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Escalation Tracking Database Version 1.0

¥ Remote Phone Log - Connected to Server at 67.164.33.151

B Call Group |my Calls - + New Call x Close Call % Update ‘ E-mail ‘ n Text Mesg

Phone Log |
Call D | Company | customer D | Logged Call |Ass\gned to | Product Line | Caller
C o] ,dmi f i

| Closed | Called | Date Sk

Users - Login Status ~ Call Details |Cuslumer|nfu| Escalaliunsl CuﬂfiguraliDnI Help I
callp 2

Open Calls for All customers (my Calls)

Date Called | 3/18/2007 >l | 2zot00PM =] T Closed @lwl Call Closed [aneenr =] Bifkten

Caller |y Phane Cal Call Taken By |Default Admin - =] | =l

Itnéﬁt';zll Imy focal sales person =l Call Assigned ta IDelault Admin ¥| T Voice Mal
Company IM.'.' Customer ﬂ D IW :’ dd this Customer to | Changs Tupe Im I™ Service Cal
Fhone |8887222—3333 database |

Customer E-mail
Mardel |

d I~ Sent | mlEE E-mail Survey |
Praduct Line I j
]

Date | Fallow up Comment
3A18/2007 2:01 PM

Categary I

My Problem Call

Prablem

Addvice

by Advice

E-mailing the Call .........ccoov i se e eeenns LD
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Overview

Remote Phone Log
The remote phone log is a program to help remote users share phone calls. Users log

into a common database where contact lists, customers, and phone call information can
be shared.

Installation

Overview

The Installation Tracking software installation consists of multiple parts, all handled
automatically by the installation engine.

Microsoft .NET Framework 2.0
MDAC 2.7
Database installation

Requirements

Computer requirements:
e  Pentium Il Processor or faster
e 256 MB memory
e 200 MB free disk space

Operating System requirements:
e Window 2000 SP2-4 or Windows XP SP 1-2
e Windows Server 2003

SQL Server
e MS SQL Server 2000
e MS SQL Server 2005
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Installation and Setup

# SQL Server - Choose instalation Eype - |EI|E|

¥ Create Mew Databaze

£~ Connect to existing databaze

Cancel k.

After installing the program you will be prompted to create a new database or connect
to an existing one.

If you select to create a databse

# Create SQL Database =10l x|

D atabaze name [Compaty Mame] ||

Create Databaze on following SOL zerver

* Use Arclabs SOL Server [demo]

" | have my own SOL Server [non-dema]

cahcel | 0k, |

Type in the name of your company. A SQL database by this name will be created on the
target server.

4

If you choose the Arclabs Server the database will be created on a remote
Arclabs Server. Use this if you wish to just try the software. Itis highly
recommended that you install the database on your managed SQL server
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if you are running the non-demo version. Arclabs reserves the right to
charge for use of the SQL databases if you are running the non-demo
version.

#. Create Database on SOL Server - 10| x|

Server I
SOL Server Mame or [P addresz I j Fefresh List |
Part [1433
Server account Isa

Server paszsward I

Ok, I Cancel x

4

If you choose to create a database on your server you will be prompted for the
following:

- Name or IP address of the server

- TCP/IP port the SQL server is running.

- Server account with administrator permissions (ability to create tables, stored
procedures)

- Password..

TCP/IP must be available to the SQL Server as part of the named pipes.
Note — The Remote Phone Log uses the “mixed authentication” rather then

“windows authentication”. If you wish to use “windows authentication”
please contact Arclabs.
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Logging in for the first time
1=

Lag in | Server I

Login Hame [E-mail] I.-i‘-.l:lmin

Phonelog Databaze Iapr“gﬂma_ph.:,nehjg

Escalrack Databaze IapriIEDD?a_escaltrackI

k. I Cancel | x

4

After restarting the Remote Phone Log when prompted, the login prompt appears.

For the first log in, use the values entered. You can add additional users/change Admin
user later.

Your Ready!

You can now start using the Remote Phone Log. However to optimize the power of the
Remote Phone log, please read the next sections.
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Configuration

Adding users
Go to the following screen to add a new user

¥, New Phone User information i ]

Uszer Mame

E-mail

Home/Cell number

Users Logged In  Phone Users I Interhal Contacts I Connection Type

|
|
|
Users - Login Status | Call Details | Customer Infa | Escalat Frimary Product Line | =]
|
|

Phone Log Users Wwhark, Ext

Mame | E-mail Address

3 Default Adrin adrnir Pazzword I
Tom Smith tom. srith@rmycompany. com .
Confirm Password l—

Admin Rights 'l

Cancel I

AddNewlser | Delete | Edt | s

Go to the Users — Login Status, Phone users Tab. Then click on “Add
New User” and fill out the form.
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Creating a Call Group Filter

Go to “configuration”, “Filters” tab. Click on “add” and enter the name of your call
group.

bl |

Uzers - Login Statusl Call Details | Cuztarner Infol Ezcalations Configuration |He||:| I

Adriin E-maill Organization -Models, Product Lines ~ Filters | Eonnectionl Prablem Eategoriesl Dptinnsl

Fiter Name ™ Cals =l [ aad | e | Ve
e
TS

Avallable

|Den'u:| Call Group

Joe Blow
Tarn Srmith Ok, |

cancel |

Rl

Set the Filter Categories to “User”

Highlight the users you wish to add for this call group and click on the -> “arrow”.

Users - Login Statusl Call Detailsl Custormer Infol Escalations Configuration I Help I

Admin E-ail I Organization -Models, Product Lines Connection I Problem Categories | Options I

Filter Name IDemo Cal Graup 'l Add | Delete | Wiew Tree | SoL |

=gk Demo Call Group

i [&ll Divisions)
Lovailabls Currently used in category i ise.rjsofaog:lw [OR)
Joe Blow [DR) H ﬁ Tom Smith [OR)
Joe Blow Tom Sraith [OR] B [&ll Product Lines)
Tom Smith -5 | iy (Al Model Groups)
i (&l Models]
OR =

Filter Categories Iuse, vl OR =

Delete | Update |

Filter Owerview
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Seting up E-mail and Text Messaging

Go to Configuration -> Admin Email
Enter the POP account information to your E-mail server

Note — DO NOT USE THE values shown below!

Users - Login Statusl Call Detailsl Custamer Infol Escalations  Configuration | Help I
Ay E-rail | Organization -Models, Product Linesl Filters I Connectionl Problem Categoriesl Dptionsl
™| Wse SOL Server as Mail Senver
™| Wse Default Mai Smtp Semvice or Mail aceount or this computer

¥ Use Following zettings

Admin E-mail Iadmin@myemaildomain. com

Smtp Server Ismtp.m_l,lsmtpsewer.com

Patt |25— Apply / Save |
Send Llzing |2—

Authenticate Method |1—

User Name Imyemailaccountlogin

Pazsword I
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General Operations

Creating a phone log entry

Click on the “New Call” icon and fill out the form. Note you can enter minimal
information or fill out every field.

Demo Call Group | ‘

CSB Phone Log Entry Form

EEa
pefasthdn =]
oot dmn <]
ke =]

I
[ emmwets | [hed
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Editing the call

You can edit the call after creating it by clicking on the call in the upper region and
typing in the information in the “Call Details” in the lower screen region.

# Remote Phone Log - Connected to Server at 67.164.33.151
ﬁ Call Group |y Calls - + Mew Call x Close Call % Update ‘ E-mail ‘ a Tent Mesg

| Logged Call |Asswgmed to | Called | Date Sal

Phone Log |

Company
My

| customer D | Closed | Praduct Line | Caller

Users - Login Status ~ Call Details |Cuslomer|nfo| Escalalions' Eomfiguralinnl Help I
Calln 2

Open Calls for All customers (my Calls)

Date Called | 3/18/2007 | [zoto0rM x| T Closed @lwl Call Clased EEEE | Divisicn

Caller |My Phare Call Call Taken By IDelauIt Admin j I j
litaris) [y local sales person =] Callsssignedto  |Defaultddmin | [~ Voics Mai
Company  |My Customer liog |1 =5 this Customer to | Charge Type [k =] T sewiceral
i |sss-222-3333 database
Customer E-mail I
Model | =l w [T e Dee | EoeiSm |
Product Line I j
. I j Date | Follow up Comment
alegory 3/18/2007 201 PM
Prablam by Problem Call
Advice
My Advice
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E-mailing the Call

Highlight the record in the upper window. Click on the E-mail icon to
bring up the E-mail dialog box.

Click on the “Send” button to email the recipient list.

' Remote Phone Log - Connected to Server at 67.164.33.151 =] ]
ﬁ Call Group Imy Calls - + Mew Call x Close Call '% Update | E-mail ‘ a Text Mesg
Phone Log |
| callD | Campany | customerD | Closed |Logged Call | Assigredte | Product Line | Caller | Called | Date Sals Updats
2 My Customer 1 - Default Admi  Default Admin my local sales person 3/18/200 3/18/200 Database

# Send Call Log by E-mail i [u] 3]
Recipients Available Recipients

Users - Login Status - Call Details |Eustomerlnfo| Esca\atlonsl Config

callp 2 jove. blow(@mycompany, com Sdmin

tom. smith(&mycompany. com <

Date Called | 2/13/2007 = [zovooew =

Caller [My Phane Call

Internal lﬁ

e oy local sales person

Company  [My Customer ~loe |1

Phone 3882223333 Aditional Email addissses
Model =l
' o [

Praduct Line. | =] CalllD:2  Compangname: Wy Customer -
Cat -
ooy | = Callr: My Phone Call
Problem [My Problem Cal Frine: dea 222 3333
ol
Prablem: My Prablem Call
Advice )
[sctvics: My Aetvicen
My Advice ast Updates =
Addiional Infomation

cancel Send

4
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