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CustomerCare.net 
for SuperOffice CRM5 

Product 
Description 

The CustomerCare.net application provides an efficient and reliable customer call logging, tracking 
and communication system.  
The application is totally integrated into SuperOffice CRM5, utilising new tables within the CRM5 
database and web panels within the CRM5 interface. The use of CRM5 tables ensures the application 
is compatible with the CRM5 travel mechanism. All data access is via the CRM5 Net server. 
All labels and Lists are user definable enabling the company ethos and methods to be reflected. 

Support Calls 
The Call detail form is shown below, the call is identified with a system generated unique number. 
As can be seen the call is allocated to a CRM5 Company and Contact, the contact phone number and 
email is reflected on the detail form. There is also a text facility for the Reported Issue, Conclusion 
and internal Notes. 

 

The Owner of the Call is the person within the home company who is responsible for dealing with the 
reported issue. The Call can be marked as Unassigned, this would be appropriate if the call was 
logged by the Customer via the Self Service module, or by administrative staff unable to handle calls. 
The other methods of categorising calls are by Type, Category, Status and Priority. The content of 
the Status and Priority lists are dependant on the Type, enabling different values of Status and 
Priority for each Type. If the Call is marked as Public Searchable it is added to the Knowledge Base 
for access from the Self Service module. The Serial Number field is used to allocate the Call to a 
specific piece of equipment; this is of particular interest if the Redcastle Machine module is in use. 

Call details can be emailed to the customer contact, the Owner or both via the mail hyperlinks, this 
action can be automated using the Escalation programme described later in this document. 
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In addition to the Reported Issue, Conclusion and Internal Notes, CRM5 Activities can be added and 
associated to the Call. 

 

As these are standard CRM5 Activities they show in the Company list, Associate task list and can be 
linked to documents and emails.  

They are also reflected into the call detail email, generated by the application; 
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CustomerCare.net adds an extra tab in the CRM5 Company view, the text on this tab is user defined. 
By default within this tab is a list of the Open calls for the current CRM5 Company. The list can be 
sorted by any of the columns and the Call ID hyperlink initiates the call detail form. 

 

Calls can also be viewed via the call filter; this is situated on a new tab in the CRM5 browser area, 
again the Call ID hyperlink initiates the call detail form. 
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This view allows Calls to be filtered; 

 

If Calls are registered against a particular piece of equipment, the user may have designated a CRM5 
Project to hold information relevant to the equipment. Support Calls can be flagged to this project 
and accessed from within the CRM5 Project view. 
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Customer Self Service 
Due to the collaborative nature of Netserver technology we can enable customers, when granted 
permission, to view and add support calls over the internet. 

This facility can be accessed via Collaboration.net 

 

Here the Customer can view all their calls, down to activity level. They can also add a new call, which 
will be added to the unassigned call list and automatically send an email to a predetermined group 
informing them of the call. 

 

In addition to viewing and adding calls the customer can update the Priority and Status. 
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