Deny All Support
	

	
	Deny All Support Reason
	

	
	Description
	

	
	AX Account
	

	
	AX Account Name
	

	Billing Address

	*
	Street1
	

	
	Street2
	

	
	Street3
	

	*
	City
	

	*
	Country
	Look Up record field

	*
	State/Province
	Non-Country related Look Up record field

	
	Zip/Postal Code
	



NOTE:	DO NOT create an Account with a Partner Account Type without approval from Technical Support Management. 
[image: ]
6. After entering all the available Account information, carefully review the entered data before clicking the Save (or Save & Close) icon.
[image: ]
The Account will be saved with the Account name appearing at the upper left corner of the Account window.
[image: ]
NOTE:	Once the Account record has been saved, the Account’s Region will be auto populated, based upon the country selected.
[image: ]
[bookmark: _Creating_Contacts][bookmark: _Toc367688791]Creating Contacts
1. Go to the Account record where you want the new Contact record created.
2. Select Contacts from the left navigation and click into the Contacts’ pane.
[image: ]
NOTE:	If the ACCOUNT tab is displayed instead of the CONTACTS tab, you have not clicked into the Contacts’ section. 
[image: ]
3. Click the Add New Contact button.  
[image: ]
IMPORTANT NOTES:	
· New Contacts should be created under the Account associated with the Serial Number they are contacting us on behalf of.  If the Contact is not listed under the verified (Serial Number) Account, create the Contact even if it can be found under a different Account.  It is important that New Contacts are created under the Account associated with the Serial Number they are contacting us on behalf of. 
· If the Contact no longer works for the Account their record is located under, create a new Contact record for them under their new Account following the create the Contact instructions, then go to the Existing Contact now with New Company section for instructions on what to do about the old Contact record.  
Please DO NOT Deactivate ANY record in CRM!
	Use the instructions in the Existing Contact now with New Company instead of deactivating any record.
4. Select Technical Support from the left navigation.
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5. Complete the New Contact’s Contact Information and Mailing Address subsections using the guidelines in the table below.  
NOTES:
· Fields marked with a red asterisk * are required before the Contact record can be saved. 
· One of the following must be entered in order to save a new Contact record:
	-- E-mail address 
	-- Phone (Business or Mobile) number 
· The fields outlined in blue will be prefilled from the Account record’s data.
[image: ]
Required fields are indicated by an *
	Contact Information 

	*
	First Name
	

	*
	Last Name
	

	
	Title
	

	
	Preferred Language
	

	
	Contact Region
	Will auto populate based upon the Contact’s Country

	*
	Account
	Will auto populate from Account record

	
	E-mail
	Recommended - This field OR one of the Phone fields MUST have an entry

	
	Job Function
	

	
	Business Phone
	[bookmark: OLE_LINK1][bookmark: OLE_LINK2]- confirm this - Will auto populate if the Account contains a Business Phone number 

	
	Mobile Phone
	

	
	Business Fax
	- confirm this - Will auto populate if the Account contains a Business Phone number 

	Mailing Address

	
	Address 1: Street 1
	Will auto populate based on Account data, modify as needed

	
	Address 2: Street 2
	Will auto populate based on Account data, modify as needed

	
	Address 3: Street 3
	Will auto populate based on Account data, modify as needed

	*
	City
	Look Up record field - Will auto-populate based upon Account data, modify as needed

	*
	Country
	Non-Country related Look Up record field - Will auto-populate based upon Account data, modify as needed

	
	State/Province
	Will auto populate based on Account data, modify as needed

	
	Zip/Postal Code
	Will auto populate based on Account data, modify as needed


[bookmark: _Creating_a_New]
6. Once all the Contact data has been added to the new Contact record, click the Save (or Save & Close) icon to save the record.
[image: ]
NOTE:	If the State/Province is not located in the CRM Look Up field database, the Contact record will generate the following error, when trying to Save.  Confirm the data entered, and if it is correct, send an email to TS Operations (TSOPS@kofax.com) with the complete Mailing Address including the ‘missing’ State/Province and the ZIP/Postal Code with a requiest that the data be added to the CRM Look Up field.
[image: ]
The saved Contact record will display the Contact’s name directly above its Account name (link.) 
[image: ]
NOTE:	Once the Contact record is saved, the Contact’s Region will be auto populated, based upon the country selected.
	

	



[bookmark: _Creating_Cases][bookmark: _Existing_Contact_now][bookmark: _Toc367688792]Existing Contact now with New Company
There are times when a person has moved from one company to another and both their old and new companies have Account records in CRM.  When this happens, the person whose Contact record is currently located under a previous employer’s Account needs to have the following done.
· A new Contact record created under their new employer’s Account
· Their old Contact record’s Certifications move to their new Contact record
· Their old Contact record deactivated
It is important to note that, in CRM, the original Contact record cannot be moved from one Account to another, so the existing (old) Contact record will need to be deactivated and that Contact records’ Certifications moved to the new Contact record.  Follow the instructions below to submit a request for this to be done.
Please DO NOT Deactivate ANY record in CRM!
Merge, Move and Disable CRM Account and Contact Records
MS CRM has the ability to Merge, Move or Disable Account and Contact records.  These functions are available only at an IT rights level, so an IT Help Desk request must be submitted for any Account or Contact Merge, Move, or Disable to occur in MS CRM.   Follow the steps below to submit this type of request.
1. Browse out to the Technical Support> TS Global Policies and Procedures> MS CRM folder on the Corporate Intranet (http://corporate.kofax.com/ts/TS%20Global%20Policies%20and%20Procedures/MS%20CRM/) and open the WI - Creating CRM Account and Contact Merge, Disable and Contact Move Requests document. 
2. Follow the instructions in this document to submit the desired request.
[bookmark: _Toc367688793]Creating Cases
1. Open the customer’s Contact record.
2. From the Contact record’s left navigation, go to Service  Cases.
You can do this from anywhere in the Contact record, such as the Technical Support or General Contact Infor(mation) sections.
	Technical Support section
	General Contact Infor(mation) section

	[image: ]
	[image: ]



NOTE:	If you don’t see the standard toolbar across the top of your Web browser window, click on the More Commands ellipsis (three dots) and choose Switch to Classic to bring back the standard toolbar menu.  
[image: ]
If you encounter this situation, please report it to TS Operations (TSOPS@kofax.com).
3. Click the Add New Case icon.
[image: ]
4. The New Case window will display.  
[image: ]
NOTE:	Use the Case’s Technical Support left navigation to move to the Case sections you need to complete. 
[image: ]
5. Select Summary from the left navigation.
6. Complete the new Case’s Summary section using the guidelines in the table below.
[image: ]
NOTE:	The Status and Contact fields’ data is auto populated from the Contact record. 
Required fields are indicated by an *
	Summary

	
	Account Name
	Auto populated from the Account/Contact record

	
	End User
	Auto populated from the Account record (if available)

	*
	Status
	See Appendix 2 for Definitions  (Default is Active)

	*
	Status Detail
	See Appendix 2 for Definitions  (Default is New)

	*
	Disposition
	See Appendix 2 for Definitions  (Default is Unassigned)

	*
	Contact
	Auto populated from the Contact record 

	*
	Priority
	See Appendix 2 for Definitions  (Default is Normal)

	
	Support Level
	

	
	CC
	Enter the fully qualified email addresses of anyone you would like to receive Case Comment notification emails regarding the Case.  These emails will include the following.
· Case ID
· Case Subject
· URL to Case (in the Kofax Customer Portal)
· Case Status
· Thread of all public Case Comment

	*
	Product Family
	Look Up record field - See Appendix 2 for Definitions

	*
	Product
	Look Up record field - dependent on Product Family

	*
	Version
	Look Up record field - dependent on Product

	*
	Feature
	Look Up record field - dependent on Product/Version

	*
	Additional Detail
	Look Up record field - dependent on Product/Version/Feature

	*
	Subject
	Include a description of the reported Error/Issue/Question. This field should not contain customer environment information such as the OS or Software versions.

	*
	Description 
	Include a detailed description of the reported Error/Issue/Question, including any error messages.  It should contain all the information required to clearly describe what is wrong.



[image: ]
7. From the Case’s left navigation, select Technical Support  Req’d Case Info.
8. Complete the Req’d Case Info and Addn’l Case Info sections using the guidelines in the table below.
[image: ]
NOTE:	The Serial Number for the Case’s product should be entered in Customer Serial Number field.  This field’s value will be used by CRM’s entitlement workflow to search AX and, if found, will populate the AX related fields in the Entitlement section.
Required fields are indicated by an *
	Req’d Case Info

	*
	Update First/Last Response Date
	Checkbox

	
	First Response Due (2 fields)
	Calculated Fields

	*
	Case Type
	Drop-down list

	
	Customer Serial Number
	Entitlement workflow will search AX for this value

	
	KCS CPUID
	For KCS Products only.  Entitlement workflow will search AX for this value

	*
	Case Origin
	Drop-down list

	
	Customer System ID
	

	Addn’l Case Info

	*
	What Changed
	

	
	What Changed Detail
	

	
	Case Language
	Drop-down list

	
	Database
	Drop-down list

	
	Product Localized Language
	Drop-down list

	*
	Environment
	Drop-down list

	
	Steps to Reproduce
	

	
	Service Pack
	Drop-down list

	
	Operating System
	Drop-down list

	
	Scanner Make
	Look Up record field

	
	Scanner Model
	Look Up record field - dependent on Scanner Make



9. Verify that the information entered into the Case is correct and click the Save (or Save & Close) icon to Save (create) the Case.
[image: ]
10. Upon Save, the Case will be assigned a unique number and the Case window will refresh and display the newly created Case defaulted to the Technical Support  Summary section.
[image: ]
11. Using the Case’s Technical Support left navigation selections and the action icons in the ribbon, complete all the Case fields as needed.
[image: ]
12. Save the Case.
[image: ]
[bookmark: _Toc367688794]Working a Case
Working a Case includes confirming and documenting Entitlement, adding Case Time worked, adding or removing Case Team members, updating the Case, Escalating and/or Elevating a Case, adding Case Comments, adding Attachments, creating or linking Knowledge Base Articles and updating or reviewing Activities.  This section covers each of these Case working tasks.
[bookmark: _Toc367688795]Entitlement 
Once the Case has been created and saved, you will need to document the Entitlement data for this Case.
1. From the Case’s left navigation, select Technical Support  Entitlement.
[image: ]
The Entitlement section will display. 
[image: ]
2. Using the table below, complete the necessary Entitlement fields for this Case.
Required fields are indicated by an *
	Entitlement

	
	Re Run Entitlement
	Checkbox

	
	Pay Per Case Order Number
	Text entry field where PPC order number is to be entered

	
	Exception
	Checkbox, when checked causes Exception Reason and Exception Comments selections to display

	
	Exception Reason
	Refer to the Entitlement Exception section below for details

	
	AX Serial Number
	Populated from AX if the Customer Serial Number value was found 

	
	After Hours
	Radio buttons, defaulted to No

	
	Direct Support
	Checkbox

	
	Exception Comments
	Refer to the Entitlement Exception section below for details

	
	AX System ID
	Populated from AX if the Customer Serial Number value was found



IMPORTANT:
The Customer Serial Number data is entered into the Req’d Case Info section of the Case window.  If the customer provides their serial number after the Case is created, select the Req’d Case Info from the Case’s left navigation and add the Customer Serial Number to the Customer Serial Number field.
[image: ]
If the Customer Serial Number was added to the Case after it was created and saved, you must check the Re Run Entitlement box and Save the Case.  This will cause the Entitlement workflow to run again. 
[image: ]
Once the Customer Serial Number is entered in the Req’d System Info section, and the Entitlement workflow is run, if the serial number is located in AX, the AX Serial Number field and possibly the AX System ID field will be automatically populated by the workflow. 
[image: ]

3. Save the Case.
[image: ]
[bookmark: _Toc367688796]Entitlement Exception
Follow the instructions below when an entitlement exception exists.
1. Check the Exception box located in the Entitlement section. 
This will cause the Exception Reason and Exception Comments fields to appear. 
[image: ]
2. Use the information in the table below, to document the entitlement exception data for this Case.
	Exception Reason 

	
	Sales Requested
	Use for Cases assigned or created at request of a Sales person. These Cases should be assigned to you by TS Management and not directly by Sales. All Sales exceptions Must be approved by TS Management. 

	
	TS Management Requested
	Use for all Cases where a TS Manager authorizes an Exception.

	
	Account Level Exception Applies
	Exception generated at the Account level

	
	Other 
	Use for Kofax Employee exception, OEM Partner Exception, VRS Free Installation Support Insert or other functions.

	Exception Comments

	
	Sales Requested
	Provide a comment as directed by your organization management.  Always include an Exception reason.

	
	TS Management Requested
	Provide a comment as directed by your organization management.  Always include an Exception reason.

	
	Account Level Exception Applies
	Provide a comment as directed by your organization management.  Always include an Exception reason.

	
	Other 
	OEM Partner
Kofax Employee
VRS Free Installation Support Insert
VRS Licensing/Sales



3. Save the Case.
[image: ]
[bookmark: _Toc367688797]Entitlement Comment
This should be the first comment in a Case for all Kofax Capture contacts and Cases created for Kofax Capture.  If the Entitlement verification check in CRM is different from the data in Sales Inquiry (AX), paste the Sales Inquire data into this entitlement Case Comment.
1. Follow the Capture Entitlement Process outlined in Appendix 3 – Additional Information.
2. Add the information from the Capture Entitlement Process to a Case Comment.
IMPORTANT:	This Case Comment should not be set to Public. 
4. Save the Case.
[image: ]
NOTES:
· If the customer has incorrectly selected the OEM/POS (IP) queue and instead should go to the Capture Configuration group, the OEM/POS technician can transfer the call without validating the maintenance. However, the OEM/POS technician must still create a Case, select the appropriate Product Selection information, and enter the Capture serial number into the Customer Serial Number field.  CRM will run the Entitlement workflow and return the AX Serial Number value if it is found. 
· This exception to validating maintenance only applies if the customer should be assisted by a member of the Capture Configuration group. If the call should be transferred to the Development / Release or Transformation group, maintenance must be verified and an Entitlement Case Comment must be added to the Case.
[bookmark: _Toc367688798]Case Time 
The Case Worked Time entry section is updated to track any time spent working on a Case. This includes communications to the customer, updating research or testing details, and elevations or updates to the Case.  This section should include the work time in minutes and should be rounded to the nearest 5 minutes. 
Example:	If the time spent on a Case with the customer is 22 minutes the time should be rounded up to 25 minutes. 
1. From the Case’s left navigation, go to Technical Support  Case Time.
[image: ]
2. Click the Add Case Time icon located in the ribbon.
[image: ]
3. Enter the time in Minutes and click the Save button. 
[image: ]
[bookmark: _Toc367688799]Case Teams
The Case Team section is used to form a connection between the Case and other CRM Users (who are not the Case Owner) to allow these Case Team members to receive notifications when changes to the Case occur.  The Case Owner can add Case Team members.  Other CRM Users can add themselves as a Case Team member to Cases they wish to follow.
[bookmark: _Toc367688800]Adding Case Team Members
1. From the Case’s left navigation, go to Technical Support  Case Team
[image: ]
2. Click the Add Case Team Member icon in the ribbon.
[image: ]
NOTE:	If you click into the Case Team section, the ribbon focus will change to LIST TOOLS CONNECTIONS and the Add Case Team Member icon will not be available.  Click the CASE tab to move back to the Case ribbon where the Add Case Team Member icon is located.
[image: ]
A New Connection window will open.
[image: ]
3. In the Connect To section, click on the Name field’s search icon.
[image: ]
A Look Up Record window will open with User as the Look For default. 
[image: ]
4. With the Look for field set to User, search on the User’s name or a portion of it.
As you can see below, the search successfully located the User even though only a portion of the name, in this Case the first) was used.
[image: ]
NOTE:	ONLY Users can be added to a Case Team.  If a non-supported field type value is selected, CRM generates the following error. 
[image: ]
5. The returned record will be selected. 
If more than one User is returned, the top record in the list will be selected.
[image: ]
6. To confirm that the User displayed is the User you are looking for, click on the Properties button in the lower left to open the User’s details.
[image: ]
The User’ record will open in a new window.  Once you have determined if this is the User you need to add to the Case Team, close this window to return to the Look Up Record window.
[image: ]
7. Click OK to accept the selected User’s record.
[image: ]
8. Once the User’s record has been selected (but not yet saved) for the Case Team, enter a brief description in the Description field, if you desire.
[image: ]
9. Click Save if you want to Save the Case Team member information and wish to remain in the Case Team Connection window.
[image: ]
10. Click Save & Close if you want if you want to Save the Case Team member information and exit the Case Team Connection window and return to the Case window.
[image: ]
11. Add as many Case Team members as you wish by following the same steps for each Case Team member.
[image: ]
[bookmark: _Toc367688801]Opt Out of a Case Team 
For someone to opt out of a Case’s Case Team’s communications the User’s connection to the Case needs to be broken by following the steps below.
1. From the Case’s left navigation, go to Technical Support  Case Team.
2. Click into the Case Team section, click the checkbox for the Case Team member(s) you wish to remove from the list.
3. From the ribbon, click Deactivate.
[image: ]
4. Answer OK to the Confirm Deactivate window.
[image: ]
The Case Team member will be removed from the Case Team.
[image: ]
[bookmark: _Toc367688802]Update Case
The Update Case section is where the Case’s Status Detail and Disposition drop-down list fields are located.  It is also one of the locations in the Case window where the Update First/Last Response Date can be checked to update the Case when it is saved.
1. From the Case’s left navigation, go to Technical Support  Update Case.
[image: ]
2. Click on the Status Detail drop-down list and select the valid value for this Case.
[image: ]
3. Click on the Disposition drop-down list and select the valid value for this Case.
[image: ]
4. Check the Update First/Last Response Date box.
[image: ]
5. Continue to make any additional modifications to the Case as needed using the Case’s Technical Support left menu selections and the Action icons in the ribbon.
[bookmark: _Toc367688803]Case Escalation / Elevation 
This section describes how to escalate or elevate a Case.
1. From the Case’s left navigation, go to Technical Support  Escalated Elevated.
[image: ]
[bookmark: _Toc367688804]Escalating a Case
The customer drives the Case escalation process.  If the customer requests the case be escalated, follow the steps below.
1. Click on the Add Comments icon in the Case ribbon to open a new Case Comment window.
[image: ]
2. Document the customer’s request to escalate this case in the Case Comment and Save it.
[image: ]
3. Select the Escalated check box and click the Save icon in the Case ribbon.
[image: ]
When the Case is saved, the checkmark in the Escalated box will cause the Escalate Case workflow to run and, as a result, the Escalated Date and time fields will be populated with the date and time that the Case was saved. 
[image: ]
[bookmark: _Toc367688805]Elevating a Case
The Technical Support department drives the Case elevation process.  There are four elevation levels available in CRM; Level 2, Level 3, PS and R&D.
	Elevated Level

	Level 2
	Used when as Case is elevated to another support team.  This could be when a Case is elevated to a 2nd level group within a support organization or the Case is elevated to another organization for assistance.  For example this could be used if the Americas team wished to get assistance on a Case from another organization like the EMEA team because of subject matter experience on a particular issue.

	Level 3
	This is currently not used and is included for organizations that have multiple defined levels within the organization.

	PS
	PS is used when a Case is elevation to Professional Services.  This elevation process does not occur with all Kofax product families.

	R&D
	R&D support requests are generated by the Support organization, and are direct requests for assistance from the product development team. The R&D support request is used by Support to raise questions about product behavior that cannot be answered through other tools, such as product documentation. The request can also be used to seek help finding viable workarounds to reported issues. Support should not use the request to initiate debugging efforts or to ask the development team to resolve product defects. The product line may have policies limiting the time spent on an R&D support request. If Support requires assistance beyond an R&D support request the support organization may also submit a field request or a COD Hotfix request.


Documenting R&D Requests
This section of the documentation provides details on documenting an R&D Request in CRM. This section does not describe the process required to complete or submit an R&D Request. For directions on creating and submitting R&D Request reference the WI-R and D Request Instructions on the Corporate Intranet site. 
1. Open the Case in CRM.
2. Set the Case’s Support Level to Level 2 or higher following the guidelines in the table below.
	Support Level

	Level 1
	The question or issue can be answered by the Documentation or Knowledge Base.

	Level 2
	Additional troubleshooting / research is required to identify and / or resolve the problem.

	Level 3
	Case is elevated to Engineering or a subject matter expert for assistance in identifying and/or resolving issue.



[image: ]
3. Select Escalated Elevated from the Technical Support left navigation.
[image: ]
4. Choose R&D from the Elevated Level drop-down list. 
[image: ]
5. Enter “R&D request submitted” in the R&D Description field and click the Save icon in the Case ribbon.
NOTE:	See the COD Hotfix and Field Request sections for additional details on completing those types of R&D requests.
[image: ]
When the Case is saved, this the check in the check box will cause the Escalate Case workflow to run and the Elevated Date and time fields will be populated with the date and time that the Case was saved. 
[image: ]
6. When setting an Elevated Level to R&D the following Case status should be used: 
	Status:
	Unresolved

	Status Detail:
	Unresolved

	Disposition:
	Waiting on: R&D Support



7. Click on the Add Comments icon in the Case ribbon to open a new Case Comment window.
[image: ]
8. Copy the R&D request email sent and paste the contents into the New Case Comment and click Save & Close.
[image: ]
9. When a response to the R&D request is received from the R&D team, update the Case in CRM as follows.
a. Change the Elevated Level field back to Level 2. 
[image: ]
b. Change the Case Status to the following: 
	Status:
	Unresolved

	Status Detail:
	Unresolved

	Disposition:
	TS Research/Duplication



c. Click on the Add Comments icon in the Case ribbon to open a new Case Comment window.
d. Copy the R&D request response email received from the R&D team and paste the contents into the New Comment. 
NOTE:	The Case Status can be set to a standard Waiting On Customer or another Status if after the R&D request response is received the information is provided to the customer. The Unresolved TS Research/Duplication status should be used if further time is needed by the technician before the information is passed to the customer. 
Documenting a Software Problem Report (SPR)
This section of the documentation provides details on documenting an SPR in CRM. This section does not describe the process required to complete or submit an SPR. For directions on creating and submitting SPRs reference the SOP-How to write an SPR found on the Corporate Intranet site. 
1. Open the Case in CRM.
2. Select Escalated Elevated from the Technical Support left navigation.
[image: ]
3. Enter the SPR number in the SPR Number field. This field should be numerical values only and should not include ‘SPR’. The value should include all zeros.
4. Enter the name of the engineer assigned to the SPR in the SPR Assigned field.
[image: ]
NOTE:	There is no authentication performed on this field, so please be careful to enter the Engineer’s name correctly. 
5. Click Save to save the SPR information in the Case.
6. When closing a Case with an associated SPR the Closing Statuses should be set to the following.
	Status:
	Closed

	Status Detail:
	Development

	Disposition:
	Assigned to R&D


Documenting Critical On Demand (COD) Hot Fix /Field Requests (FR)
This section of the documentation provides details on documenting a COD or FR in CRM. This section does not describe the process required to complete or submit a COD or FR. For directions on creating and submitting a COD or FR reference the SOP-COD Hotfix Request Processing document found on the Corporate Intranet site.
1. Select Summary from the Case’s left navigation.
2. The Priority field should be set to High and the Support Level should be set to Level 2 or higher. See Appendix 2 – CRM Definitions for details on each available Support Level.
[image: ]
3. Select Escalated Elevated from the Case’s left navigation.
[image: ]
4. The Elevated Level should be set to R&D. This field is set to R&D because an R&D request is required to be submitted prior to submitting a COD/FR. The Case should already have the Elevated Level set to R&D before documenting the COD/FR. 
5. The Escalated checkbox should be checked. This will mark the Case as Escalated and cause an email to be sent out when the changes are saved. 
6. If an SPR was created the SPR number should be entered in the SPR Number field and the name of the Engineer assigned to it SPR documented in the SPR Assigned field. 
[image: ]
[bookmark: CODHotfix]COD Hotfix
a. Enter the Out-of-Scope number, including the preceding COD-, in the Out-of-Scope Number field.  
b. Select COD Hotfix from the Out-of-Scope Type drop-down list.
c. Check the Hot Fix box.
d. The Hot Fix Reason should contain COD- followed by the COD number and the COD status. When first submitted the COD status may not be approved. 
e. Enter a description of the R&D request in the R&D Description field.
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f. Change the Case Status for the COD Hotfix as shown below
	Status:
	Unresolved

	Status Detail:
	Unresolved

	Disposition:
	Waiting on: Hot Fix


[bookmark: FieldRequest]Field Request
a. Enter the Out-of-Scope number, including the preceding FR-, in the Out-of-Scope Number field.  
b. Select Field Request from the Out-of-Scope Type drop-down list.
c. Check the Hot Fix box.
d. The Hot Fix Reason should contain FR- followed by the FR number and the FR status. When first submitted the FR status may not be approved. 
e. Enter a description of the R&D request in the R&D Description field.
[image: ]
f. Change the Case Status for the Field request as shown below.
	Status:
	Unresolved

	Status Detail:
	Unresolved

	Disposition:
	Waiting on: Other Internal



7. [bookmark: _Pay-Per-Case_Process]Update the Case Status according to the action taken.  Use Waiting on Customer or Unresolved TS/Research and duplication when the Fix Pack/Fix is received or is being tested.
8. Save the Case.
The Case’s workflow will populate the Escalated and Elevated Date and Time fields when the Case is saved.
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[bookmark: _Toc367688806]Case Comments
The Case Comment section is used to document all activity occurring for the Case. A Case Comment should be added to document all notes on a phone call or portal activity, including communications to the customer, research or testing details and elevations or updated to the Case. 
NOTE:	In this section you may enter both public and private Case Comments. 
[bookmark: _Toc367688807]Moving to the Case Comment Section
1. There are several ways to reach the Case Comments section.
· From the Case’s left navigation, go to Technical Support  Case Comments.
[image: ]
In this window, you can read all the Case’s Comments (outlined in red), refresh (outlined in blue) the displayed comments, scroll (outlined in blue) through the comments and/or add a new Case Comment.
[image: ]
· From the Case’s left navigation, go to Common  Comments. 
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[bookmark: _Toc367688808]Entering Case Comment
When a Case is initially created, the text entered in the Description field at the time the Case is saved will be inserted as the first Case Comment. 
The steps below describe how to create any further Case Comments.
1. From the Case’s left navigation, go to Technical Support  Case Comments.
2. From the ribbon, click Add Comments.
[image: ]
The New Comment window will open.  
[image: ]
3. Complete the Comment section with all the data you would like to document.
4. If this Case Comment is to be viewed publicly by the Contact (and any other Contact from the same Account who has Portal Sharing access) via the Kofax Customer Portal, check the Public checkbox.   
NOTE:	All Case Comments default to private unless you check the Public box.
5. If the Case Comment is set to Public, check the Send Customer Notification checkbox, if you wish CRM to send an email notification to the Contact associated with the Case that the Case has been updated. 
[image: ]
NOTE:	The Created by and Created On fields will be automatically completed by CRM when the Case Comment is saved.
6. Click Save, to save the Case Comment and remain in the Case Comment window 
[image: ]
The saved Comment window will now indicate Comment Information (in red) and the Created By and Created On fields will be populated.
[image: ]
7. Click Save & Close from the ribbon to save and close the Case Comment.
[image: ]
[bookmark: _Toc367688809][bookmark: PPCComment]Pay Per Case (PPC) Comment
The Pay-per-Case Case Comment is only required for Cases with an associated PPC charge. The purpose of this comment is to document the Receipt Order Number email associated with the Case.  
1. Insert the copied text of the Receipt Order Number email into a new Case Comment for the Case.  
IMPORTANT:	This Case Comment should not be set to Public. 
2. Click Save & Close from the ribbon to save and close the Case Comment.
[image: ]
[bookmark: _Toc367688810]Environment Comment (TS AMS IP)
The Environment Comments is a required comment used by the TS AMS IP team to document the customers PC environment information. 
1. Copy the Environment Template found in Appendix 1 – Templates and Scripts. 
2. Complete the required fields in the template. 
3. From the Case’s left navigation, go to Technical Support  Case Comments.
4. From the ribbon, click Add Comments.
5. Copy and paste the template information into the Case Comment.
IMPORTANT:	This Case Comment should not be set to Public. 
6. Click Save & Close from the ribbon to save and close the Case Comment.
[image: ]
[bookmark: _Toc367688811]Kofax Express Evaluation Alert Comment (TS AMS IP)
The Kofax Express Evaluation Alert comment is a required comment used by the TS AMS IP team to document the information sent to notify Sales of a Kofax Express Evaluation customer. As technical support for this product is provided through TS to only licensed customers, the Kofax Sales team handles all technical questions for evaluation customers.  See Appendix 1 – Templates and Scripts for the Kofax Express Evaluation Alert email template to send to sales. 
1. Copy the contents of the Kofax Express evaluation email sent to sales, including the header information into your system memory.
2. From the Case’s left navigation, go to Technical Support  Case Comments.
3. From the ribbon, click Add Comments.
4. Paste the email information from your system’s memory into the Case Comment.
IMPORTANT:	This Case Comment should not be set to Public. 
5. Click Save & Close from the ribbon to save and close the Case Comment.
[image: ]
[bookmark: _Toc367688812]Attachments
In this section, the Case form links into Microsoft Azure, where you can then attach files related to this Case.
IMPORTANT:	The size limit for each CRM attachment is 50 MB. 
[image: ]
[bookmark: _Toc367688813]Add an Attachment
1. From the Case’s left navigation, go to Technical Support  Attachments.
[image: ]
The Attachments section will open. 
[image: ]
NOTE:	When you attach a file, the file is stored on Microsoft Azure.  Clicking into the Attachments section actually opens the CRM embedded link to Microsoft Azure. 
2. Click on the Attach File(s) button.
[image: ]
3. Browse to and select the file to be attached and click Open.
[image: ]
You will see an “Uploading files….please do not close the form!” message as the file is uploaded to Microsoft Azure.
[image: ]
The Attachment will display at the bottom of the Attachments display.
[image: ]
NOTE:	By default, when an attachment is initially uploaded, it is uploaded as Public, not Private.  To set an attachment as Private, follow the instructions outlined in the Edit an Attachment section.
[image: ]
[bookmark: _Edit_an_Attachment][bookmark: _Toc367688814]Edit an Attachment
1. From the Attachment section, click on the Edit icon ([image: ]) at the very left of the Attachment’s entry row.
[image: ]
The Attachment will open an edit window.
[image: ]
2. The edit window will allow the following.
· Set the attachment to Private (note visible in the Portal) (outlined in red.)
· Add or edit a Description of the file (outlined in blue.)
· Edit the file’s name (outlined in green.)
[image: ]
3. Save or Cancel the changes by using the icons in the lower left corner of the Attachment edit window. 
· To save the changes, click the Update icon ([image: ]).  
· To cancel the changes, click the Cancel icon ([image: ]).
[image: ]
Once the changes have been saved, you will see a Record Updated! Note at the bottom of the Attachments display indicating that the edits you made were saved.
[image: ]
[bookmark: _Toc367688815]Delete an Attachment
Be VERY careful when working in the Case Attachments section, as it is possible to delete the Attachment from the Case.
1. From the Attachment section, locate the Attachment you wish to delete and click the Delete icon ([image: ]) located in the far right side of that Attachment’s row. 
[image: ]
2. Click OK to the Delete record? Prompt to delete the attachment.
[image: ]
IMPORTANT NOTE:	Once an Attachment is deleted, it is GONE from CRM. There is no CRM recycle bin to recover it from, so be very sure you want to delete the file before you do.
[image: ]
[bookmark: _Toc367688816]Knowledge Base Articles
Knowledge Base Articles can be accessed a number of ways within CRM, for example from your Workplace and from inside a Case.  As mentioned earlier, each entity has its own left navigation options.  
[bookmark: _Toc367688817]From the Workplace
Follow the steps below to access Knowledge Articles from CRM’s Workplace menu.
1. From your My Work left navigation do one of the following.
· Click Articles.
[image: ]
The Articles window will open; the default display is Published Articles.
[image: ]
To change the Articles view, click the Articles’ Published Articles drip list (outlined in red) and select the desired View from the System or My Views drop-down list (outlined in blue.)
[image: ]
· Click on the Articles’ left navigation’s right arrow to select where you wish to move to.
[image: ]
[bookmark: _Toc367688818]<Additional content to come>
2. 

3. 

4. 

5. 

[bookmark: _Toc367688819]From a Case
[bookmark: _Toc367688820]<In progress>
Follow the steps below to access Knowledge Articles from CRM’s Workplace menu.
1. Select Articles from the Case’s Common navigation.
[image: ]
This specific Case’s Articles Associated View will open 
[image: ]
2. Click in the Article Associated View then select Add Existing Article.
[image: ]
[bookmark: _Toc367688821]<Additional content to come>
3. 

4. 

5. 

[bookmark: _Toc367688822]Activities 
[bookmark: _Toc367688823]<In progress>
The Activities section is where you can send an 
1. From the Case’s left navigation, go to Technical Support  Activities.
[image: ]
2. Click inside the Activities section of the Case.
[image: ]
This will activate the Activities ribbon and allow you to create and/or modify Activities.
[image: ]
3. Click on Add New Activity in the ribbon.
[image: ]
The Add New Activity menu will display below the icon with all the available options for adding an Activity to a Case.
[image: ][image: ]
4. 

5. 


[bookmark: _Toc367688824]Attributes
[bookmark: _Toc367688825]<In progress>

1. From the Case’s left navigation, go to Technical Support  Attributes.
[image: ]

[bookmark: _Toc367688826]Resolving a Case 
[bookmark: _Toc367688827]<In progress>
1. 
NOTE:	Do not use the Resolve Case and Cancel Case buttons if they are displayed on the ribbon.
[image: ]


2. Validate the following fields in the Case Information section. Update the fields if needed if the original field selections no longer apply. 

Required fields are indicated by an *
	Case Information

	*
	Case Number
	Auto Populated

	*
	Subject
	Auto Populated
Field should be verified for accuracy if Case subject changed 

	*
	Type
	Auto Populated
Field should be verified for accuracy if Type changed

	*
	Case Language
	Auto Populated if specified when creating the Case

	*
	Service Pack
	Auto Populated if specified when creating the Case

	*
	Product Localized Language
	Auto Populated if specified when creating the Case

	*
	Scanner Make
	Auto Populated if specified when creating the Case

	*
	Scanner Model
	Auto Populated if specified when creating the Case

	*
	Status
	See Appendix 2 – Definitions for details

	*
	Status Detail
	See Appendix 2 – Definitions for details

	*
	Disposition
	See Appendix 2 – Definitions for details

	*
	Support Level
	Auto Populated if specified when creating the Case
See Appendix 2 – Definitions for details 



3. Cases that were Escalated/Elevated should be closed following the directions outlined in the Escalations/Elevations section.   
[bookmark: _Toc367688828]Changing Case Ownership
[bookmark: _Toc367688829]<Need new Screen Caps >
1. From the Case window’s ribbon, click the Assign icon.
[image: ]
The Confirm Assignment dialog will display with the Assign to me selected by default.
[image: ]
[bookmark: _Toc367688830]Assign to Yourself
1. If you wish to assign this Case to yourself, just click the OK button.
[image: ]
[bookmark: _Toc367688831]Assign to Another User
1. Select the Assign to another user or team button and then click the search icon ([image: ]) to search for the user you wish to assign the Case to.
[image: ]
The Look Up Record dialog will open with the default set for:
· Look for:	User 
· View:		User Lookup View. 
<new screen cap>[image: ]
2. Type the beginning of the User’s name in the Search window and click the search icon ([image: ]).
<new screen cap>[image: ]
The Look Up Record window will display all Users who have that search parameter as a part of their record (including email address).  The first User in the list will be selected by default.
<new screen cap>[image: ]
3. Select the User you want to assign this Case to and click OK. 
<new screen cap>[image: ]
4. Click OK to accept the new Case assignment and return to the Case.
<new screen cap>[image: ]
The Case now displays the new Owner in the upper left corner.
<new screen cap>[image: ]
[bookmark: _Toc367688832]Assign to a Team
1. From the Confirm Assignment dialog, select the Assign to another user or team button and then click the search icon ([image: ]) to search for the team you wish to assign the Case to.
[image: ]
2. From the Look for drop -down list, select Team (changing it from User).
3. This will alter the View to the Teams Lookup View and provide the names of the Teams available for Case assignment.  By default, the first Team in the list will be selected.
<new screen cap>[image: ]
4. Check the box of the team to which you wish to assign the Case and click OK.
<new screen cap>[image: ]
5. Click OK to accept the new Case assignment and return to the Case.
<new screen cap>[image: ]
The Case now displays the new Owner in the upper left corner. 
<new screen cap>[image: ]
[bookmark: _Toc367688833][bookmark: _Toc235585680]Validating Product Maintenance
[bookmark: _Toc367688834][bookmark: ValidatingCaptureMaintenance]Validating Capture Maintenance 
For all Capture installations, the Resellers, Partners and End Users are required to provide their license serial number to determine eligibility for support.
1. Prompt the caller for their Capture license serial number. If the caller does not know the license serial number, walk them through gathering the information from the Capture License utility. 
Notes:	If the caller does not or cannot provide a serial number or is unable to access the License utility, explain to the customer that the fastest method to identify their account and contract information is to use a serial number for lookup, but if they would like us to and they have the time, we can search on other information.  Then ask for other identifying pieces of information such as the end customer name or any number of search items that can be used to find the contract.  See the “Advanced Search” under Contracts in Sales Inquiry. 
	If the customer has incorrectly selected the OEM/POS (IP) queue and instead should go to the Capture Configuration group, the OEM/POS technician can transfer the call without validating the maintenance. However, the OEM/POS technician must still create a Case, select the appropriate Product Selection information, and enter the Capture serial number into the AX Serial Number field, or if the serial number cannot be found by CRM, into the Customer Serial Number field. 
2. Enter the customer serial number in the “AX Serial Number” field if the s/n is in CRM.
3. If the customer serial number cannot be found in CRM, do the following to entitle the customer -Enter the customer serial number in to the “Customer Serial Number” field. 
4. Log into the Sales Inquiry web page from one of the following links:
For International Serial Number use the following URL:
http://portal.kofax.com/salesinquiryax/intl/
For Americas Serial Numbers use the following URL:
http://portal.kofax.com/salesinquiryax/
5. On the main Sales Inquiry AX-010 (Americas) page, click on the Advanced Search link in the Contracts section.
[image: ]
6. On the Contract Search page, enter the Capture Dongle serial number in the Serial # field and click the Find Contract button.
[image: ]
7. On the Contracts Listing page, click on the Contract ID Number to go to the Contract Details screen.
[image: ]
8. From the Contract Details page, verify the type of contract, whether it is Active or not, when it expires, and retrieve the Reseller ID which will be used in CRM to determine which Account the Case should be logged under.
[image: ]
NOTE:	On the Contracts Details screen, if both the Reseller and End User information are the same; this indicates a Direct Support Contract. 
[bookmark: _Toc367688835]Contract Not Found
If the contract cannot be located, <more needed here> 
[bookmark: _Toc367688836]Process to Deny Support
If the contract is expired check and do the following before denying support to the caller. 
1. Contract less than 30 days expired 
If it is less than 30 days since the maintenance expired, let the customer know that their maintenance / support contract is expired, that they should work on renewing the contract, and support will be provided on a one-time exception basis only…then provide support to them.
2. Contract more than 30 days expired, then check the exceptions report and / or the presence of an exception on the Account, Contact or Contract.
3. If the account has an exception, then provide support.
4. If no exception for the account, place the caller on hold after explaining to them their contract is showing as expired and you will be making a call to the contracts team to either verify this is accurate or it has been renewed and the system isn’t yet updated.
Contracts Team
Americas Region
If in the Americas Region, call the following in order.
The information below is current as of July 15, 2013.
1. Mary Salazar, x31254
2. Michelle Byers, x31256
3. Casey Rath, x31571
4. Marlene Keith, x31594
Asia Pacific Region
If in the Asia Pacific Region, call the following in order.
a. <need information here>
EMEA Region
If in the EMEA Region, call the following in order.
a. <need information here>

5. If the Contracts team says there was a problem in a Kofax system and the customer is current, please support the customer.
6. If the Contracts team says they are indeed expired, explain this to the caller, and note to them that the contracts team is aware and will be following up on that.  
See the following workflow diagram to visualize this process –


[bookmark: _Toc367688837]Validating VRS License information
[bookmark: _Toc367688838]<Need to review >
The VRS License Type and License Level will be validated utilizing the Pre Activate.exe popup box and the Activate.exe tool.
1. Launch the VRS Activate.exe tool.
VRS OEM License
If an OEM License is activated, the resulting Activate VRS dialog will display.
· License Level:  Basic, Desktop, Workgroup, Production
· License Type:  OEM Manufacturer Built in
[image: cid:image004.jpg@01CA008A.CCA8ECB0]
NOTE:	For OEM and evaluation installations of VRS, the VRS Activate.exe tool will not display a Part Number, Serial Number or Product Code. 
General VRS License
If a General License is activated, the resulting Activate VRS dialog will display.
· License Level: Basic, Desktop, Workgroup, Production
· License Type: General
[image: cid:image008.jpg@01CA008A.CCA8ECB0]
NOTE:	For General installations of VRS, the Activate.exe tool will display a Part Number, Serial Number and Product Code. 
2. After validating the License Type and License Level, provide support for the product based on the products currently supported by Kofax Technical Support.
[bookmark: _Toc367688839]Validating Kofax Front Office Server (KFS) Maintenance
[bookmark: _Toc367688840]<Need to review >
The Kofax Front Office Server product was initially called the Kofax Document Exchange Server (DES).  All of the Kofax Document Exchange Server product releases have reached their End of Sale / End of Support life as documented on the Kofax Support Web site’s End of Sale/End of Support Announcement for Capture Products document.
For KFS 2.7 the Kofax Sales team has confirmed that all 2.7 licenses were upgraded to the new 3.0 licensing schema.  
For KFS 3.0 maintenance information is tied into the Maintenance for Kofax Capture. For customers running this version verify the entitlement for KFS by checking the maintenance contract for Kofax Capture and ensuring that the KFS software is listed as a line item in the license. Reference the Validating Capture Maintenance section of this document for directions.
[bookmark: _Toc367688841]Validating Kofax Express Maintenance 
[bookmark: _Toc367688842]<Need to review >
For Kofax Express maintenance information is verified in the same way as the maintenance for Kofax Capture. Reference the Validating Capture Maintenance section of this document for directions. If you are unable to locate the license maintenance information via the Capture method, please reference the directions below. 
1. Log into the Kofax Sales Inquiry AX Online Web site from one of the following links.
For International Serial Number use the following URL to log into the Sales Inquiry AX Online (INTERNATIONAL) Web site.
http://portal.kofax.com/salesinquiryax/intl/default.aspx
For Americas Serial Number use the following URL to log into the Sales Inquiry AX-010 (AMERICAS) Web site.
http://portal.kofax.com/salesinquiryax/default.aspx 
2. Click on the Advanced Search option in the Sales Order section.
[image: ]
3. Enter the Serial Number in the Serial # field on the Sales History Search Page and click the Find Sales History button.
[image: ]
4. On the Sales Order Listing page, click on the Sales Order # on the details table.
[image: ]
5. On the Sales Order Details page, click on the Contract ID number.
[image: ]
6. The Contract Details page will display the Expiration Date for the Kofax Express maintenance. 
[image: ]
[bookmark: _Appendix_1_Templates][bookmark: _Toc367688843]Appendix 1 - Templates and Scripts
[bookmark: _Toc367688844][bookmark: EnvironmentComment]Environment Template
Support Option: <Phone, PPC, KB, Portal, OEM Partner, Website, Sales, Other: Other Description>

OS: <W2K3, W2K8, XP, Vista, 7> < Home, Business, Professional, Enterprise, Ultimate> <Server><SP1, SP2, SP3> <32bit, 64bit>
PC Make:
PC Model:

Connection Type: <USB, SCSI, Firewire, Import>
[bookmark: _Toc367688845][bookmark: ExpressEvalComment]Kofax Express Evaluation Alert Template
This message is to inform your department of an Evaluation customer who requires support for Kofax Express.
<PLEASE DO NOT FORWARD OR SEND THIS EMAIL TO CUSTOMERS>
Customer Information
Name:
Company:
Address:
Phone Number:
Email Address:

Description of Issue
[bookmark: _Toc367688846]Kofax Express Evaluation Portal Response
The Kofax Express <version> product is provided support via the Kofax Customer Portal to customers with a current Kofax Express Maintenance Contract. Support for Evaluation customers is provided by our Kofax Sales Group. 
The contact information provided to Kofax when creating your Customer Portal Account and the described issue will be forwarded to the designated Kofax Sales Group contact for troubleshooting. A representative from the Kofax Sales Group will be in contact with you either via email or by phone. 
This Kofax Customer Portal Case <Case Number> will be closed when your information is sent to the Kofax Sales Group for troubleshooting. 
[bookmark: _Toc367688847]Pay Per Case Scripts
Processing a Customer Credit Card: 
“To Process a charge for your Case I will need to gather your credit card and billing information. This information will not be written down and is processed on a secure site. An Order Confirmation receipt will be sent to the email address we specify in the billing information.”
“The charge to the credit card account will be a total of Amount. May I process this charge?” 
Closing a PPC Case
“I would like to ask your permission to close this Case and complete the Pay Per Case process. This will fulfill the credit card charge made to the account. The Order Number will be set to a used status. For new issues or errors a new Pay Per Case charge will be required. Do I have your permission to close this Case?”
[bookmark: _Toc367688848][bookmark: Appendix2]Appendix 2 - CRM Definitions 
[bookmark: _Toc367688849]<Still to be done>
[bookmark: _Toc367688850]New Case: Type 
	Type
	Definition

	Compatibility
	Customer issue is caused by incompatible Software/Hardware configuration.

	Configuration 
	Customer requires assistance configuring Software/Hardware for non-troubleshooting issue. 

	Documentation
	Customer is requesting documented information such as User Guides, Installation Guides, Release Notes, App Notes…

	Information Request
	Customer is requesting basic non troubleshooting information such as released versions, Supported OS information, contact information…

	Install/Uninstall
	Assisting a customer to either install or uninstall Kofax software.

	Licensing
	 Activating, deactivating or searching for license information.

	Process/Policy
	Customer requesting assistance that involves procedural changes to internal TS support process or policy. 

	RMA
	Customer requests an RMA for a defective product or if Troubleshooting Case requires an RMA for a defective product. 

	Scripting/Programming
	Non configuration scripting/programming related 

	Troubleshooting
	Cases where troubleshooting is required and not specifically defined by other types.


[bookmark: _Toc367688851]New Case: Case Origin 
	Case origin 

	Customer Portal
	Set by default by CRM when a Case is created in the Kofax Customer Portal. 

	Email
	Select if the Case originated as an email to Technical Support or otherwise directed by Technical Support Management.  
** IMPORTANT NOTE:  Email support is not available for any Kofax Product. **

	Forum
	Select for Cases created from a Kofax Forum comment from one of the Kofax Technical Support monitored Forums.

	Phone 
	Select if the Case originated as a phone call into Technical Support. 

	Kofax – Non TS
	Select if the Case originated from within Kofax but through a Kofax Employee from outside of the Technical Support department.


[bookmark: _Toc367688852]New Case: Status  	
	Status
	Status Detail
	Disposition

	New
	New (Default for new Case)
	Unassigned (Default for new Case)

	Unresolved
	Unresolved –Used when the status of the Case is dependent on technician input. 
	TS Research/Duplication

	
	
	Waiting on: R&D Support

	
	
	Waiting on: Professional Services 

	
	
	Waiting on: Other Internal

	
	
	Waiting on: Hot Fix

	
	Customer Updated – Used after the Customer has been updated on the Case and the unresolved status is not dependent on technician input. 
	TS Research/Duplication

	Waiting
	On-Hold Waiting Installation – Used when the customer is responsible for contacting support after the software/hardware installation is completed.
	On-Hold Waiting Installation

	
	On-Hold Customer- Used if the customer requests that the Case remain open until a specified date. 
	On-Hold Customer

	
	Waiting for Customer Feedback – Used when a customer does not respond to a Case after the NO Feedback email notifications are sent. 
	Waiting for Customer Feedback

	
	Resolution Pending Customer Confirmation – Used if a resolution was provided to the customer but TS is awaiting confirmation from the customer that the resolution worked. 
	Resolution Pending Customer Confirmation


[bookmark: _Toc367688853]New Case: Priority 
	Priority

	Critical
	A system down situation.

	High
	Questions or problems that require some research or troubleshooting to resolve.

	Normal
	Questions or problems that can be answered in the Documentation and/or Knowledge Base.


[bookmark: _Toc367688854]New Case: Support Level 
	Support Level

	Level 1
	The question or issue could be answered by the Documentation or Knowledge Base.

	Level 2
	Additional troubleshooting / research was required to identify and / or resolve the problem.

	Level 3
	Case is elevated to Engineering or a subject matter expert for assistance in identifying and/or resolving issue.


[bookmark: _Toc367688855]New Case: Elevated Level
	Elevated Level

	Level 2
	Used when as Case is elevated to another support team.  This could be when a Case is elevated to a 2nd level group within a support organization or the Case is elevated to another organization for assistance.  For example this could be used if the Americas team wished to get assistance on a Case from another organization like the EMEA team because of subject matter experience on a particular issue.

	Level 3
	This is currently not used and is included for organizations that have multiple defined levels within the organization.

	PS
	PS is used when a Case is elevation to Professional Services.  This elevation process does not occur with all Kofax product families.

	R&D
	R&D support requests are generated by the Support organization, and are direct requests for assistance from the product development team. The R&D support request is used by Support to raise questions about product behavior that cannot be answered through other tools, such as product documentation. The request can also be used to seek help finding viable workarounds to reported issues. Support should not use the request to initiate debugging efforts or to ask the development team to resolve product defects. The product line may have policies limiting the time spent on an R&D support request. If Support requires assistance beyond an R&D support request the support organization may also submit a field request or a COD Hotfix request.


[bookmark: _Toc367688856]New Case: Exception Reasons
	Exception Reason
	Definition
	Exception Comment

	Sales Requested
	Use for Cases assigned or created at request of a Sales person. These Cases should be assigned to you by TS Management and not directly by Sales. All Sales exceptions Must be approved by TS Management. 
	Provide a comment as directed by your organization management.  Always include an Exception reason.

	TS Management Requested
	Use for all Cases where a TS Manager authorizes an Exception.
	Provide a comment as directed by your organization management.  Always include an Exception reason.

	Account Level Exception Applies
	
	Provide a comment as directed by your organization management.  Always include an Exception reason.

	Other 
	Use for Kofax Employee exception, OEM Partner Exception, VRS Free Installation Support Insert or other functions.
	OEM Partner

	
	
	Kofax Employee

	
	
	VRS Free Installation Support Insert

	
	
	VRS Licensing/Sales


[bookmark: _Toc367688857]Case: Closing Status
	Status
	Status Detail
	Disposition
	Use When 

	Closed
	No Feedback
	No Customer Feedback
	Customer does not respond to a Case after 2 Automatic email follow-ups. 

	
	Customer Closed
	Customer Closed 
	Customer closes a Case from the Portal.

	
	Development
	Assigned to R&D
	SPR exists or one is opened, but not resolved.

	
	Not Entitled
	Refused Support
	If the customer is not entitled to support because of expired Contracts/Maintenance or does not elect a PPC charge. 

	
	Resolved
	Resolution Provided-Customer Confirmed
	Customer confirmed via the support Case or phone that the issue is resolved.

	
	
	No Customer Feedback
	Technician provides a resolution that will resolve the issue but the customer does not confirm or contact support.

	
	
	Duplicate Ticket
	If the same issue is created for the same contact

	
	
	Not able to Reproduce 
	Customer cannot reproduce the error while on the phone with technical support representative

	
	No Feedback
	No Customer Feedback
	Customer has provided no feedback.  



NOTES:	
	If the Case is being closed for a Contact that does not receive support, is denied support, or if in the Entitlement/Environment Comment the Support Option is set to KB, OEM Partner, Other, change the Case Status to Closed and the Status Detail to NOT Entitled. 
	Customers calling for VRS License Deactivations should be prompted for permission to close the Case. Also please note that these types of calls should be logged as Exceptions and not Refused Support. 
[bookmark: _Toc367688858]Queues 
	Queues
	

	All Escalated Cases
	Displays all Cases with an Escalated status

	All Open Cases
	Displays all Cases with an Open status

	My Open Cases
	Displays all Cases with an Open status for the user logged into CRM

	TS Unassigned 24x7 Cases
	This Queue is used for all New Portal Cases with a 24x7 contract or that are unassigned to a specific region.

	TS Unassigned AMS Cases
	Regional Queue for all unassigned Cases for the Americas Technical Support Team. All New Portal Cases for this region are assigned to this Queue. This Queue is also used when transferring Cases between the different TS product teams. 

	TS Unassigned APJ Cases
	Regional Queue for all unassigned Cases for Asia Pacific Technical Support Teams. All New Portal Cases for this region are assigned to this Queue. This Queue is also used when transferring Cases between the different TS product teams.

	TS Unassigned EMEA Cases
	Regional Queue for all unassigned Cases for Europe, Middle East and Africa Technical Support Teams. All New Portal Cases for this region are assigned to this Queue. This Queue is also used when transferring Cases between the different TS product teams.



[bookmark: _Toc367688859]Appendix 3 - Additional Information 
[bookmark: _Toc367688860][bookmark: EntitlementComment]<Still to be done>
[bookmark: _Toc367688861]Documenting Exceptions 
This section reviews how to properly document an Exception in a CRM Case.  Please refer to your Technical Support manager for details regarding any available exception for those Kofax products you support. 
1. From the Case Screen click the edit button to update the Case Information section.
2. The Exception dropdown box should be set to YES.
3. The Exception Reason should have Chosen all applicable exception reasons. For a description of all Exception reasons see Appendix 2 – CRM Definitions. 
4.  The Exception Comments section should have a description of the exception that was provided. 
[image: ]
[bookmark: _Entitlement_Activity_1][bookmark: _Maintenance_Alert_Activity][bookmark: _Evaluation_Alert_Activity][bookmark: _Troubleshooting_Activity][bookmark: _Toc367688862]Kofax Express/Kofax Capture Entitlement Comment
1. Using the Kofax Sales Inquiry site, do a Contracts Advanced Search for the Serial Number provided.  Open the Contract Details by clicking on the Contract ID link.  
2. Create a new Case Comment. 
IMPORTANT:	This Case Comment should not be set to Public. 
3. Enter the Kofax Capture serial number on the first line of the comment.  Press Enter to skip one line.
4. From the Contract Details, Highlight the top ten fields and copy this data and paste it into the CRM Comment. Press Enter to skip one line.
[image: ]
5. From the Contract Details, highlight the Reseller data up to and including the complete address and paste it in the Comment. Press Enter to skip one line.
[image: ]
6. From the Contract Details, highlight the End User data up to and including the complete address and paste it in the Comment. Enter to skip one line.
[image: ]
7. Click the Save button to save the comment. 
[bookmark: _Appendix_2_Other][bookmark: _Toc367688863][bookmark: OEMPartnerList]OEM Partner List
This OEM Partner list is current as of July 15, 2015.  
· Avision
· BÖWE BELL + HOWELL (scanner division purchased by Kodak)
· Canon
· Fujitsu
· HP (Hewlett Packard)
· Kodak (i600, 1400, 3610, 3620)
· Visioneer
[bookmark: _Toc367688864]Verifying Warranty on Adrenaline Boards 
1. Have the contact remove the Adrenaline board from the PC.
2. Gather the Adrenaline board Serial Number. (Typically this number is on the bottom of the board on a barcode label.)
3. Contact one of the people listed below in the Kofax Materials / Manufacturing departments with the Adrenaline board Serial Number to verify the warranty of the Adrenaline board based on the board Serial Number provided.
Materials / Manufacturing Contacts as of July 15, 2014
	Pina Schuler
	31335
	Materials

	Bill Youse
	31357
	Manufacturing

	Isabel Joyce
	31439
	Manufacturing



NOTE:	Persons on this list should be contacted in the order they are listed. Please inform your TS Manager of any discrepancies or changes needed on this list. 
[bookmark: _Toc367688865]Appendix 4 – Call/Case Handling Procedures 
[bookmark: _Toc367688866]<Still to be done>
[bookmark: _Toc367688867]Call Handling Outline 
[bookmark: _Toc367688868]Customer calls into Technical Support
1. Gather and Validate the Contact information 
2. Validate the Contact/Account Entitlement
3. Search for Account/Contact in CRM
4. Create a New Case	
5. Create Required Comments
[bookmark: _Toc367688869]For Charge PPC:
1. Process the PPC charge on the PPC E-Commerce site following the Pay-Per-Case-Process if the Contact requests it, or refer the Contact to the PPC page on the Kofax website and wait for the Order confirmation. 
2. Use the PPC Order Tracking tool to link the Case Number to the Order Number. PPC Order Tracking Tool.
3. Enter the Order Number in the CRM Case Information section. 
4. Create a PPC Comment 

If the Contact is approved for a Credit/Refund:

1. For a Credit, use the PPC Order Tracking tool to unlink the Case number from the Order Number.
2. [bookmark: _Gathering_Customer_Information]Create a Credit/Refund Closing Comment. 
[bookmark: _Gather_and_Validate][bookmark: _Toc367688870]Gathering and Validating the Contact Information 
When contacted by a customer, Support must ask for the following information to open a Case and then to determine entitlement eligibility.
a) Customer Name
b) Company Name
c) Ask the customer if this is a new or existing Case
a. If this is an existing Case ask for the Case number and lookup the Case in CRM
b. If this is a new Case continue to gather information
d) Product
e) Version
f) Production Serial Number
g) Validate the Contact/Account Entitlement
[bookmark: _Toc367688871]Transferring calls / Changing Case Ownership
[bookmark: _Toc367688872]Transferring Calls 
· Transferring a call from one team to another may be necessary for the following reasons –
1. The customer selected the wrong menu options in the phone system for the product they are calling about
2. Call Rollover, that is, the customer selected the correct menu option in the phone system but all technicians in that specific queue were busy and the call rolled over to a backup group
3. The customer’s technical problem was narrowed down to a product for which another team supports
· Call transfers to all teams and other departments including Sales should be initiated as Warm Transfers. Calls should not be blind transferred to other teams or departments. 
· If the intended team is unavailable for a Warm transfer, inform the customer of this then offer the caller several options –
1. Offer to assist the caller, noting that you are not the subject matter expert and at some point in the troubleshooting, it may be absolutely necessary to get them to a subject matter expert but perhaps limited assistance can be provided in the immediate term and perhaps the issue can be resolved.
2. If the issue is critical in nature (Severity 1) and the customer does not want a call back they may hold if desired.  If they chose this option, while the customer is on hold, walk over to the desired team to attempt to find a tech that is available to help.  If there are no available techs, and further troubleshooting is not known as you are not the subject matter expert, seek out an available Manager and let them know of the scenario.  The Manager will then attempt to find an available technician to help the customer.  Please note that you should continue to update the caller on hold every couple of minutes or so while they are on hold on your phone. When a tech is found that is available, complete the warm transfer.
3. Offer to assign the Case to the appropriate team where someone will call them back.  See changing Case Ownership below.
[bookmark: _Toc367688873]Changing Case Ownership
· If a Case is being transferred to another TS Team the Case should be transferred and ownership of the Case changed to the specific technician to which the warm transferred was completed to.
· If a Warm transfer of the call cannot be completed, and the customer would like a call back, the Case Ownership should be assigned to the team members Queue for distribution by the responsible team member of that group. See Appendix 2- CRM Definitions for Queue descriptions. 
· Cases should not be transferred to team members without prior notification or approval by TS Management. If a customer for a Case is requesting support for a specified time when you are unavailable the other technician should be notified but the Case ownership should not be transferred. That team member should be added as a Case Team Member when assisting you with that customer. 
· If the Case must be reassigned and ownership changed to a new technician that is not directly notified, the Case should be reassigned to the correct Queue for that team member. This will ensure that the Case is reassigned to an available team member. See Appendix 2- CRM Definitions for Queue descriptions.
[bookmark: _Toc367688874]Technician to Technician or Queue Transfer
1. From the Case Screen scroll down to the Additional Case Details section.
2. Click the [Change] link next to the current owner name in the Case Owner field.
[image: ]
3. On the Select New Owner page, enter the name of the user or the name of the Queue that you want to transfer the Case ownership to.  The Send Notification Email check box should be checked. Click the Save button to complete the transfer. 
[image: ]
[bookmark: _Toc367688875]Queue to Technician Transfer
1. From the Case Screen scroll down to the Additional Case Details section.
2. Click the [Change] link next to the current queue name in the Case Owner field.
[image: ]
3. On the Select New Owner page, enter the name of the user that you want to transfer the Case ownership to.  The Send Notification Email check box should be checked. Click the Save button to complete the transfer. 
[image: ]
[bookmark: CaseTeamMember]IMPORTANT NOTE
When acting as the individual monitoring the queue / assigning a Case from a queue to a technician, if the Case was created via the phone verses the portal, please assign the Case to a technician that is currently available (not one that is on another call at the moment) to assist the customer as this customer should be called back ASAP (usually within one hour to meet our documented response times). In addition to the “Send Notification Email” alert to the tech that the Case was assigned to, you should call and/or walk over to the tech to make sure they are aware the Case was assigned to them and that it originated from the phone and the customer needs a call back within stated response times.  The “round-robin” Case assignment used for Cases that originate in the portal is not sufficient to be used after a customer has already called in and is awaiting a call back.  They should get a call back from the next available technician.  
[bookmark: _Toc367688876]Appendix 5 – MS CRM Reports
[bookmark: _Toc367688877]<Still to be done>
[bookmark: _Toc367688878]Viewing Reports

1. 
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