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CHAPTER 1: INTRODUCTION

Welcome to eCare!

Netopia’s eCare system allows Support Agents to interact with remote users, in
real time, to efficiently identify and resolve technical-support and customer-
service issues. As the eCare administrator, you will manage the eCare Service
Center and enable your Support Agents to provide fast and efficient service for
customers and fellow employees. Your Support Agents will be able to trouble-
shoot remote computers as if they were sitting right in front of them! Support
Agents can use eCare’s remote-access services to steer your customers and em-
ployees to the Web pages and information they need, send them files and appli-
cations, and even view or control their computers to help diagnose and resolve
their problems.

How CAN | CusToMIZE ECARE?

ENABLING AND DISABLING FEATURES

eCare’s feature-management system allows you to control whether or not certain
services and features are available to your Support Agents and customers. The
Features settings in the eCare Preferences Manager allow you to turn features on
and off to control eCare functionality, adjust eCare behavior to fit your organiza-
tion’s security and privacy policies, and gather information from customers and
Support Agents.

See “Features: Enabling and Disabling eCare Features” on page 36.

CUSTOMIZING THE LOOK AND FEEL

In addition to enabling and disabling specific features, you can completely cus-
tomize and “brand” the look and feel of your eCare service to make it consistent
with your corporate identity. The Appearance settings in the eCare Preferences

/6



How Can | Customize eCare? |7

Manager allow you to change the color scheme of both the customer and Support
Agent portals. You may also upload custom images to replace the default ones
used by your eCare service.

See “Appearance: Customizing the Appearance of your eCare Service Center” on
page 33.

PROVIDING MULTIPLE TIERS OF SUPPORT

eCare allows you to assign different levels of privilege to different Support Agent
profiles. By assigning different roles to different user profiles, you can create first-
tier Support Agents that supply chat-only support and second-tier Support Agents
with full remote-control and system-examination privileges. If the first-tier Sup-
port Agents cannot solve the customer’s problem, they can escalate the issue to a
second-tier Support Agent.

See “Creating User Profiles” on page 14.

PROVIDING MULTIPLE ACCESS PORTALS

The primary eCare portal, or entry point, allows your customers to fill out and sub-
mit trouble tickets. They are then placed in the trouble-ticket queue, where Sup-
port Agents will select tickets to assist.

However, in addition to the standard entry method, eCare provides several other
options that allow your customers may enter the trouble-ticket queue automati-
cally, without entering a trouble ticket. They may respond to an email invitation
submitted by a Support Agent, reconnect automatically after a reboot or session
interruption, or use a unique Web link generated by an external customer-
management system.

See “Signing In With eCare Portals” on page 10.

GATHERING INFORMATION WITH SURVEYS

With eCare surveys, you can gather information from both your customers and
your Support Agents. Customer-facing surveys provide the opportunity to collect
demographic information about your customers themselves, as well as the prob-
lems they are encountering and their level of satisfaction with the support they re-
ceive. Support Agents can also provide information about customer issues, as
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well as the problems that Support Agents themselves encounter during their
workday.

See “Customizing eCare Surveys” on page 41.

VIEW REPORTS

In the eCare Reporting Center, you can generate reports that summarize the activ-
ity on your eCare system and monitor the performance of specific Support Agents
or your entire support team.

You can view reports

Forindividual Support Agents
For all Support Agents as a group
For individual trouble tickets
Forindividual customers

See “eCare Reporting Center.”

ADMINISTERING YOUR ECARE SERVICE CENTER

As an eCare administrator, you can

e (reate, modify, and delete sign-in identities for yourself, your Support
Agents, and other administrators

e Sign Support Agents and administrators out of the eCare system

e Start and shut down your eCare service

e Set hours of operation for the eCare Service Center and specify the behavior
that occurs when it is closed

e (Customize or “brand” the appearance and behavior of your eCare Service

Center with custom files, templates, images, and messages

Create custom URL and Chat shortcuts for use by your Support Agents

Specify email addresses to be notified when a trouble ticket is submitted

Modify trouble-ticket submission, alert, and display options

Generate reports about the activity on your eCare Service Center

Note: Depending on your eCare installation, you may not have access to all
administrator privileges.
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SYSTEM REQUIREMENTS

SUPPORTED BROWSERS
eCare supports different Web browsers on Windows and Mac OS X computers.

e Windows—Microsoft Internet Explorer version 5.5-7.0
e Mac 0S X—Safari version 1.3 or later

SUPPORTED OPERATING SYSTEMS

e Windows 98 Second Edition, Windows 2000, Windows ME, Windows XP, and
Windows 2003
e Mac OS X version 10.3.9 or later



CHAPTER 2: SIGNING IN AND GETTING STARTED

To sign in to the eCare system as an administrator, open your browser and enter
the URL for the eCare Administrator portal. Enter your administrator user name
and password to access the administration tools.

SIGNING IN WITH ECARE PORTALS

Different eCare users will sign in to eCare through different portals. The portals
are customized for the different audiences that will use them.

THE ECARE CUSTOMER PORTAL

The primary eCare entry point, located at the top level of the eCare service, is in-
tended for your customers to submit trouble tickets. Customers who require as-
sistance will use the following URL to access your eCare Service Center.

http://<ecare-server>/<service-name>

You can either link to this URL or provide it to your customers for them to submit
support tickets.

By default, the eCare customer portal requests the customer to fill out a trouble
ticket with their contact information and a description of their problem. However,
with the Options tab in the eCare Preferences Manager (see page 31), you may
also set the trouble-ticket form to request only the customer’s email address.

[10



Signing In With eCare Portals |11

OTHER CONNECTION OPTIONS FOR CUSTOMERS

In addition to the basic customer portal, there are several other portals through
which your customers may enter the trouble-ticket queue automatically, without
entering a trouble ticket.

e The Email Invite service uses the Email Invite portal. This service allows your
customers to enter the trouble-ticket queue by responding to an email invita-
tion submitted by a Support Agent.

e The Reboot Computer service uses the Reconnect portal. This service allows
the Support Agent to reboot the customer’s computer. When the computer re-
starts, it automatically reconnects to eCare.

e The Connect to eCare link also uses the Reconnect portal. The link may be
saved to the customer’s desktop when the eCare session is established. If
the eCare session is interrupted, the customer may return to eCare by double-
clicking the link.

e The optional TicketConnector portal allows you to integrate the trouble-ticket
queue with an external customer-management system. The remote system
can generate a unique Web link, which the customer clicks to enter the
queue.

The Email Invite and Reconnect portals are installed by default with your eCare
service. You may disable these portals with the eCare Preferences Manager, un-
der the Automated Connection/Reconnection heading on the Features tab (see
page 36).

The TicketConnector portal requires special configuration of the eCare server.

THE ECARE SUPPORT AGENT PORTAL

Your Support Agents will use their own portal to access the eCare trouble-ticket
queue. Their portal is located at

http://<ecare-server>/<service-name>/agent

Support Agents must sign in before they can access the trouble-ticket queue and
begin assisting customers.

Note: Your eCare administrator credentials allow you to sign in to both the Sup-
port Agent and Administrator portals.
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THE ECARE ADMINISTRATOR PORTAL

The eCare Administrator portal provides access for eCare administrators to man-

age the eCare Service Center and the associated Support Agents. This portal is lo-
cated at

http://<ecare-server>/<service-name>s/admin
Administrators must sign in before they can manage the eCare Service Center.

Note: By default, the Administrator portal is always open. Its service hours cannot
be changed through the eCare user interface. This is to ensure that eCare admin-
istrators are not accidentally “locked out” of the eCare system.

CHANGING YOUR ADMINISTRATOR PASSWORD

You cannot change your own password through the Administrator portal. To
change your administrator password, you must sign in to eCare through the Sup-
port Agent portal. (Your eCare administrator credentials allow you to sign in to
both the Support Agent and Administrator portals.)

Once you have signed in to the Support Agent portal, click the Change Password
button. In the Change Password window, enter and confirm your new password.
Then click Submit. Your password is changed immediately.



CHAPTER 3: SETTING UP SUPPORT AGENTS AND
SCHEDULES

When you first sign in to the eCare Administrator portal, the Manage Access page
appears. You will use the Manage Access page to create, modify, and delete eCare
user profiles.

From the Manage Access page, you may also open additional pages to manage
your eCare Service Center:

e (Click View Reports to enter the eCare Support Reporting Center, in which you
can generate reports that summarize the activity on your eCare Service Center
and monitor the performance of your entire support team. eCare Reporting is
discussed in “eCare Reporting Center” on page 56.

e (lick Manage Hours to manage the operating schedule for your eCare Service
Center. See “Managing the eCare Service Center Operations Schedule” on
page 19.

¢  Click Edit Preferences to customize the appearance of your eCare Service Cen-
ter, enable and disable eCare features, and upload custom files. See chapter
4, “Managing Settings with the eCare Preferences Manager.”

e (lick Sign Out to sign out of the eCare Administrator portal.

MANAGING SUPPORT AGENTS AND ADMINISTRATORS

The Manage Access page displays the Support Agents and administrators that are
currently signed in to your eCare system. With the Manage Access page, you can
manage Support Agent and administrator profiles. You can also sign active ad-
ministrators and Support Agents out of the eCare system.

[13
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=
i €Care Support
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Copyright @ 2001-2005 Netopia, Inc. All rights reserved.

CREATING USER PROFILES

Every Support Agent and administrator identity in your eCare system requires its
own user profile. The user profile specifies the user name and password for sign-
ing in to eCare and the access privileges associated with that set of access cre-
dentials. The user profile may also include contact information.

The same process is used to create Support Agent and administrator profiles. The
user role you select when you create the profile will determine whether the new
user has administrator privileges.

TO CREATE A NEW SUPPORT AGENT OR ADMINISTRATOR USER PROFILE

1. On the Manage Access page, click the Add New Profile button.
The Add New Profile page appears.



2.
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Add New Profile
Note: You cannot use the following characters in any of the fields below: ', " ,< =
o 1 .
Sign In ID : First Name : Role _,e'lect!c:n L
Super Admin
Site Admin
Password : Last Name : Standard Admin
Premium Agent
Confirm Password : Email : Standard Agent
Fhone :

Submit Cancel

On the Add New Profile page, enter a user ID for the Support Agent in the Sign
In ID field. Then enter a password in the Password and Confirm Password
fields.

You cannot create the new user profile until the Password and Confirm Pass-
word boxes match exactly. The password must be at least 5 characters in
length. (The maximum length is 200 characters.) It may include numbers and
letters, both lower case and upper case.

Enter the Support Agent’s first and last names in the First Name and Last
Name fields.

The Name fields are not required. However, these fields are used in session-
transcript logging, making it easier for you to identify the associated Support
Agent. If you do not enter a name, eCare will display the phrase “Unidentified
Agent” to the customer during the eCare session.

Note: To protect the Support Agent’s privacy, only the first name is displayed
to the customer during eCare sessions. (If you wish to display the Support
Agent’s full name, use the Show Admin’s Full Name option on the Options tab
in the eCare Preferences Manager. See page 31.)

Enter the Support Agent’s email address in the Email field.

The Email field is not required. However, if it is not present, the Support
Agent will not be able to use the Email Transcript feature.

In the Role Selection list, select a user role. (See the following section, “Set-
ting the User Profile’s Role Assignment,” for details about assigning the role.
The roles that appear in the Role Selection list may vary depending on your
level of access privileges.)

The role assignment is required. It controls the eCare privileges that will be
available to the new user.
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6. When you are finished creating the new user profile, click Submit.

SETTING THE USER PROFILE’S ROLE ASSIGNMENT

The role you assign to the new user profile determines the eCare privileges that
will be available to the Support Agent or administrator using that profile. These
privileges are summarized in the Roles table at the bottom of the page. For exam-
ple, note that Standard Agents cannot use eCare’s remote-control features; these
features are reserved for Premium Agents.

To assign a role to the new Support Agent or administrator, select the role in the
Role Selection list. (Refer to the section at the bottom of the page for a list of the
privileges associated with each role.)

Role Selection :

Super Admin
Site Admin
Standard Admin
Premium Agent
Standard Agent

Note: The roles you may assign will vary depending on your own level of access
privileges. Your eCare service may also include custom roles. If you are unable to
assign the role you need, contact your site administrator or eCare Service
Provider.

The role assignment is required. You cannot create the new user profile until you
have assigned a role.

When you are finished creating the new user profile, click Submit.

MODIFYING USER PROFILES

The Modify Profile page allows you to update a selected user profile’s password,
role assignment, and other information.

You cannot change the user profile’s Sign In ID on the Modify Profile page. To
change the Sign In ID, you must create a new user profile.
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To MODIFY A SUPPORT AGENT OR ADMINISTRATOR USER PROFILE

1. On the Manage Access page, click Modify next to any user name to update
that user profile. You may update your own profile.

Support Agent and Administrator Profiles

admin Modify... Remove
agent Maodify... Remove
agentsharing Madify... Remove

The Modify Profile page appears.

Modify Profile
Note: You cannot use the following characters in any of the fields below: ', " .= =
g 1 .
Sign In ID : jillian First Name : Jillian Role Helect?cn :
Super Admin
Site Admin
Paszcword : esssssssess Last Mame : Blake Standard Admin
Premium Agent
Confirm Password : ssssssssss Email : jb@ecare.com Standard Agent
Phone :

Submit Cancel

2. Edit the user profile as needed. See the procedure under “Creating User Pro-
files” on page 14 for information about the available fields.

Note that you do not need to know the user profile’s current password in
order to change it. If the user of the profile has forgotten the password, you
can reset it here.

3. When you have finished making your changes, click Submit.

REMOVING USER PROFILES

To remove an existing user profile from the eCare system, click Remove next to
any user name in the Support Agent and Administrator Profiles area. Confirm the
removal to delete the user profile.
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Support Agent and Administrator Profiles

admin Modify... Remove
agent Modify... Remove
agentsharing Modify... Remove

Note that a Support Agent or administrator who is signed in to the eCare Service
Center is not automatically signed out when you delete the associated user pro-
file. The active user will retain the same eCare access privileges until they sign
out. However, it is recommended that you avoid deleting a Support Agent who is
currently assisting a customer, as it may affect the functionality of the active
eCare session.

If you wish to immediately deny eCare access to a certain user profile, you must
sign out the active user before you delete the user profile.

To sign an active user out of your eCare Service Center without deleting the user
profile, see the following section, “Signing Out Support Agents and
Administrators.”

SIGNING OUT SUPPORT AGENTS AND ADMINISTRATORS

The Support Agents Working and Administrators Working areas display the Sup-
port Agents and administrators currently signed in to your eCare system. You can
sign a Support Agent or administrator out of the eCare system by clicking Sign Out
next to the user’'s name. A window appears, allowing you to indicate whether or
not to notify the user who is about to be signed out. Choose Yes or No to complete
the sign-out process.

Administrators Working

superadmin Sign Out
admin

Do you wish to notify the administrator before signing
them out?

Yes No
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When you sign out a Support Agent, it frees a seat in your eCare Service Center for
another Support Agent to sign in.

Note: If you sign out a Support Agent who is actively helping a customer, the cus-
tomer’s trouble ticket will be escalated automatically. If you sign out an adminis-
trator who is actively making changes, their work will not be saved automatically.
Netopia recommends that you choose the Yes option in the sign-out window,
which notifies the administrator and allows them time to save their changes.

MANAGING THE ECARE SERVICE CENTER OPERATIONS SCHEDULE

To create and modify the operating schedule for your eCare Service Center, click

Manage Hours in the menu bar at the top of the main eCare Administrator
window.

eCare Support

“net pia

Manage Access | | View Reports | | Manage Hours

| Edit Preferences | | Sign Out

Entry Portals

Portal Name Current Weekly Schedule

Pending Schedule Updates (Requires service restart)
email-invite-login open

open | ¥
admin-login always-open (change not allowed)

reconnect-login

agent-login open
client-login open

Restart Service

Wweekly Schedules

Closed Actions
[open] Open 24 hours, 7 days a week [Display Default System Closed Message]
[9-5] Monday - Friday, 94M - 5PM PST Forward to Night Service
[Night] Evenings, Weekends, & Holidays

Display System Maintenance Message

Add New Schedule Modify Delete Add New Action Modify Delete
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You can associate a different operating schedule with each eCare portal. The de-
fault eCare configuration file sets all portals to be open at all times.

Note: By default, the admin-login portal is set to always-open. Its service hours
cannot be changed through the eCare user interface. This is to ensure that eCare
administrators are not accidentally “locked out” of the eCare system.

USING WEEKLY SCHEDULES

The default eCare installation includes one schedule, open, which is by default
configured to be open at all times. The open schedule is assigned to all eCare por-
tals (except admin-login, which is set to always-open).

USING CLOSED ACTIONS

When you set up a weekly schedule, you will specify its Closed Action. The Closed
Action specifies the behavior that occurs when customers visit your eCare Service
Center while it is closed. For example, the eCare system may display a message
indicating your hours of service, or it may forward the customer to a Web site with
FAQs and troubleshooting tips.

By default, the only Closed Action is to display the message “We are closed.
Please try again later.” If you wish to use a different Closed Action, create it before
you create or modify your schedule. See “Setting Up Closed Actions” on page 23.

ADDING A NEW SCHEDULE

To change the schedule for any portal, you may modify the existing open sched-
ule. However, it is recommended that you add a new one.

You can create multiple schedules for your eCare Service Center to handle holi-
days, vacations, or seasonal schedule changes. To create a new operating sched-
ule for your eCare Service Center, be sure you have created the desired Closed
Action (see “Setting Up Closed Actions” on page 23). Then click the Add New
Schedule button. The Add Weekly Schedule window opens.
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Add Weekly Schedule

Schedule ID :
Schedule Title : Time Zone : GMT-06:00

Available Actions :

Open for Service Display Default System Closed Message
Forward to Night Service Display System Maintenance Message
Submit Cancel
Instructions :
Click within a starting time slot to begin selection. Click Use the day and time buttons to select entire columns or
within an ending time slot to finish selection, then select an rows.

Action from the list above.

Schedule : Sunday Monday Tuesday Wednesday Thursday Friday Saturday
0:00
1:00

2:00

2:00

In the Add Weekly Schedule window, select a time block in the Schedule area.
Click once at the beginning of the block, then click again end of the block. (Do not
hold the mouse button down as you move the mouse.) Then click an Available Ac-
tion to apply the action to the time block. Repeat this process to assign an action
to each desired time block. When you are finished, click Submit.

Note: All hours in the eCare Administrator portal are in U.S. Central Standard
Time.

The Available Actions always include the default open and closed options. Multi-
ple “closed” options may be created, allowing you to control the behavior that oc-
curs when customers visit your eCare Service Center while it is closed. For details,
see “Setting Up Closed Actions” on page 23.
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MODIFYING A SCHEDULE

To modify an existing operating schedule for your eCare Service Center, select the
schedule you wish to modify and click the Modify button. The Modify Weekly
Schedule window opens.

Modify Weekly Schedule

Schedule ID :  6-5
Schedule Title : Monday - Friday, 64M - SPM Time Zone : GMT-06:00

Available Actions :
Open for Sarvice Display Default System Closed Message
Forward to Night Service Display System Maintenance Message

Submit Cancel

Instructions :

Click within a starting time =lot to begin selection. Click Usze the day and time buttons to =elect entire columns or
within an ending time slot to finish selection, then =select an rows.

Action from the list above.

Schedule :

Sunday Monday Tuesday Wednesday Thursday Friday Saturday

To modify the schedule, make your changes as described in “Adding a New
Schedule” on page 20. When you are finished, click Submit.

Note: You cannot change the Schedule ID on the Modify Weekly Schedule page.
To change the Schedule ID, you must create a new operating schedule.

DELETING A SCHEDULE

To delete a weekly schedule, select it in the Weekly Schedules area. Then click De-
lete. In the confirmation dialog box, click Yes to confirm the deletion.
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Be careful not to delete any schedule that is currently assigned to any portal. If
you delete a portal’s assigned schedule, the portal will be locked out.

SETTING UP CLOSED ACTIONS

The Closed Actions area on the Manage Access page allows you to control the be-
havior that occurs when customers visit your eCare Service Center while it is
closed. By default, a message appears to inform your customers that the eCare
Service Center is currently closed.

When you customize your closed action, you have two options in addition to the
default text message.

* You may display a custom message. For example, the message may indicate
that the Service Center is closed and specify its hours of operation.

*  You may forward the customer to another URL. For example, the customer
could be forwarded to a Web site with self-help resources such as FAQs and
troubleshooting tips.

Note: When a portal closes, it does not affect customers and Support Agents that
are already working. It affects only new ticket submissions and Support Agent
sign-ins.

ADDING A CLOSED ACTION

To create a new Closed Action for your eCare Service Center, click the Add New Ac-
tion button. The Add Closed Action window opens.
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Add Closed Action

This Action defines one of the ways that the system
will respond when eCare is closed.

Action ID :
Action Title :

Response by

® Display Custom Message
System :

" Redirect to Custom URL

Custom Message or
URL :

Submit Cancel

To CREATE A NEW CLOSED ACTION

1. Inthe Add Closed Action window, enter a brief Action ID in the Action ID text
box. The Action ID is the name used by the eCare system to identify the
Closed Action.

2. Enteran Action Title in the Action Title text box. The Action Title is a descrip-
tive title that will enable you to recognize the effect of the Closed Action.

3. Select a Response by System option.

e Display Custom Message specifies that a message will be displayed on
the eCare Service Center’s main page, such as an indication that the Ser-
vice Center is closed.

® Redirect to Custom URL specifies that the customeris forwarded to a new
URL, such as a different eCare Service Center.

4. Specify a message or URL in the Custom Message or URL text box.

If you specify a message, it cannot be more than 255 characters. If you need a
longer message, create a custom Web page with your message and specify its
URL instead.

If you specify a URL, be sure to enter the full URL, including http:// or https://.
5. Click Submit to create the new Closed Action.
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MODIFYING A CLOSED ACTION

To modify an existing Closed Action for your eCare Service Center, select the

Closed Action you wish to modify and click the Modify button. The Modify Closed
Action window opens.

Modify Closed Action

This Action defines one of the ways that the system will respond
when eCare is closed.

Action ID : forward
Action Title : Forward to Night Service

Response by

" Display Custom Message
System :

® Redirect to Custom URL

Custom Message  http://www.netopia.com
or URL :

Submit Cancel

To modify the Closed Action, make your changes as described in “Adding a
Closed Action” on page 23. When you are finished, click Submit.

Note: You cannot change the Action ID on the Modify Closed Action page. To
change the Action ID, you must create a new closed action.
DELETING A CLOSED ACTION

To delete a closed action, select it in the Closed Action area. Then click Delete. In
the confirmation dialog box, click Yes to confirm the deletion.

ASSIGNING A SCHEDULE TO A PORTAL

To assign a new schedule to a portal, open the Pending Schedule Updates drop-
down list for the desired portal. Each available schedule appears in the list. Se-
lect the desired schedule for each portal you wish to change.
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Note that, by default, the admin-login portal is set to always-open. Its service
hours cannot be changed through the eCare user interface. This is to ensure that
eCare administrators are not accidentally “locked out” of the eCare system.

Note: Schedule changes do not take effect until you restart your eCare service. For
more information about restarting your eCare service, see “Restarting Your eCare
Service” on page 51.



CHAPTER 4: MANAGING SETTINGS WITH THE ECARE
PREFERENCES MANAGER

To customize the appearance and behavior of your eCare Service Center, click Edit
Preferences in the menu bar at the top of the main eCare Administrator window.

Manage Access | | View Reports | | Manage Hours | | Edit Preferences | | Sign Out

Shortcuts ns Features

PENDING UPDATES: The values on this page will be applied at the next service restart.

Agent Tool Shortcuts
URL Label

The eCare Preferences Manager lets you brand the appearance and customize the
functionality of your eCare Service Center. With the Preferences Manager you can

e Use the Shortcuts tab to add customized URL and Chat shortcuts for use by
your Support Agents. See page 28.

e Use the Email Notifications tab to specify one or more email addresses to be
notified when a trouble ticket is submitted. See page 30.
Use the Options tab to manage trouble-ticket and other options. See page 31.
Use the Appearance tab to customize and brand the appearance of your
eCare Service Center. See page 33.

e Use the Features tab to control whether or not certain services and features
are available to your Support Agents and customers. See page 36.

e Use the Upload tab to upload custom versions of certain eCare support files,
such as style sheets and surveys. See page 38.

Note: Only one eCare administrator may use the eCare Preferences Manager at
one time. If a second administrator clicks Edit Preferences while you are working,

[ 27
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eCare displays the message “Someone else is currently editing the site prefer-
ences. Please try again when they have finished.”

SHORTCUTS: ADDING URL AND CHAT SHORTCUTS

With the Shortcuts tab, you can save frequently-used URLs and Chat statements
so that Support Agents do not have to type them each time.

Shortcuts Email Notifications Appearance Features

PENDING UPDATES: The values on this page will be applied at the next service restart.

Agent Tool Shortcuts

URL Label

ecare.netopia.com/tools Main tool links
Enter URL : Add Delete
Enter Label :

Restart Service

Push URL Shortcuts

URL Label

www.netopia.com From the makers of eCare!
Enter URL : Add Delete
Enter Label :

Restart Service

Chat Message Shortcuts

Messages

Tell me more.
I am going to control your computer now.

Enter Message : Add Delete

Restart Service

e Agent Tool Shortcuts are the Web sites that your Support Agents frequently
access. These shortcuts provide a quick and easy way for your Support
Agents to load company Web resources, such as corporate intranet pages,
product knowledge base information, or bug databases.

For example, if your customers frequently discover new bugs, an Agent Tool
Shortcut to your bug database would allow the Support Agent to quickly enter
the new bug or update a bug that has already been reported.
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e Push URL Shortcuts are Web sites that your Support Agents frequently send
to customers, such as FAQs or patch downloads. These shortcuts allow the
Support Agent to push the Web sites directly to the customer’s Web browser.

For example, your technical support organization may maintain a Web page
with links to downloadable files that the customer may need. Your Support

Agent can push this URL to the customer’s computer, and then use the Con-
trol Remote User service to download the necessary files.

Oryou may push a Web page that includes detailed instructions for a proce-
dure the customer can perform. The Support Agent can follow along as the
customer works, assisting as necessary.

e Chat Message Shortcuts are Chat statements that Support Agents may use
frequently in their conversations with customers. Saving these text strings
adds them to a shortcut menu, from which your Support Agents can select
them instead of constantly retyping them.

For example, you could create an explanation of what will occur when the
Support Agent uses the Control Remote User service to access the customer’s
computer, or an explanation of the Email Transcript feature. Or save a set of
instructions that may be useful to the customer after the eCare session. After
the Support Agent uses the Chat statement with those instructions, it will
appear in the session transcript.

To ADD AN AGENT TooL OR PusH URL SHORTCUT

1. Onthe eCare Preferences Manager menu bar, click Shortcuts.

2. Inthe appropriate section, enter the URL that you want to save in the Enter
URL text box.

3. Inthe Enter Label text box, enter a short description to identify the URL.
Click Add to save the URL shortcut.

To ADD A CHAT MESSAGE SHORTCUT
e Enterthe Chat message in the Enter Message text box and click Add.

Chat Message Shortcuts are limited to one line.

To REMOVE AN EXISTING AGENT TooL, PusH URL, oR CHAT MESSAGE SHORTCUT

e Select the URL or message and click Delete.
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Note: New URLs and chat shortcuts will not appear in the Support Agent interface
until you restart your eCare service. Similarly, deleted URLs and chat messages
will not be removed until you restart. For more information about restarting your
eCare service, see “Restarting Your eCare Service” on page 51.

EMAIL NOTIFICATIONS: CONFIGURING EMAIL NOTIFICATION

When you enable the email notification feature, eCare sends an email to one or
more email addresses every time a new trouble ticket is submitted. This frees
your Support Agents from constantly monitoring the eCare ticket queue or allows
managers to monitor the queue without signing in to eCare.

Shortcuts Email Notifications Options Appearance Features

PEMDING UPDATES: The values on this page will be applied at the next service restart.

Notifications

Addresses to be notified when a new ticket is submitted
ecareadmin@ecare.com

Enter Email Address : Add Delete

Restart Service

To SPECIFY AN EMAIL ADDRESS FOR NOTIFICATION

1. On the eCare Preferences Manager menu bar, click Email Notifications.

2. Inthe Enter Email Address text box, enter the email address to which notifica-
tion will be sent.

To streamline personnel changes, you may wish to use a group account or
alias for email notification.

3. Click Add to save the email address.
To remove an existing email address, select it and click Delete.

Note: Email notification address changes do not take effect until you restart your
eCare service. For more information about restarting your eCare service, see
“Restarting Your eCare Service” on page 51.
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OPTIONS: SETTING ECARE OPTIONS AND MESSAGES

The Options settings in the eCare Preferences Manager allow you to control the
customer information displayed in the Support Agent’s eCare session window, as
well as certain settings for the trouble-ticket queue and eCare session window
itself.

You may also specify messages to appear on the Support Agent and administrator
sign-in pages and the trouble-ticket submission page. And you may specify the
email addresses associated with the sending and receiving of eCare surveys.

Shortcuts 3 Options Features Upload

PENDING UPDATES: The values on this page will be applied at the next service restart.

Options

S Current Pending ~
Description Setting Updates =
Show E!dI'I'III'I = full name on RC or Analysis requests (first name only Bl r
otherwise).
Include the customer's name in the agent's ticket information frame. Enabled v
Include the customer's phone number in the agent's ticket information Enabled ™
frame.
]{nclude the customer's email address in the agent's ticket information Enabled ]
rame.
Include the ticket submission time in the agent's ticket information frame. Enabled v
Reduce the ticket submission form to a single email address field. Disabled - -
I_nc:lude an email link (to the customer) as part of each ticket entry in the Enabled ™
ticket queue.
Default color-depth for observe/control sessions. colord
Maximum file size for exchange (MEB). 2 2 set
Number of tickets to display per page. 2 2 set
Daily mes=sage for agent login page. Restart not required!

Current Setting
Pending Updates set

w

Restart Service

Note: The settings you can change may vary depending on your eCare installation.
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SETTING TROUBLE-TICKET OPTIONS

You can choose to enable or disable the inclusion of several different information
items in the trouble ticket. If you do not wish to gather detailed customer informa-
tion, you may also reduce the trouble-ticket submission form to a single email ad-
dress field.

To enable a customer information item for display in the Support Agent’s eCare
session window, select the check box next to it. (If it is already selected, leave the
check box in place.) To disable an option, clear the check box (or leave it empty if
it is already clear). Use the drop-down list and text boxes to set the color depth
and ticket display options.

Note: Changes to the trouble-ticket and session options and survey email
addresses do not take effect until you restart your eCare service. (You do not need
to restart your eCare service to change the daily message.) For more information
about restarting your eCare service, see “Restarting Your eCare Service” on

page 51.

SETTING ECARE SESSION OPTIONS

The Show Admin’s Full Name option allows you to display the Support Agent’s full
name to the customer during the eCare session. By default, to protect the Support
Agent’s privacy, only the first name is displayed. To display the full name, select
the check box next to the Show Admin’s Full Name option (if it is already selected,
leave the check box in place).

The Default Color Depth... option controls a setting for active eCare sessions.
(Support Agents may also change the color depth during a session.) Use the drop-
down list to specify the default color depth.

Note: Changes to the trouble-ticket and session options and survey email
addresses do not take effect until you restart your eCare service. (You do not need
to restart your eCare service to change the daily message.) For more information
about restarting your eCare service, see “Restarting Your eCare Service” on

page 51.

SPECIFYING MESSAGES

To specify a message that will appear on the sign-in page for Support Agents or
administrators, or on the trouble-ticket submission page for customers, specify
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the message in the appropriate box and click Set. You may use HTML tags such as
<b> and <i> to format the message.

You may wish to use messages to inform Support Agents and customers of un-
usual situations such as new product releases or temporary service outages. For
example, if a Web service that requires database access is down because of a
hardware failure, you can post a message on the ticket-submission page. This
may reduce the number of queries from customers who are unable to access the
database.

You do not need to restart your eCare service after you change the message.

SPECIFYING SURVEY EMAIL ADDRESSES

When a customer or Support Agent submits an eCare survey, eCare sends it to the
email address you specify on the Options tab. The “From” address attached to the
email is also set here.

Enter the desired email addresses in the Default Address From Which... and De-
fault Address To Which... fields.

Note: Changes to the trouble-ticket and session options and survey email
addresses do not take effect until you restart your eCare service. (You do not need
to restart your eCare service to change the daily message.) For more information
about restarting your eCare service, see “Restarting Your eCare Service” on

page 51.

APPEARANCE: CUSTOMIZING THE APPEARANCE OF YOUR ECARE
SERVICE CENTER

You can completely customize and “brand” the look and feel of your eCare service
to make it consistent with your corporate identity. The Appearance settings in the
eCare Preferences Manager allow you to change the color scheme of both the cus-
tomer and Support Agent portals. You may also upload custom images to replace
the default ones used by your eCare service.
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SETTING CustTOMm COLORS

The Colors area on the Appearance page allows you to specify the color of a num-
ber of eCare elements.

See “eCare Color Mapping” for detailed information about each eCare element
and where it is used.

Email Notifications Options Appearance Features Upload

PENDING UPDATES: The values on this page will be applied at the next service restart.

Colors
Description Current Setting Pending Updates ~
Admin background and Agent accent background £FFFFFF £FFFFFF
Admin foreground and Agent accent foreground £214C84 #214C84
Admin secondary foreground £000000 #000000
Admin and Agent button background #CDDEFF #CDDEFF
Admin and Agent button foreground -#214(:84 -#21.4(:84
Admin and Agent button border #CCCCCt #CCCCCC
Agent background and Admin accent background #EGEFFF #EGEFFF
i 221454 [N :21acss 4
Default Settings Current Settings Save

Restart Service

To CHANGE THE DEFAULT COLOR SCHEME

1. In text box associated with the eCare element you wish to customize, entera
six-digit hexadecimal color code.

When you click the next element you wish to customize, the element you just
changed will display the color you specified.

2. Repeat step 1 for the remaining elements you wish to customize.

3. Ifyou decide not to change the color for a particular element, delete its new
color code and enter the code from the Current Setting column.

To cancel all of your changes, click the Current Settings button.

To revert your entire eCare Service Center to the default color scheme, click
Default Settings.

4. When you are finished, click Save.
Note: Changes to the color settings do not take effect until you restart your eCare

service. For more information about restarting your eCare service, see “Restarting
Your eCare Service” on page 51.
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You may also use the custom.css file to manage the appearance of elements that
may not appear on the Appearance tab. The custom.css file overrides the Appear-
ance settings. See “Customizing Style Sheets” on page 49 for details.

UsING CusTOM IMAGES

You can upload custom images to eCare to replace the default eCare graphics and
logos with those for your company or organization.

Shortcuts Email Notifications Appearance Features

IMMEDIATE CHANGES: Images uploaded in this panel will be used in all pages served
after the upload completes.

Images

Description Default Setting Current Setting -

Client banner logo

Upload Custom Image...

To UPLOAD A CUSTOM IMAGE

1. Inthe/mages area on the Appearance page, locate the image that you wish to
replace. Click the Upload Custom Image link in the Current Setting column.

If the image you are replacing is already a custom image, the Upload Replace-
ment Image and Use Default links will appear instead of the Upload Custom
Image link.

e (Click Upload Replacement Image to upload a new custom image.
e  (lick Use Default to revert a custom image to the default eCare image.

2. The Browse field appears beneath the Images area. Click the Browse button
and select the file you want to upload.

3. Click the Send File button when you are ready to upload the file.
When you change images, they take effect immediately. You do not need to re-

start your eCare service. (You may need to clear your browser cache to force the
new image to appear.)
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FEATURES: ENABLING AND DISABLING ECARE FEATURES

In addition to customizing the look and feel of your eCare service, you may also
control whether or not certain services and features are available to your Support
Agents and customers. The Features settings in the eCare Preferences Manager al-
low you to turn features on and off to control eCare functionality, adjust eCare be-
havior to fit your organization’s security and privacy policies, and gather
information from customers and Support Agents.

Among other features, you can

Enable or disable all remote-control services: allow Support Agents to view or
control remote computers, or both; allow customers to view or control the
Support Agent’s computer, or both

Enable or disable all file-sharing services: allow your Support Agents to send
files to customers, receive files from customers, or both

Enable or disable the Examine System feature, which allows the Support
Agent to generate a system profile of the customer’s computer; you may also
control whether or not the Examine System report is automatically saved as
part of the associated session transcript

Enable or disable the Email Invite and Reconnect features, which allow the
customer to bypass the trouble-ticket form and enter the queue directly—
either by responding to an invitation from the Support Agent, or by reconnect-
ing to eCare after a reboot or session interruption

Specify when Support Agents and customers are presented with surveys
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Shortcuts Email Noti ons Options Features

PENDING UPDATES: The values on this page will be applied at the next service restart.

Feature Activation

Feature Enable b
Chatting

Enable agent-client chat feature i

Enable chat shortcuts for agents i

Push URLs

Permit agent to push URLs v

Enable URL shortcuts v

File Exchange

Permit agents to send files v —
Allow clients to share files v

Desktop Assistance

Allow agents to observe clients' screen v

Allow agents control of clients' screen v

Permit invitations for clients to observe agents' screen v

Permit invitations for clients to control agents' screen v

Client System-Analysis Display

Enable agent to examine client system v

Enable system to save analysis report v L

Restart Service

Note: The features you can enable and disable may vary depending on your eCare
installation.

To ENABLE AND DISABLE ECARE FEATURES

1.  Onthe eCare Preferences Manager menu bar, click Features.

2. By default, all eCare features are enabled. To disable a feature, clear the
check box in the Enable column.

Note: Feature changes do not take effect until you restart your eCare service. For
more information about restarting your eCare service, see “Restarting Your eCare
Service” on page 51.
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DISABLING THE SAVE ANALYSIS REPORT OPTION

By default, the eCare system saves data generated by the Examine System service
to the session archive. The Support Agent does not specify whether to save the
results; the examination results are saved automatically. Because the data is not
simply exported, and is saved as part of the ticket archive, it remains in the file
system until it is stored or removed. (The associated index record, which indi-
cates that the file was created, remains in the database permanently.)

The average report is approximately 1MB in size. Be sure that your system has ad-
equate storage capacity.

If you do not wish to save Examine System reports, clear the Enable System to
Save Analysis Report option.

UPLOAD: UPLOADING CuSTOM FILES

Another way to customize your eCare service is with custom files, which you can
upload from the Upload tab in the eCare Preferences Manager. With the Upload
tab, you can apply custom style sheets and sounds, and you can add custom sur-
veys for your customers and Support Agents.

For more information about using custom files and configuring them to meet your
needs, see chapter 5, “Using Custom Files.”
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Shortcuts Email Notifications Appearance Features
IMMEDIATE CHAMGES: Images uploaded in this panel will be used in all pages served
after the upload completes.
Custom Files
Description File Name Commands ~
Custom Cascading Style Sheets File Custom.css Upload File
Audible Alert Sound File alert.wav Upload File
CS55 File for Surveys SUrvey.css Upload File
Javascript File for Surveys survey.js Unload File
S v

Note: The files you can upload may vary depending on your eCare installation.

To UPLOAD A CUSTOM FILE

1. Onthe eCare Preferences Manager menu bar, click Upload.
2. Click the Upload link next to the file you wish to replace.

3. The Browse field appears beneath the Custom Files area. Click the Browse
button and select the file you want to upload.

You do not need to rename the file before you select it. When you upload the
file, it is automatically renamed to match the default file name that eCare
uses. (For example, if you upload a new file called “ping.wav” to replace the
existing Audible Alert Sound File, the new file will be renamed “alert.wav.”)

4. Click the Send File button when you are ready to upload the file.
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When you upload custom files, most take effect immediately. Unless you up-
loaded a new email template, you do not need to restart your eCare service.

New email templates are not used until you restart your eCare service. For more
information about restarting your eCare service, see “Restarting Your eCare Ser-
vice” on page 51.

RESTORING DEFAULT FILES

If for any reason you wish to restore the default version of any file, and you do not
have the original files saved, you may download a ZIP archive of all default files
from

http://<ecare-server>/<service-name>/ecare4/templates.zip

Extract the desired file and upload it normally. For details, see chapter 5, “Using
Custom Files.”



CHAPTER 5: USING CUSTOM FILES

eCare supports extensive customization options, including the ability to create
and upload custom files. You can modify eCare surveys, style sheets, and the
Email Invite email template. Once you have modified the desired files, you can
upload them directly from the Upload tab in the eCare Preferences Manager. With
the exception of the email template, uploaded files are effective immediately. You
do not need to restart the eCare server to enable them.

BEFORE YOU MODIFY FILES

If you wish to modify any eCare files, be sure you know what you are doing. HTML,
CSS, and JavaScript skills are recommended.

If you are modifying files for the first time, download them in a package from
http://<ecare-servers/<service-names/ecare4/templates.zip

If you are already using custom files, be sure to back them up before you start
making changes.

CusTOMIZING ECARE SURVEYS

eCare’s survey feature lets you monitor customer service levels and find out how
your Support Agents are using eCare. As an eCare administrator, you have direct,
immediate control over many aspects of surveys:

Which surveys are offered, and when

The number of questions

The content of each question and the response options

The appearance of the survey, through either the parent eCare style sheet or
a special survey-only style sheet

e  Where the results are sent

[ 41
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The survey results can even include dynamic content, such as trouble-ticket infor-
mation or the Support Agent’s name, by referencing JavaScript objects that are
pre-populated by the eCare server.

Once you have configured the survey components to meet your needs, you can
upload them directly from the eCare Administrator portal to the eCare server.

SURVEY TYPES

eCare supports both client and agent surveys. Surveys can be enabled and dis-
abled individually. There are five different times when a survey may be presented.

The Client Entry survey is presented to the customer after they fill in their
trouble-ticket information and before the ticket is added to the ticket queue.
This survey may be used to gather demographic information about the cus-
tomer or determine whether they have visited your eCare Service Center
before.

The Client Exit survey is presented to the customer when their eCare session
is complete and the Support Agent resolves their trouble ticket. This survey
may be used to gather customer satisfaction information, determining
whether the customer was pleased with the eCare service and the assistance
provided by the Support Agent.

The Agent Entry survey is presented to the Support Agent when they accept a
trouble ticket. This survey may be used to determine whether Support Agents
tend to receive adequate information from the data the customer submitted.
The Agent Exit survey is presented to the Support Agent when an eCare ses-
sion is complete and the Support Agent resolves the trouble ticket. This sur-
vey may be used to gather suggestions for new customer support or
knowledge base documentation, or determine areas in which your Support
Agents may require additional training or technical assistance.

The Agent Logout survey is presented to the Support Agent when they sign
out of the eCare Service Center. This survey may be used to gather informa-
tion about the Support Agent’s overall eCare experience.

You can control which surveys are used with the Surveys controls on the Features
tab in the eCare Preferences Manager. See “Features: Enabling and Disabling
eCare Features” on page 36.
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SURVEY COMPONENTS

Every eCare survey is comprised of

e An HTML form that contains the survey text, including questions, answers,
and explanatory text. Each question and answer is an HTML input element.
Each survey uses a unique HTML file, which you may edit individually.

e AJSP page, in which the HTML form is embedded when the survey is pre-
sented. The JSP page references the survey.js file for the functions needed to
process the survey. All surveys use the same JS and JSP files.

e An optional survey.css file, which controls styles only for eCare surveys. Sur-
vey appearance may also be controlled with the Appearance tab in the eCare
Preferences Manager (see page 33) or the custom.css file (see page 49), but
the survey.css file overrides both of these.

When the survey is filled out and submitted, the results are emailed as an XML
string to the email address you specify on the Options tab in the eCare Prefer-
ences Manager (see page 33).

CUSTOMIZING SURVEY QUESTIONS, ANSWERS, AND
APPEARANCE

If the default survey questions do not fit your needs, you can modify them or add
more questions as desired.

The first time you edit surveys, you can download their default HTML files, JSP file,
and CSS file from

http://<ecare-servers/<service-names/ecare4/templates.zip

If you are satisfied with the number of questions in the default survey, you need
to edit only the HTML file. If any survey requires more than 4 questions answered
with radio buttons, you will need to edit the JSP file as well.

EDITING THE HTML FILE
To edit the HTML include file, open it in any text editor.

¢script> Section

At the top of each HTML include file is a <script> section. The if (survey)
statement within this section specifies the information items that will be
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submitted along with the survey responses. You may edit this section if you wish
to change the information items that are submitted with the survey results.

For example, the Agent Logout Survey includes the following section.

if (survey)

survey. info_agent name.value = agentBean.firstName
+ " " + agentBean.lastName;

survey. info_agent_phone.value = agentBean.phone;

survey.info_agent _email._value = agentBean.email;

}

Each information item is in the form
survey.infoltemlD.value = dataBean.dataBeanField

where

infoltemlD Specifies an identifier for the information item that will appear
in the survey email.

For example, the information item specified by

survey. info_agent_phone.value

will appear in the email as
<info_agent_phone>5551212</info_agent_ phone>

You may use any sort of identifier you wish. However, it should
not contain spaces.

dataBean Specifies the data bean JavaScript object that contains the de-
sired information item in the form of a data bean field.
For a list of valid data beans, see the table “Available Data
Beans” below.

dataBeanField

Specifies the data bean field that corresponds to the desired in-
formation item.



For a list of valid data bean fields, see the table “Available Data
Bean Fields” below.
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Available Data Beans

Survey Type Data Beans Available
Client Entry userBean, clientTicketBean
Client Exit userBean, clientTicketBean
Agent Entry userBean, agentTicketBean, agentBean
Agent Exit userBean, agentTicketBean, agentBean

Agent Logout

agentBean

Available Data Bean Fields

Data Bean

Data Bean Fields Available

userBean

firstName, lastName, phone, email

clientTicketBean

ticketld, ticketStatus, ticketStatusString,
ticketServicingAgentName, description,
authToken, createDate, createdTime,
localizedCreatedTime

agentTicketBean description, ticketld, createdDate,
CreatedTime, localizedCreatedTime,
servicingAgentName, servicingAgentld,
serviceTime, ticketStatus

agentBean email, firstName, lastName, phone,

agentld, alias

Note: If you add or change an infoltemlD in the <script> section, you must

also edit the <input> lines in the survey form. See the following section.

HTML Questions Section

Below the <script> section is the HTML for the survey form and content.

If you added or changed an infoltemlD in the <script> section, you must
edit the series of <input> lines within the form to match.
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<input type=hidden name="infoltemID" value="" >
For example, if you added the agentID information item by adding the line
survey.info_agent ID.value = agentBean.agentlD;

You must also add the <input> line

<input type=hidden name="info_agent ID" value= >

Then edit the survey questions and answers using the default questions as a
model. When you are finished, save and close the file.

If your survey uses up to four questions, you are ready to upload the new survey
file. See “Upload: Uploading Custom Files” on page 38. If your survey includes
more than four questions, however, you will need to modify the default survey.js
file. Continue to the following section.

EDITING THE SURVEY.JS FILE

If your survey uses up to four questions, you do not need to modify the default de-
fault survey.js file. If your survey includes more than four questions, however, you
will need to add an additional line for each question.

To edit the survey.js file, open it in any text editor.

At the top of the survey.js file, edit the FixRadioButtons function by adding a
new storeGroupAnswer line for each new question.

function FfixRadioButtons()
{
storeGroupAnswer (document.SurveyForm.ql_local,
document.SurveyForm.ql_answer);
storeGroupAnswer (document.SurveyForm.q2_local,
document.SurveyForm.q2_answer);
storeGroupAnswer (document.SurveyForm.q3_local,
document.SurveyForm.q3_answer);
storeGroupAnswer (document.SurveyForm.q4_local,
document.SurveyForm.q4_answer);

}

The total number of storeGroupAnswer lines must match the number of ques-
tions in the survey with the largest number of questions. Extra
storeGroupAnswer lines are acceptable.
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When you are finished, save and close the file. Then upload the saved file as de-
scribed in “Upload: Uploading Custom Files” on page 38.

EDITING THE SURVEY.CSS FILE

The optional survey.css file controls styles only for eCare surveys. By default, the
survey.css file is empty. You can add styles to the file to customize survey appear-
ance. To edit the survey.css file, open it in any text editor.

The survey.css file uses standard CSS format. To determine the classes used by
each element in your survey, view the survey HTML include files. You may also
create custom classes when you edit the survey files.

Note: Survey appearance may also be controlled with the Appearance tab in the
eCare Preferences Manager (see page 33) or the custom.css file (see page 49).
The survey.css file overrides both of these.

ADDING THE SESSION DURATION TO AN EXIT SURVEY

If desired, you may add the session duration to the eCare exit surveys, which are
presented to the customer and Support Agent when the Support Agent resolves
the trouble ticket.

To ADD THE SESSION DURATION TO AN EXIT SURVEY

1. In any text editor, open the HTML include file for the customer or Support
Agent exit survey.

2. Add the following line to the clientExitSurvey_include.html file.

<input type=hidden name="info_duration"
value=""<%=StringUtil.timeStrFromSecs((System.currentTimeMillis() -
theClientTicketBean.getCreatedTime().getTime()) 7/ 1000)%>"">

For the agentExitSurvey_include.html file, replace
theClientTicketBean with theAgentTicketBean.

3. Save and close the file.
Upload the changed files to your eCare server. See “Upload: Uploading Cus-
tom Files” on page 38.

You do not need to restart the eCare server. The new surveys, if enabled, will take
effect immediately.
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Note: The session duration reported by exit surveys is longer than the duration
reported in the eCare Reporting Center. eCare Reports calculate session duration
as the interval between when the ticket was submitted and when it was resolved.
Exit surveys calculate the duration as the interval between when the ticket was
submitted and when the customer or Support Agent submitted the exit survey.

UPLOADING SURVEYS AND SUPPORT FILES

Once you have edited the desired survey HTML include files, ]S file, and CSS file,
upload them to the eCare server. For details about the file upload feature, see
“Upload: Uploading Custom Files” on page 38.

You do not need to restart the eCare server. The new surveys, if enabled, will take
effect immediately.

ENABLING SURVEYS AND SETTING OPTIONS

Once your surveys and survey support files have been uploaded, you can control
which surveys are used. Use the Surveys controls on the Features tab in the eCare
Preferences Manager. See “Features: Enabling and Disabling eCare Features” on

page 36.

The Preferences Manager can also control other survey options:

e When a customer or Support Agent submits an eCare survey, eCare sends it
to the email address you specify on the Options tab. The “From” address at-
tached to the email is also set here. See “Specifying Survey Email Ad-
dresses” on page 33.

e With the Appearance tab, you can control styles that you did not include in
the survey.css file. (For surveys, the survey.css file overrides settings you
make on the Appearance tab.) See “Appearance: Customizing the Appear-
ance of your eCare Service Center” on page 33.
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USING OTHER CUSTOMIZABLE FILES

You can also customize other eCare support files, including style sheets and the
email template used by the Email Invite service.

CUSTOMIZING STYLE SHEETS

The optional custom.css file controls eCare the appearance of many eCare ele-
ments. By default, the custom.css file does not exist. You can create and upload
the file to manage eCare styles.

Note: eCare styles may also be controlled with the Appearance tab in the eCare
Preferences Manager (see page 33). The custom.css file overrides the Appear-
ance settings.

To EDIT THE CUSTOS.CSS STYLE SHEET

1.
2.

With any text editor, create a new file called custom.css.

To find the correct name for the classes you wish to change, load the eCare
page that contains those classes. Right-click the desired element and
choose View Source.

Note: Do not use the View » Source menu option in your Web browser. This
method will load the source for the eCare frameset, and will not display the
class names.

Add the classes you wish to change to the custom.css file. Using standard
CSS rules, specify the appearance for each class.

The custom.css file uses standard CSS format.
Save and close the file.

Upload the file from the Upload tab in the eCare Preferences Manager. See
“Upload: Uploading Custom Files” on page 38 for details. You do not need to
restart the eCare server.

Shut down your Web browser to clear its cache. Then restart your browser
and sign in to eCare to test your changes.
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CUSTOMIZING THE EMAIL TEMPLATE

Using the emailTemplates.xml file, you can control the content and appearance of
the email that eCare sends to the customer when a Support Agent submits an
email invitation.

To EDIT THE EMAILTEMPLATES. XML FILE

1. If necessary, download the emailTemplates.xml file, located in the
templates.zip package at
http://<ecare-servers/<service-names/ecare4/templates.zip

2. Open thefile in any text editor.

3. Edit the email text carefully. You may also edit the text enclosed in the
<subject> and <sender> tags.

Elements that appear in all capital letters surrounded by @ symbols, such as
@AGENTNAMEQ@, are replaced with the appropriate text when the email is
generated. Do not remove the @URL@ element, which is the alias for the URL
the customer will use to connect directly to eCare. Do not change any of the
XML tag names.

Note: The <sender> element specifies the email address that will appear in
the email invitation’s From field. The email will not use the specific Support
Agent’s email address.

4. Onceyou have made your changes, save and close the file.

5. Upload the file from the Upload tab in the eCare Preferences Manager. See
“Upload: Uploading Custom Files” on page 38 for details.

6. Restart the eCare server.



CHAPTER 6: MARAE

The Marae system is the backbone on which eCare is built. With the Marae
Administration page, you can restart eCare and manage several aspects of its
shutdown behavior.

RESTARTING YOUR ECARE SERVICE

Before certain eCare configuration changes can take effect, you must shut down
and restart your eCare service. These configuration changes include

Assigning schedules to entry portals

Changing URL and Chat shortcuts

Adding and removing Email Notification addresses
Modifying trouble-ticket display options
Changing the color scheme for your eCare service

You do not need to restart your eCare service after each configuration change; you
may wait to restart until after your have finished making all of your configuration
changes.

Note: Only administrators with Site Admin privileges may restart the eCare ser-
vice. By default, only the superadmin account for your eCare installation will have
these privileges. If you have only Standard Admin privileges, contact your
superadmin user to perform the restart.

TO SHUT DOWN AND RESTART YOUR ECARE SERVICE

1. On any eCare administration page, click the Restart Service button.
eCare displays the server’s operational status window.
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Initiate Marae System Shutdown
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Marae Administration

System Status
Current Ste: o008

Current Users: 1

Active
Applications:
Available Operations

View Upgrade Log

{warns users using message below)

Refresh Display

Click the Initiate Marae System Shutdown link to begin shutting down the
eCare service.

If no delay period is specified in the Auto Shutdown Delay field at the
bottom of the page, the eCare service is shut down immediately. All
eCare sessions for your eCare service are terminated. Any active custom-
ers or Support Agents are forced off the eCare service.

If a delay period is specified in the Auto Shutdown Delay field, the
shutdown will occur after the delay period elapses. During this interval,
customers and Support Agents who are currently in an active eCare ses-
sion will be warned of the pending shutdown.
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A http://10.10. 28. 28 - eCare Support

Message from system administrator: The system is about to undergo
maintenance. Please complete your work. You will be logged out in 1
minute.

DK

] Done # Internet

To cancel the shutdown during the delay period, click Cancel Marae Sys-
tem Shutdown. To override the delay and shut the eCare service down
immediately, click Shutdown Marae System.

When the countdown is complete, all eCare sessions for your eCare ser-
vice are terminated. Any active customers and Support Agents are forced
off the eCare service.

3. When the shutdown is complete, the Current State information item displays
Shutdown and the Start Marae System link replaces the Initiate Marae System
Shutdown link. Click the Start Marae System link to restart your eCare service.

The restart is complete when Current State information item returns to Running.

MANUALLY RESTARTING YOUR ECARE SERVICE

In certain situations, you may need to restart your eCare service manually. For ex-
ample, if you shut down eCare but close your browser before restarting it, you will
not be able to sign in to eCare to access the Marae Administration page.

In this situation, open the Marae Administration page directly by entering the fol-
lowing URL.

http://<ecare-servers/<service-names/manage

Sign in with your administrator credentials, and then follow the “To shut down
and restart your eCare service” procedure above to restart the eCare service.
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USING THE UPGRADE REPORT

eCare now generates an upgrade report when you upgrade an existing eCare ser-
vice to eCare 4.5.2 (or later). On the Marae Administration page, click the View Up-
grade Log link to display the report.

The upgrade report includes such items as updates, changes, or additions to da-
tabase tables, changes to certain configuration files, and certain bug fixes.

The report also includes a listing of any changes made during the upgrade to data
stored in the eCare database. This report, along with pre-upgrade database back-
ups, allows you to maintain a complete audit trail of all eCare data.

When you click the View Upgrade Log link, the upgrade report opens in a new win-
dow. The data it includes may vary depending on the previous versions of eCare
you have installed, the size of your database, and other factors. If any data in your
eCare database was changed, click the Details link for information about the
change.

MANAGING MARAE SETTINGS

In addition to starting and shutting down the eCare service, the Marae Adminis-
tration page provides status information and controls a number of shutdown be-
havior options.

e The System Status area provides a quick overview of eCare status and the
number of active users.

e The Available Operations provides controls for shutting down and restarting
eCare.

e The System Settings area specifies certain aspects of shutdown behavior.
See “Specifying System Settings,” below.

e The Startup Log area logs the events that occur during system startup.

SPECIFYING SYSTEM SETTINGS

The System Settings area specifies certain aspects of shutdown behavior.

e Shutdown Web-page Text—Specifies the text that appears when any user at-
tempts to access any eCare URL while the server is shut down. Note that this
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is not the Closed Action that occurs when the eCare portal is closed but the
eCare server is still running. (See “Setting Up Closed Actions” on page 23 for
information about Closed Actions.)

e Shutdown Warning Message—Specifies the text that appears in the warning
dialog box that appears to active users when you initiate a system shutdown.

e Shutdown Cancelled Message—Specifies the text that appears in the dialog
box that appears to notify active users that you have cancelled a pending sys-
tem shutdown.

e Auto Shutdown Delay—Specifies the time period, in seconds, that elapses
between the time you click the Initiate Marae System Shutdown link and the
time the shutdown occurs.

To change any of the settings, enter the new message or delay time and click the
Update button associated with the field.

Note: If you wish to change more than one setting, you must change them one ata
time. Change the first setting, click Update, and then change the next setting.
When you click the Update for any field, any changes to other fields are
discarded.



APPENDIX A: ECARE REPORTING CENTER

In the eCare Reporting Center, you can generate reports that summarize the activ-
ity on your eCare system and monitor the performance of specific Support Agents

oryour entire support team.
To open the eCare Reporting Center, click the View Reports button at the top of
the Manage Access page.

The eCare Reporting page opens.

| Manage Access | | View Reports | | Manage Hours | | Edit Preferences | | Sign Out |
| Report Types || Query Criteria |

Daily Agent Activity Profile

Agent Activity Profile

m Security Events

wrchive

t Listing

Ticket Listing Ex

Generate Report

/|56
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From the main eCare Reporting page, you may generate many different report
types:

e Daily Agent Activity Profile, which provides a day-by-day summary of each
trouble ticket handled by one or more Support Agents. See page 58.

e Agent Activity Profile, which provides a report of the eCare sessions handled
by individual Support Agents. See page 59.

e Service Activity Summary, which lists each eCare service and indicates the
amount of usage for each service. See page 63.

e Ticket Listing, which provides a list of eCare sessions that match the criteria
you specify. See page 64.

e Daily Ticket Summary, which provides a day-by-day summary of the trouble
tickets handled by one or more Support Agents and how the trouble tickets
were resolved. See page 67.

e Ticket Session, which provides a summary of a single eCare session. See
page 69.

e System Security Events, which provides a list of security- and account-
related activity on your eCare server. See page 71.

¢ Ticket Archive, which allows you to view (and save to your computer) a full
transcript of a single eCare session. Depending on your eCare installation,
you may also be able to save and play back recordings of eCare remote-con-
trol sessions. See page 73.

¢ Ticket Listing Export (XSLT), which allows you to export an XML file that con-
tains a summary of eCare sessions that match the criteria you specify. See
page 76.

e Ticket Listing Export (Excel 2003), which allows you to export an XML file,
which you can import into Microsoft Excel 2003, containing a summary of
eCare sessions that match the criteria you specify. See page 79.

e Ticket Listing Export (Excel, CSV), which allows you to export a CSV file,
which you can import into Microsoft Excel, containing a summary of eCare
sessions that match the criteria you specify. See page 82.

Each option is discussed further in the following sections.

Note: All the eCare reports you generate will match all the criteria you specify in
the report query. eCare queries do not support wildcards.

All timestamps in the eCare Reporting Center are U.S. Central Standard Time.
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GENERATING AND USING A DAILY AGENT ACTIVITY PROFILE

The Daily Agent Activity Profile provides a day-by-day summary of each trouble
ticket handled by a single Support Agent (or by multiple Support Agents, reported
individually). The report lists each trouble ticket handled by the specified Sup-
port Agent, the session duration, and whether it was Resolved or Escalated.

For example, with this report you can quickly determine whether your Support
Agents are handling the expected number of trouble tickets, whether the average
length of their eCare sessions is within expected limits, and whether they are es-
calating the expected number of trouble tickets.

To GENERATE A DAILY AGENT ACTIVITY PROFILE

1. Open the Daily Agent Activity Profile query page by clicking the link on the
main eCare Reporting page.

Report Types | Query Criteria |
Daily Agent Activity Profile
o n Date : i all
Agent Activity Profile -
__ " vesterday
ervice Activity Summary
: . =t " Today
Ticket Listing " Range
From | R || w || hed |
o [ v vl ¥
System
Ticket Archive SUREINE FEEE -
Ticket Listi x| [ ) admin A
agent )
Ticket Listi agentsharing
guest
Ticket Listing Export (Excel, CSV) super 3

2. Inthe Date area, choose a radio button to specify the day or time period you
wish to search. If you choose the Range option, use the drop-down lists to
specify a date range.

3. Inthe Support Agent list, double-click the user ID of the Support Agent or
administrator for whom you wish to generate a report. (Note that the selec-
tion must appear in the Support Agent text box; if it is only highlighted in the
list, it will not be used.) Guest indicates all activity related to your eCare
customers.
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Separate multiple user IDs with commas. User IDs are case-sensitive. The
Support Agent text box does not allow a partial-name or wildcard search.

If you do not specify a user ID in the Support Agent text box, the generated
report will include activity for all users.

4. Click Generate Report to generate the report.
The output report displays a summary of the ticket dispositions that match your

search criteria. If you enter no search criteria in the form, all eCare sessions for all
Support Agents will be included.

Daily Agent Activity Profile Date : 2006-08-22 through 2006-08-24
Support Agent : cleon

cleon

Aug 22, 2006 1430 14 221 Yes

Aug 22, 2006 1431 10 772 Yes Yes

Aug 22, 2006 1434 el 1173 Yes

Subtotal/Avg. 3 tickets 11.0 722.0 1 3

Aug 23, 2006 1435 23 272 Yes

Aug 23, 2006 1437 154 883 Yes

Aug 23, 2006 1438 S 259 fes

Aug 23, 2008 1439 15 113 Yes

Aug 23, 2006 1441 46 215 Yes

Subtotal/Avg. S tickets 51.4 356.4 4 1

Aug 24, 2006 1443 5 73 =

Aug 24, 2006 1444 7 120 es

Subtotal/Avg. 2 tickets 6.0 96.5 0 2
Total/Avg. 10 tickets 30.2 414.1 5 5
Report Total/Avg. 10 tickets 30.2 414.1 5 6

GENERATING AND USING AN AGENT ACTIVITY PROFILE

The Agent Activity Profile provides a report of the eCare services an individual
Support Agent (or multiple Support Agents, reported individually) used during
their eCare sessions.

Note: In this context, eCare service refers to the different types of remote-control
and file-transfer services that a Support Agent can use during an eCare session. It
does not refer to multiple eCare services residing on different servers or URLs.

For example, with this report you can determine whether a specific Support Agent
is making full use of all services and spending the expected amount of time using
different services.
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To GENERATE AN AGENT ACTIVITY PROFILE

1.

Open the Agent Activity Profile query page by clicking the link on the main
eCare Reporting page.

| Report Types || Query Criteria |
Daily Agent Activity Profile
Date : * all

" vesterday

" Today

" Range
Frcm| ~ || v || 4 |
T [ v~

Support Agent :

admin ~
agent —
agentsharing
guest
super

[Fe | |

Activity :

created ~
TicketConnectedEmaillnviteAgent —
TicketReconnectedAgent —
TicketAccepted
TicketEscalated

b

In the Date area, choose a radio button to specify the day or time period you
wish to search. If you choose the Range option, use the drop-down lists to
specify a date range.

In the Support Agent list, double-click the user ID of the Support Agent or
administrator for whom you wish to generate a report. (Note that the selec-
tion must appear in the Support Agent text box; if it is only highlighted in the
list, it will not be used.) Guest indicates all activity related to your eCare
customers.

Separate multiple user IDs with commas. User IDs are case-sensitive. The
Support Agent text box does not allow a partial-name or wildcard search.

If you do not specify a user ID in the Support Agent text box, the generated
report will include activity for all users.
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In the Activity list, double-click the type of eCare session activity for which
you wish to generate the report. (Note that the selection must appear in the
Activity text box; if it is only highlighted in the list, it will not be used.)

For example, TicketAccepted allows you to view all eCare sessions that were
accepted by a Support Agent, whether or not they were resolved, while
TicketEscalated allows you to view only the sessions that were escalated. See
“Session Activity Types” on page 62 for information about the available
session-activity types.

Separate multiple session-activity types with commas. Activity types are
case-sensitive. The Activity text box does not allow a partial-name or wild-
card search.

If you do not specify a session-activity type in the Activity text box, the gener-
ated report will include all eCare sessions.

Click Generate Report to generate the report.

The report displays a list of eCare sessions that match your search criteria. If you
enter no search criteria in the form, all eCare session listings will be retrieved.

Note that the report lists only the activity that relates to eCare support sessions.
Administrative activity is not reported in the Agent Activity Profile.
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Agent Activity Profile

Support Agent : All
peri Remote Uszer Viewing 20:43:46 13: ~9
peri Remote User Assist 3 DD:D2 1.“ 07:12:20 02:3?:00 07:31:02
peri Examine System 4 00:01:10 08:24:14 02:31:21 10:05:25
peri URL Push 1 00:03:56 00:03:56 00:03:56 00:03:56
peri Support Agent Assist 5 00:00:57 20:43:46 08:13:15 49:19:31
peri Chat 8 00:03:56 08:24:14 02:32:02 32:56:30
Totals for peri 23 21:44:53
cleon Remote User Viewing 22 00:05:40 52:52:19
cleon Support Agent File Transfer 33 00:00:00 36:42:39
cleon Remaote User File Transfer 42 00:00:00 51:13:13
cleon Remote User Assist 107 00:01:10 22:37:13
cleon Examine System g9 00:00:00 03:01:38
cleon URL Push 67 00:00:00 00:48:33 4:4
cleon Support Agent Assist 139 00:00:00 00:48:01
cleon Chat 211 00:00:00 00:59:50
Totals for cleon 710
mina Remote User Viewing 2 00:26:23 08:19:33 17:05:29
mina Support Agent File Transfer 2 04:56:13  08:19:33 13:15:46
mina Remote User File Transfer 2 00:26:23  08:19:33 05:38:42
mina Remote User Assist 3 00:03:50 08:19:33 02:56:35 08:49:46
mina Examine System 2 00:26:23 08:19:33 04:22:38 17:31:52
mina URL Push 2 04:56:13 08:19:33 06:37:53 13:15:46
mina Support Agent Assist 3 00:03:50 08:19:33 04:19:12 25:55:15
mina Chat 10 00:00:00 08:19:33 04:32:03 21:37:16
Totals for mina 26 07:09:52
Totals for All 774 46:19:26

SESSION ACTIVITY TYPES

The Activity text box and list allows you to limit the search results to eCare ses-
sions meeting certain criteria.

Created—The trouble ticket was created; it may or may not have been ac-
cepted or resolved.

TicketConnectedEmaillnviteAgent—The trouble ticket was created when the
customer clicked the link in an email invitation; it may or may not have been
accepted or resolved.

TicketReconnectedAgent—The trouble ticket was created when the customer
reconnected to eCare after a reboot or session interruption; it may or may not
have been accepted or resolved.

TicketAccepted—The trouble ticket was accepted; it may or may not have
been resolved.

TicketEscalated—The trouble ticket was escalated.

TicketAbandoned—The trouble ticket was abandoned by the eCare customer
(the customer left eCare before or during the eCare session).
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e TicketDeleted—The trouble ticket was deleted by a Support Agent.
¢ TicketResolved—The trouble ticket was resolved.

GENERATING AND USING A SERVICE ACTIVITY SUMMARY

The Service Activity Summary lists each eCare service and indicates the amount
of usage for each service.

Note: In this context, eCare service refers to the different types of remote-control
and file-transfer services that a Support Agent can use during an eCare session. It
does not refer to multiple eCare services residing on different servers or URLs.

For example, with this report you can determine whether, as a team, your Support
Agents are making full use of all services, and whether they are spending the ex-
pected amount of time using different services.

TO GENERATE A SERVICE ACTIVITY SUMMARY

1. Open the Service Activity Summary query page by clicking the link on the
main eCare Reporting page.

| Report Types ” Query Criteria |
Craily Agent Activity Profile
Date : * Al
Agent Ac -
Service Activity Summa
¥ 7 " Today
c g " Range
From | v || w || b |
To [ v vil[ ¥

Activity

created
TicketConnectedEmaillnviteAgent
TicketReconnectedAgent
TicketAccepted

TicketEscalated

2. Inthe Date area, choose a radio button to specify the day or time period you
wish to search. If you choose the Range option, use the drop-down lists to
specify a date range.
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3. Inthe Activity list, double-click the type of eCare session activity for which
you wish to generate the report. (Note that the selection must appear in the
Activity text box; if it is only highlighted in the list, it will not be used.)

For example, TicketAccepted allows you to view all eCare sessions that were
accepted by a Support Agent, whether on not they were resolved, while
TicketEscalated allows you to view only the sessions that were escalated. See
“Session Activity Types” on page 62 for information about the available ses-
sion-activity types.

Separate multiple session-activity types with commas. Activity types are
case-sensitive. The Activity text box does not allow a partial-name or wild-
card search.

If you do not specify a session-activity type in the Activity text box, the gener-
ated report will include all eCare sessions.

4. Click Generate Report to generate the report.
The output report displays a summary of the service usage on your eCare server

that matches your search criteria. If you enter no search criteria in the form, all
eCare service activity will be retrieved.

Service Activity Summary Date : All
Activity ¢ All
Chat 5 7 01:08:41 55:22:16
Examine System 5 9“ 01:11:54 31:01:17
Remote User Assist 6 116 00:52:04 35:42:06
Support Agent Assist 5 150 01:02:09 35:44:55
Remote User Wiewing 3 26 02:01:34 51:26:17
Support Agent Viewing o o 00:00:00 00:00:00
Support Agent File Transfer 2 25 01:03:47 45:58:25
Remote User File Transfer 2 37 01:04:04 00:51:55
URL Push 4 71 00:55:51 18:12:11

GENERATING AND USING A TICKET LISTING REPORT

The Ticket Listing Report provides a list of all eCare sessions that match the crite-
ria you specify.

For example, with this report you can find all trouble tickets that were escalated
during a certain period, or all trouble tickets that were submitted by a particular
customer. The Ticket Listing report is the primary mechanism for locating ticket
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transcripts, Examine System results, and session recordings when you do not
know the exact trouble ticket ID number.
To GENERATE A TICKET LISTING REPORT

1. Open the Ticket Listing query page by clicking the link on the main eCare
Reporting page.

| Report Types ” Query Criteria |
Daily Agent Activity Profile
Tickets :
Date : " Al
" vesterday
" Today
. Range
System Security Events AT | .’ || o || e |
srchive T | i || bt || e |
Support Agent :
Ticket Listing E> =dmin 3
kel Liski . agent —
Ticket Listing Expo agentsharing 1=
guest
super >4

Disposition :

TicketEscalated
Ticket&bandoned
TicketDeleted
TicketResolved

Remote User Last
Name :

2. Inthe Tickets text box, enter the trouble ticket ID number associated with the
eCare session you wish to retrieve.

You may enter multiple ticket numbers, separated by commas.

3. Inthe Date area, choose a radio button to specify the day or time period you
wish to search. If you choose the Range option, use the drop-down lists to
specify a date range.

4. Inthe Support Agent list, double-click the user ID of the Support Agent or
administrator for whom you wish to generate a report. (Note that the selec-
tion must appear in the Support Agent text box; if it is only highlighted in the
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list, it will not be used.) Guest indicates all activity related to your eCare
customers.

Separate multiple user IDs with commas. User IDs are case-sensitive. The
Support Agent text box does not allow a partial-name or wildcard search.

If you do not specify a user ID in the Support Agent text box, the generated
report will include activity for all users.

In the Disposition list, double-click the ticket disposition type for which you
wish to generate the report. (Note that the selection must appear in the Dis-
position text box; if it is only highlighted in the list, it will not be used. See
“Ticket Disposition Types” on page 67 for information about the available
disposition types.)

Separate multiple disposition types with commas. Disposition types are
case-sensitive. The Disposition text box does not allow a partial-name or
wildcard search.

If you do not specify a disposition type in the Disposition text box, the gener-
ated report will include all tickets.

In the Remote User Last Name text box, enter the last name of the customer
whose ticket you wish to retrieve.

Separate multiple last names with commas. Last names are case-sensitive.
The Remote User Last Name text box does not allow a partial-name or wild-
card search.

Click Generate Report to generate the report.

The output report displays a list of the eCare sessions that match your search cri-
teria. If you enter no search criteria in the form, all eCare sessions will be

retrieved.
Ticket Listing Tickets @ &ll
Cate : &l
Support Agent : All
Disposition @ all
Remote User : Smith
1051 clecn 01:17:02 01:16:35 TicketResolved Yes Oct 10, 2005 12:50:35 PM S Smith
1057 00:00:00 00:00:00 TicketAbandoned Cct 11, 2005 11:03:38 AM  Mike Smith
1187 peri 00:08:21 00:00:09 TicketResolved Yes Feb 24, 2006 5:58:350 FM S Smith
1351 Jigy cleon 00:07:1% 00:00:07 TicketResolved Jun 21, 2006 12:15:24 PM 5 Smith
1357 Wiew cleon 00:01:11 00:00:12 TicketResolved Yes Jun 21, 2006 3:55:30 PM S Smith

Click a ticket number in the Ticket ID column open the Ticket Session report
for that eCare session. The Ticket Session report provides a summary of the
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session, including such information as the session duration and services
used. (See “Generating and Using a Ticket Session Report” on page 69 for
details about this report.)

e (lick View in the Archive column to open the Ticket Archive report for that
eCare session. From the Ticket Archive report, you can open or download the
session transcript and any associated Examine System reports or session re-
cordings. (See “Generating and Using a Ticket Archive Report” on page 73 for
details about this report.)

Ticker DiISPOSITION TYPES

The Ticket Disposition text box and list allow you to specify the method by which
the eCare trouble ticket was closed.

e TicketEscalated—The trouble ticket was escalated.

e TicketAbandoned—The trouble ticket was abandoned by the eCare customer
(the customer left eCare before or during the eCare session).

e TicketDeleted—The trouble ticket was deleted by a Support Agent.

¢ TicketResolved—The trouble ticket was resolved.

GENERATING AND USING A DAILY TICKET SUMMARY

The Daily Ticket Summary provides a day-by-day summary of the trouble tickets
handled by one or more Support Agents and how the trouble tickets were re-
solved. It indicates the total number of tickets handled by each Support Agent
and specifies the number of tickets that were resolved and escalated.

For example, with this report you can determine the total number of trouble tick-
ets a specific Support Agent accepted each day, or limit the report to only the
trouble tickets the Support Agent escalated.
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To GENERATE A DAILY TICKET SUMMARY

1.

Open the Daily Ticket Summary query page by clicking the link on the main
eCare Reporting page.

| Report Types || Query Criteria |
Daily Agent Activity Profile
= Date : &~ Al
vy Profile -
_ " vesterday
ity Summary
. s " Today
Ticket Listing " Range
Frcm| W || L || w |
T [ vi[ i~

Support Agent :

admin ~
agent =
Ticket Listi agentsharing [ =
guest
Ticket Listing Export (Exc super

Disposition :

TicketEscalated
TicketAbandoned
TicketDeleted
TicketResolved

In the Date area, choose a radio button to specify the day or time period you
wish to search. If you choose the Range option, use the drop-down lists to
specify a date range.

In the Support Agent list, double-click the user ID of the Support Agent or
administrator for whom you wish to generate a report. (Note that the selec-
tion must appear in the Support Agent text box; if it is only highlighted in the
list, it will not be used.) Guest indicates all activity related to your eCare
customers.

Separate multiple user IDs with commas. User IDs are case-sensitive. The
Support Agent text box does not allow a partial-name or wildcard search.

If you do not specify a user ID in the Support Agent text box, the generated
report will include activity for all users.

In the Disposition list, double-click the ticket disposition type for which you
wish to generate the report. (Note that the selection must appear in the Dis-
position text box; if it is only highlighted in the list, it will not be used. See



“Ticket Disposition Types” on page 67 for information about the available
disposition types.)

Separate multiple disposition types with commas. Disposition types are
case-sensitive. The Disposition text box does not allow a partial-name or
wildcard search.

Generating and Using a Ticket Session Report
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If you do not specify a disposition type in the Disposition text box, the gener-

ated report will include all tickets.

5. Click Generate Report to generate the report.

The output report displays a summary of the ticket dispositions that match your
search criteria. If you enter no search criteria in the form, all eCare sessions for all
Support Agents will be included.

2006-08-10
2006-08-22
2006-08-23
2006-08-29
2006-08-31

Totals

Daily Ticket Summary

cleon
cleon
clecn
cleon
cleon

[ )

0

(===

Date : 2006-08-01 through 2006-08-31
Support Agent : cleon
Disposition : TicketEscalated

Support Agent Accepted Escalated Deleted
2

=1 =TS

1 e

5

13

[ R N

GENERATING AND USING A TICKET SESSION REPORT

The Ticket Session Report provides a summary of a single eCare session.

For example, with this report you can quickly determine the session duration and
services used during a single specific eCare session.
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To GENERATE A TICKET SESSION REPORT

1. Openthe Ticket Session query page by clicking the link on the main eCare
Reporting page.

| Report Types ” Query Criteria |

Daily Agent Activity Profile

_ ~ Ticket ID :
Agent Activity Profile

Ticket Archive

Ticket Listing Export (X5LT)

Ticket Listing Export |

Ticket Listing Export (

2. Inthe Ticket ID text box, enter the trouble ticket ID number associated with
the eCare session you wish to retrieve.

Enter only one ID number. You may not use partial numbers or wildcards.
3. Click Generate Report to generate the report.

The output report displays a summary of the eCare session you specified.

Ticket ID : 1030

Date : 2005-09-28

Remote User : Clint

Remeote User Email : macclint@ple.com
Frimary Agent : peri

Duration : 2185

Wait Time : 00:00:42

Resolved @ Yes

Eszcalated @ No

2005-0 Star‘t"'altlng Ticket enter waiting queus
2005-09-28 1.2:1.3:24 Ticketfccepted Ticket Accepted
2005-09-28 12:13:24 peri StartServicing Support agent starts servicing ticket

Ticket Session

2005-09-28 12:25:05 peri
2005-09-28 12:28:05 peri

StopClientControl
TicketResolved

2005-09-28 12:13:146 peri StartfgentControl  Support agent desktop assist started
2005-0%-28 12:13:53 pen StartClientControl  Remote user desktop assist started
2005-09-28 12:25:05 peri StopAgentControl  Support agent desktop assist stopped

Remote user desktop assist stopped
Ticket resclved
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GENERATING AND USING A SYSTEM SECURITY EVENTS REPORT

The System Security Events Report provides a list of security- and account-related
activity on your eCare server.

For example, with this report you can determine when a specific Support Agent
signed in to eCare each day, or which Support Agents signed in on a specific day.
TO GENERATE A SYSTEM SECURITY EVENTS REPORT

1. Openthe System Security Events query page by clicking the link on the main
eCare Reporting page.

| Report Types || Query Criteria |
Daily Agent Activity Profile
Crate : Al

" vesterday

" Today

" Range
From | L || b || b |
T [ i vi|[ i

Support Agent :

admin ~
agent
agentsharing
guest

super

e

Event :

AddUser -
DeletelUser
ChangeCredentials
AgentLogin

AdminLogin 3

2. Inthe Date area, choose a radio button to specify the day or time period you
wish to search. If you choose the Range option, use the drop-down lists to
specify a date range.

3. Inthe Support Agent list, double-click the user ID of the Support Agent or
administrator for whom you wish to generate a report. (Note that the selec-
tion must appearin the Support Agent text box; if it is only highlighted in the
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list, it will not be used.) Guest indicates all activity related to your eCare
customers.

Separate multiple user IDs with commas. User IDs are case-sensitive. The
Support Agent text box does not allow a partial-name or wildcard search.

If you do not specify a user ID in the Support Agent text box, the generated
report will include activity for all users.

In the Event list, double-click the system event type for which you wish to
generate the report. (Note that the selection must appear in the Event text
box; if it is only highlighted in the list, it will not be used. See “System Event
Types” on page 73 for information about the available system event types.)

Separate multiple system event types with commas. System event types are
case-sensitive. The Event text box does not allow a partial-name or wildcard
search.

If you do not specify a system event type in the Event text box, the generated
report will include all system events.

Click Generate Report to generate the report.

The output report displays a list of the system events on your eCare server that
match your search criteria. If you enter no search criteria in the form, all system
event records will be retrieved.

System Security Events Date : 2006-08-01 through 2006-08-31

Support Agent @ peri

Event : AdminLogin
peri 2006-08-10 12:21:52  AdminLogin  Administrator logged in to system: peri
peri 2006-08-15 10:44:51  AdminLogin  Administrator logged in to system: peri
peri 2006-08-15 16:35:24  AdminLogin  Administrator logged in to system: peri
peri 2006-08-15 16:53:40 AdminLogin  Administrator logged in to system: peri
peri 2006-08-16 13:14:40  AdminLogin  Administrator logged in to system: peri
peri 2006-08-21 14:30:01  AdminLogin  Administrator logged in to system: peri
peri 2006-08-21 20:23:56  AdminLogin  Administrator logged in to system: peri
peri 2006-08-22 10:54:09  AdminLogin  Administrator logged in to system: peri
peri 2006-08-22 16:51:11  AdminLogin  Administrator logged in to sy : peri
peri 2006-08-23 11:08:04  AdminLogin  Administrator logged in to system: peri
peri 2006-08-25 14:12:55  AdminLogin  Administrator logged in to sy 1 peri
peri 2006-08-25 14:24:02  AdminLeogin  Administrator logged in to sy : peri
peri 2006-08-25 15:33:49  AdminLegin  Administrator logged in to sy : peri
peri 2006-08-29 07:36:19  AdminLogin  Administrator logged in to sy  peri
peri 2006-08-29 05:52:35  AdminLogin  Administrator logged in to sy 1 peri
peri 2006-08-30 10:36:40 AdminLogin  Administrator logged into = : peri
peri 2006-08-31 11:40:51 AdminLegin Administrator logged in to sy T peri
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SYSTEM EVENT TYPES

The System Event text box and list allow you to specify the system event types for
which you wish to retrieve records.

e AddUser—A new user profile was created in the eCare system.

e DeleteUser—The indicated user profile was deleted from the eCare system.

e ChangeCredentials—The indicated user profile was modified with a new Role
Selection. (Note that only role changes are logged here.)

AgentlLogin—The indicated Support Agent signed in to the eCare system.
AdminLogin—The indicated administrator signed in to the eCare system.
ClientLogin—An eCare customer signed in to the eCare system.
LeftEcare—The indicated user signed out of the eCare system.

Note: In the Support Agent column, guest always indicates a remote user or
eCare customer.

GENERATING AND USING A TICKET ARCHIVE REPORT

The Ticket Archive Report allows you to view and save a full transcript of a single
eCare session. Depending on your eCare installation, you may also be able to
view Examine System reports or save and play back recordings of eCare remote-
control sessions.

For example, with this report you can quickly load the transcript, Examine System
report, and session recordings for a specific eCare session.
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To GENERATE A TICKET ARCHIVE REPORT

1. Openthe Ticket Archive query page by clicking the link on the main eCare
Reporting page.

| Report Types || Query Criteria |

Activity Profile
~ Ticket ID :
v Profile

wity Summary

a

Summary

urity Events

Ticket Archive

2. Inthe Ticket ID text box, enter the trouble ticket ID number associated with
the eCare session you wish to retrieve.

Enter only one ID number. You may not use partial numbers or wildcards.
3. Click Generate Report to generate the report.

The Ticket Archive window opens, displaying one or more report links.

Ticket Archive Ticket ID : 1098

Main.1098.2006-11-02-11-53-23.html Transcript for Ticket 1098 2006-11-02 12:04:13

¢ Toview the session transcript, click the link on the Transcript for Ticket line.
The report displays a full transcript of the eCare session you specified.

e To save the transcript to your local computer, right-click the link and choose
Save Target As.

SAVED EXAMINE SYSTEM REPORTS

If the Support Agent used the Examine System service during the eCare session,
and the Enable System to Save Analysis Report option is selected on the Features
tab in the eCare Preferences Manager (see page 36), the Ticket Archive report will
include a link to the saved Examine System report.
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Ticket Archive Ticket ID : 1097

Main.1097.2006-11-02-12-08-49.analyze.xml System analysis for Ticket 1097 2006-11-02 12:08:49
Main.1097.2006-11-02-11-58-07.html Transcript for Ticket 1097 2006-11-02 12:13:11

To VIEW THE EXAMINE SYSTEM REPORT

1. In the Ticket Archive window, click the link on the System Analysis line.

2. Inthe File Download dialog box, choose Open. The XML file will openin a
new Internet Explorer window.

You may also choose Save to save a local copy of the file.

Note that unlike the Examine System report that is displayed during the eCare
session, the saved Examine System file is in raw XML format, without special pro-
cessing. The saved report is intended for in-depth diagnostic purposes.

You may also open the saved Examine System report from within the session
transcript. Click the link in the transcript line “The system analysis data can be
seen by clicking here.”

REMOTE CONTROL SESSION RECORDING

eCare includes an optional configuration module that records each remote-
control session in an individual file. The session-recording file captures the entire
remote-control session from the Support Agent’s perspective in real-time. The
session recording can be played back for training or security purposes.

Note: To enable session recording, Netopia must perform a special configuration
for your eCare Service Center. Once this configuration has occurred, all remote-
control sessions will be recorded. A message will appear on the trouble-ticket
form, warning your customers that the session will be recorded.

The session-recording link appears in the Ticket Archive report, along with the
Download Player link. Before you can view remote-control session recordings,
you must download the eCare Session Player, a Java application.

| Download Plaver |

Ticket Archive Ticket ID : 1015

Main.1015.2004-08-17-19-15-23.html Transcriptfor Ticket 1015 2004-08-17 19:15:23
Main 1015 2gQg 08- 12 18-52-32.0001.cob ScreenSharing File 2004-08-17 19:14:19
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To view a selected recording, you will save the session recording file to your com-
puter. Then you can play the recording with the eCare Session Player.

To DOWNLOAD THE ECARE SESSION PLAYER

1. In the Ticket Archive window, click the Download Player link.
2. Inthe File Download dialog box, choose Save.
3. Inthe Save As dialog box, specify a file location and click Save again.

The eCare Session Player is saved as a single file called Player.jar.

To DOWNLOAD THE ECARE SESSION RECORDING FILE

1. In the Ticket Archive window, click the link on the Screen Sharing File line.

If multiple remote-control sessions take place during an eCare session, each
remote-control session is recorded individually. If this occurs, multiple
Screen Sharing File lines will appear.

2. Inthe File Download dialog box, choose Save.
3. Inthe Save As dialog box, specify a file location and click Save again.

The session recording is saved as a single file with a COB file extension.

To PLAY THE ECARE SESSION RECORDING FILE

1. Double-click the Player.jar file to run it.
The Netopia COB File Player opens.
2. Click Browse to select the saved session recording file.

3. When you have selected the file, click Play to begin playing the session
recording file.

GENERATING AND USING A TICKET LISTING EXPORT (XSLT) REPORT

The Ticket Listing Export (XSLT) Report allows you to export an XML file that con-
tains a summary of eCare sessions that match the criteria you specify.

The XML export file contains information similar to that provided by the Ticket
Listing Report (see page 64).
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For example, with this report you can export a custom set of data for third-party
reporting and analysis.
TO GENERATE A TICKET LISTING EXPORT (XSLT) REPORT

1. Open the Ticket Listing Export (XSLT) query page by clicking the link on the
main eCare Reporting page.

| Report Types || Query Criteria |

Daily Agent Activity Profile

Tickets :

Date : o a

All

” Yesterday
" Today

" Range

Frcm| v|| v|| v|

Support Agent :

admin ~
agent —
agentsharing [ =
guest
super

w

Disposition :

TicketEscalated
TicketAbandoned
TicketDeleted
TicketResolved

Remote User Last
Mame :

2. Inthe Tickets text box, enter the trouble ticket ID number associated with the
eCare session you wish to retrieve.

You may enter multiple ticket numbers, separated by commas.

3. Inthe Date area, choose a radio button to specify the day or time period you
wish to search. If you choose the Range option, use the drop-down lists to
specify a date range.

4. Inthe SupportAgent list, double-click the user ID of the Support Agent or

administrator for whom you wish to generate a report. (Note that the selec-
tion must appear in the Support Agent text box; if it is only highlighted in the
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list, it will not be used.) Guest indicates all activity related to your eCare
customers.

Separate multiple user IDs with commas. User IDs are case-sensitive. The
Support Agent text box does not allow a partial-name or wildcard search.

If you do not specify a user ID in the Support Agent text box, the generated
report will include activity for all users.

5. Inthe Disposition list, double-click the ticket disposition type for which you
wish to generate the report. (Note that the selection must appear in the Dis-
position text box; if it is only highlighted in the list, it will not be used. See
“Ticket Disposition Types” on page 67 for information about the available
disposition types.)

Separate multiple disposition types with commas. Disposition types are
case-sensitive. The Disposition text box does not allow a partial-name or
wildcard search.

If you do not specify a disposition type in the Disposition text box, the gener-
ated report will include all tickets.

6. Inthe Remote User Last Name text box, enter the last name of the customer
whose ticket you wish to retrieve.

Separate multiple last names with commas. Last names are case-sensitive.
The Remote User Last Name text box does not allow a partial-name or wild-
card search.

7. Click Generate Report to generate the report.

A File Download dialog box appears, allowing you to save the XML file.
8. Click Save to save the XML file to your computer.

Be sure to click the Save button, rather than the Open button.

The output file includes a list of the eCare sessions that match your search crite-
ria. If you enter no search criteria in the form, all eCare sessions will be retrieved.

The basic form of the XML output is as follows.

<row isGroupTotal="false" isReportTotal="false">
<field name="ticketmasterid">1</field>

<field name="ecareticketid">1001</field>

<field name="clientfirstname">Brent</field>

<fField name="clientlastname'>Henley</field>

<Field name="clientemail">henley43@enforce.com</field>
<Field name="clientphone'>510-555-4343</field>
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<field

name=""clientproblemdescription’>l cannot

download the archive.</field>

<field
<field
<field
<field
<field
<field
<field
<field
<field
<field
<field
<field

name=""creationdate'>2006-09-05</field>
name=""creationtime'>16:54:58</field>
name=""ticketcategoryl'>Main</field>
name=""ticketcategory2"/>
name=""ticketpriority'>10</field>
name="primaryagentid">jillian</field>
name="'waittime'>00:00:08</field>
name="'servicingtime'>00:02:06</Ffield>
name=""totaltickettime'>126</field>
name=""disposition’>TicketResolved</field>
name="'wasescalated''>T</field>
name="'wasaccepted'>T</field>
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GENERATING AND USING A TICKET LISTING EXPORT (EXCEL 2003)

REPORT

The Ticket Listing Export (Excel 2003) Report allows you to export an XML file that
contains a summary of eCare sessions that match the criteria you specify. This
file can be loaded into Microsoft Excel 2003 and viewed as a spreadsheet. The
export file contains information similar to that provided by the Ticket Listing Re-
port (see page 64).

For example, with this report you can export data for custom spreadsheet-based
reporting and analysis.
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To GENERATE A TICKET LISTING EXPORT (EXCEL 2003) REPORT

1. Open the Ticket Listing Export (Excel 2003) query page by clicking the link on
the main eCare Reporting page.

| Report Types ” Query Criteria |
Tickets :
Date : * all
Ticket Listing " vesterday
. . i o
Daily Tic Today
. - Range
Ticke
From | R || w || v |
T [ @ vl i~
Support Agent :
Ticket Listing Export (Excel 2003) 2dmin -
. . . agent =
Ticket Listing Export (Excel, agentsharing
guest —
super M

Dizposition :

TicketEscalated
Ticketabandoned
TicketDeleted
TicketResclved

Remote User Last Name :

2. Inthe Tickets text box, enter the trouble ticket ID number associated with the
eCare session you wish to retrieve.

You may enter multiple ticket numbers, separated by commas.

3. Inthe Date area, choose a radio button to specify the day or time period you
wish to search. If you choose the Range option, use the drop-down lists to
specify a date range.

4. Inthe Support Agent list, double-click the user ID of the Support Agent or
administrator for whom you wish to generate a report. (Note that the selec-
tion must appear in the Support Agent text box; if it is only highlighted in the
list, it will not be used.) Guest indicates all activity related to your eCare
customers.

Separate multiple user IDs with commas. User IDs are case-sensitive. The
Support Agent text box does not allow a partial-name or wildcard search.
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If you do not specify a user ID in the Support Agent text box, the generated
report will include activity for all users.

In the Disposition list, double-click the ticket disposition type for which you
wish to generate the report. (Note that the selection must appear in the Dis-
position text box; if it is only highlighted in the list, it will not be used. See
“Ticket Disposition Types” on page 67 for information about the available
disposition types.)

Separate multiple disposition types with commas. Disposition types are
case-sensitive. The Disposition text box does not allow a partial-name or
wildcard search.

If you do not specify a disposition type in the Disposition text box, the gener-
ated report will include all tickets.

In the Remote User Last Name text box, enter the last name of the customer
whose ticket you wish to retrieve.

Separate multiple last names with commas. Last names are case-sensitive.
The Remote User Last Name text box does not allow a partial-name or wild-
card search.

Click Generate Report to generate the report.

A File Download dialog box appears, allowing you to save the exported file.
Click Save to save the file to your computer.

Be sure to click the Save button, rather than the Open button.

The output report includes a list of eCare sessions that match your search crite-
ria. If you enter no search criteria in the form, all eCare sessions will be retrieved.

To viEw THE TICKET LISTING EXPORT (EXCEL 2003) REPORT IN MICROSOFT EXCEL

2003
1. Open Microsoft Excel 2003.
2. From the File menu, choose Open.
3. Locate and select the exported XML file.
The file will open in Excel.
4. From the File menu, choose Save As to save the file with an XLS extension.

Note: The exported XML file is compatible with the XML import filter introduced in
Microsoft Excel 2003. It will not open correctly in previous versions of Excel.
(Once you have saved the file in XLS format, it can be opened with any version of
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Excel.) If your application does not include a compatible import filter, use the
Ticket Listing Export (Excel, CSV) report instead (see page 82).

GENERATING AND USING A TICKET LISTING EXPORT (EXCEL, CSV)
REPORT

The Ticket Listing Export (Excel, CSV) Report allows you to export a CSV file that
contains a summary of eCare sessions that match the criteria you specify. This
file can be loaded into Microsoft Excel and viewed as a spreadsheet. The export
file contains information similar to that provided by the Ticket Listing Report (see
page 64).

For example, with this report you can export data for custom spreadsheet-based
reporting and analysis.
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To GENERATE A TICKET LISTING EXPORT (EXCEL, CSV) REPORT

Open the Ticket Listing Export (Excel, CSV) query page by clicking the link on
the main eCare Reporting page.

| Report Types || Query Criteria |
Tickets :
Date : = Al
" Yesterday
" Today
C Range
ecurity Events o | b | | b || b |
\rchive = | b || b || e |
Ticket Listi SmEEr fmEr
—— — = admin -~
Ticket Listing Export (Excel, C5V) agent .
agentsharing [£
guest
super b

Disposition :

TicketEscalated
TicketAbandoned
TicketDeleted
TicketRescolved

Remote User Last Name :

In the Tickets text box, enter the trouble ticket ID number associated with the
eCare session you wish to retrieve.

You may enter multiple ticket numbers, separated by commas.

In the Date area, choose a radio button to specify the day or time period you
wish to search. If you choose the Range option, use the drop-down lists to
specify a date range.

In the Support Agent list, double-click the user ID of the Support Agent or
administrator for whom you wish to generate a report. (Note that the selec-
tion must appear in the Support Agent text box; if it is only highlighted in the
list, it will not be used.) Guest indicates all activity related to your eCare
customers.

Separate multiple user IDs with commas. User IDs are case-sensitive. The
Support Agent text box does not allow a partial-name or wildcard search.
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If you do not specify a user ID in the Support Agent text box, the generated
report will include activity for all users.

In the Disposition list, double-click the ticket disposition type for which you
wish to generate the report. (Note that the selection must appear in the Dis-
position text box; if it is only highlighted in the list, it will not be used. See
“Ticket Disposition Types” on page 67 for information about the available
disposition types.)

Separate multiple disposition types with commas. Disposition types are
case-sensitive. The Disposition text box does not allow a partial-name or
wildcard search.

If you do not specify a disposition type in the Disposition text box, the gener-
ated report will include all tickets.

In the Remote User Last Name text box, enter the last name of the customer
whose ticket you wish to retrieve.

Separate multiple last names with commas. Last names are case-sensitive.
The Remote User Last Name text box does not allow a partial-name or wild-
card search.

Click Generate Report to generate the report.

A File Download dialog box appears, allowing you to save the exported file.
Click Save to save the file to your computer.

Be sure to click the Save button, rather than the Open button.

In the Save As dialog box, in the File Name text box, enter a name for the
exported file. Be sure to specify the CSV file extension. (By default, Internet
Explorer will save the file with an XML file extension. You do not need to
change the file type.)

If you do not specify the CSV file extension, you can rename the file after you
download it. The exported file is not valid XML.

The output report includes a list of eCare sessions that match your search crite-
ria. If you enter no search criteria in the form, all eCare sessions will be retrieved.

Note: To simply any post-processing you may wish to perform on your data, the
exported file does not include column headings. If you view the default file as a
simple spreadsheet, the columns are displayed in the following order.

ticket master id ticket id
client first name client last name
client email address client phone number
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client problem description ticket creation time

ticket creation date ticket categoryl
ticket category2 ticket priority
servicing agent id total ticket time
ticket wait time ticket disposition
was ticket escalated was ticket accepted

To VIEW THE TICKET LISTING EXPORT (EXCEL, CSV) REPORT IN MICROSOFT EXCEL

4.

Open Microsoft Excel.

From the File menu, choose Open.

Locate and select the exported XML file.

The file will open in Excel.

From the File menu, choose Save As to save the file with an XLS extension.

Note: The exported XML file will open correctly only in Microsoft Excel 2003, and
not in previous versions of Excel. However, once you have saved the file in XLS
format, it can be opened with any version of Excel.



APPENDIX B: ECARE COLOR MAPPING

You can completely customize and “brand” the look and feel of your eCare ser-

vice to make it consistent with your corporate identity. The Appearance settings
in the eCare Preferences Manager allow you to change the color scheme of both
the customer and Support Agent portals and upload custom images to replace

the default ones used by your eCare service.

The Colors area on the Appearance page allows you to specify the color of a num-
ber of eCare elements.

For information about setting custom colors, see “Setting Custom Colors” on
page 34.

The rest of this appendix lists the interface elements that are used by each of the
eCare windows and screens.

ECARE CUSTOMER PORTAL COLOR MAPPINGS

You can set a custom color for each of the eCare customer portal interface ele-
ments shown in the image below.

Colors

Client background ZEBEFFF ZEGEFFF

Client foreground £214C84 #214C384

Client accent foreground £214C84 #214C84

Client button background #5679A2 567942

Client button foreground £FFFFFF ZFFFFFF

Client button border #CCCCCC #CCCCCC

Client chat text color -#DDDDDD -#DDDDDD hd

For example, on this eCare service the Client background color is set to #E6EFFF
and the Client button border is set to #CCCCCC.

| 86
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ECARE INITIALIZATION SCREEN

The eCare initialization screen, which appears when the customer opens the main
eCare URL, uses the following interface elements.

Client background
e (lient foreground
e (lient accent foreground

eCare Support

=
'S > net_pia

Fleaze wait while eCare initializes your session...

ECARE TICKET SUBMISSION SCREEN

The eCare ticket submission screen, on which the customer will fill out the
trouble-ticket form, uses the following interface elements.

Client background

Client foreground

Client button background
Client button foreground
Client button border

Welcome To eCare Support

1. Please enter your information.
2. Click submit.
3. We will connect and collaborate with you.

Important! You must not refresh this window or use the browser's back
button while logged into eCare. Click here to learn more.

First Name:
Last Name:
Phone:
Email:

Description:
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ECARE WAITING SCREEN

The eCare waiting screen, which advises the customer of their place in the
trouble-ticket queue, uses the following interface elements.

Client background

Client accent foreground
Client foreground

Client button background
Client button foreground
Client button border

-= eCare
‘s ™ net_pia

Your Ticket Number is 1012 Please wait while we connect you with the next available support
You are number 1 in line. agent. Depending on call volume, this may take several minutes

Please leave this window open to maintain your place in line,
and do not use the browser's back or refresh buttons. Click

Try Again Later here to learn more.

Copyright @ 2001-2005 Netopia, Inc. All rights reserved.

ECARE CUSTOMER SESSION WINDOW

The eCare customer session window, in which the customer will communicate
with an eCare Support Agent, uses the following interface elements.

Client background

Client button background
Client button foreground
Client button border
Client chat text color
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¥/ Ticket: 1412 Email Transcript Escalate Resalve

Transcript for Ticket 1412
Sul e 0

Jillian has joined the Chat Confersnce.
[Jillian] Hi Brent. What seems to be the trouble?

Send

[ Select a Shortcut Message v

c

RL:

I

I Eles || Remote Tasks ”

Support Agent Remote User Options

Select Color Depth
Share My View View Remote User

Share My Controls

o &

Control Remote User

Examine System

256 Colors

Reboot Computer

@ @ o &

<

ECARE SESSION END SCREEN

The eCare session end screen, which appears when the eCare session is com-
plete, uses the following interface elements.

Client background
e (lient foreground
e (lient accent foreground

% eCare Support
"netopia.

Thank you for using eCare Service.
You have now signed out of the service.

Copyright € 2001-2006 Netopia, Inc. All rights reserved.

/89
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ECARE CUSTOMER SURVEYS

The eCare customer surveys, which may appear if your eCare Service Center is
configured to use these surveys, use the following interface elements.

Client background

Client accent foreground

Client button background
Client button foreground

Client button border

Client Entry Survey

Please take a few minutes and answer these guestions. We really want to know.

1. Have you used Ecare Support before?
C Yes & no

2. Do you have Timbuktu Installed?
C Yes & No

3. Do you use TimbuktuToGo?
£ Yes & No

4. Are you connecting with the computer that is having the problem?

 Yes  No

5. Comments

ECARE ADMINISTRATOR PORTAL COLOR MAPPINGS

You can set a custom color for each of the eCare Administrator portal elements
shown in the image below.
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Colors
Description Current Setting Pending Updates ~
Admin background and Agent accent background ZFFFFFF ZFFFFFF
Admin foreground and Agent accent foreground #£214C84 #214C84
Admin =econdary foreground 000000 000000
Admin and Agent button background #CDDEFF #CDDEFF
Admin and Agent button foreground -#21.4(:84 --.1%21.4(384
Admin and Agent button border #CCCCCC #CCCCCC
Agent background and Admin accent background #EBEFFF #EBEFFF
|__Agent foreground and Admin accent foreground _#21.4(:84 --.*-'214(384 ~

For example, on this eCare service the Admin background and Agent accent back-
ground color is set to #FFFFFF and the Admin and Agent button border is set to
#CCCCCC.

ECARE ADMINISTRATOR LOGIN SCREEN

The eCare administrator login screen, on which the eCare administrator enters ac-
cess credentials, uses the following interface elements.

Agent Background and Admin accent background
Admin foreground and Agent accent foreground
Agent foreground and Admin accent foreground
Admin and Agent button background

Admin and Agent button foreground

-
i+ eCare Support
- net_pia
Administrator Login
Please type your name and password.
Name: |
Password:

Note: ‘You must not refresh this window or use the
browser's bacle button while logged into
eCare. Click here to learn more.

Copyright © 2001-2006 Netopia, Inc. Al rights reserved,

ECARE INITIALIZATION SCREEN

The eCare initialization screen, which appears after the administrator signs in to
eCare, uses the following interface elements.

e C(lient background
e C(lient foreground
e (lient accent foreground
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Note that these colors are set with the eCare customer portal settings (see “eCare
Customer Portal Color Mappings” on page 86).

ECARE ADMINISTRATOR PORTAL SCREENS

The eCare Administrator portal, with which the eCare administrator can manage
the eCare Service Center, uses the following interface elements. (All Administra-
tor portal screens use the same colors.)

Admin background and Agent accent background
Agent background and Admin accent background
Agent foreground and Admin accent foreground
Admin and Agent button background

Admin and Agent button foreground

Manage Access ‘ | View Reports | ‘ Manage Hours ‘ ‘ Edit Preferences ‘ | sign Out

Support Agents Working Administrators Working
superadmin Sign Out

Support Agent and Administrator Profiles
admin Modify... Remove
agent Modify... Remove
agentsharing Modify... Remove
super
superadmin

Add New Profile

Copyright @ 2001-2005 Netopia, Inc. All rights reserved.

ECARE SUPPORT AGENT PORTAL COLOR MAPPINGS

You can set a custom color for each of the eCare Support Agent portal elements
shown in the image below.

Note: Other colors are set with the eCare Administrator portal options. See
“eCare Administrator Portal Color Mappings” on page go.
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Colors

Agent secondary foreground 000000 £000000 el
Agent waiting ticket foreground Z£3E6CLC £3E6CIC

Agent escalated ticket foreground £ AEQDDD £AE0O0OD

Agent inactive ticket foreground #C2C2C2 #C2C2C2

Agent servicing foreground -#214684 -#214684

Agent resolved foreground #C2C2C2 #C2C2C2

Agent foreground upon client reconnect Z£3E6CLC £3E6CIC

Agent foreground upon client reconnect for this agent £ff4Ca4 £ff4C84

Agent foreground upon client reconnect for another agent #3E6CIC #3E6CIC

Agent foreground upon email invite #3E6CLC #3E6C1C

Agent foreground upon email invite for this agent zff4Ca4 zffacs4

Agent foreground upon email invite for another agent #3E6C1C #3E6C1IC

Agent chat text color 000000 #000000 hd

For example, on this eCare service the Agent secondary foreground color is set to
#000000 and the Agent escalated ticket foreground is set to #AE0000.

ECARE SUPPORT AGENT LOGIN SCREEN

The eCare Support Agent login screen, on which the eCare Support Agent enters
access credentials, uses the following interface elements.

Agent Background and Admin accent background
Admin foreground and Agent accent foreground
Agent foreground and Admin accent foreground
Admin and Agent button background

Admin and Agent button foreground

Note that these colors are set with the eCare administrator portal settings (see
“eCare Administrator Portal Color Mappings” on page 90).

ECARE INITIALIZATION SCREEN

The eCare initialization screen, which appears after the Support Agent signs in to
eCare, uses the following interface elements.

e C(lient background
e (lient foreground
e (lient accent foreground

Note that these colors are set with the eCare customer portal settings (see “eCare
Customer Portal Color Mappings” on page 86).
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ECARE TROUBLE-TICKET QUEUE

The eCare trouble-ticket queue, which displays active, escalated, and resolved
trouble tickets, uses the following interface elements.

Admin background and Agent accent background

Admin foreground and Agent accent foreground

Admin and Agent button background

Admin and Agent button foreground

Agent background and Admin accent background

Agent foreground and Admin accent foreground

Agent waiting ticket foreground (if a new ticket is present)
Agent escalated ticket foreground (if an escalated ticket is present)
Agent inactive ticket foreground (if a resolved ticket is present)
Agent foreground upon client reconnect

Agent foreground upon client reconnect for this agent

Agent foreground upon client reconnect for another agent
Agent foreground upon email invite

Agent foreground upon email invite for this agent

Agent foreground upon email invite for another agent

[ )

¢ eCare Support :
[ “net pia
Email Invite Sign Out Change Password

shown 1 -4 of 4

Request # Elapsed Time Submitted

1398 | 00:17:01 Aug 4, 2006 8:02:47 PM CDT  Salina Maray  salina@flyer.com Escalated Zach Sikich | Delete

My wireless connection is very erratic.
1401 00:17:01 Aug 4, 2006 8:08:05 PM CDT  Brent Henley 43@enforcer.com Servicing Zach Sikich

1 can't access the archive.

1402 00:17:01 Aug 4, 2006 8:09:30 PM CDT  Steve Clark  steve@®switch625.com Waiting Delete

rking.

1400 00:15:46 Aug 4, 2006 8:13:08 PM CDT  Auburn Hale onnect Jillian Blake [ pejete

shown 1-4cof4

ECARE SUPPORT AGENT SESSION WINDOW

The eCare Support Agent session window, in which the Support Agent will com-
municate with the customer to resolve the trouble ticket, uses the following inter-
face elements.

Admin background and Agent accent background
Admin foreground and Agent accent foreground
Admin and Agent button background

Admin and Agent button foreground
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Agent background and Admin accent background
Agent foreground and Admin accent foreground

eCare Suppo

¥/ Ticket: 1412 Email Transcript Escalate Resolve

Transcript for Ticket 1412
Submitted Aug 9, 2006 8:16:55 PM

B Link Drop
3ill ned the Ch
[Dillian] Hi Brent. What seems to be the trouble?

Send

[Select a shortcut Message -

| uAL:

(n

|| Eles || memote Tasks |

Support Agent Remote User Options

Select Color Depth
Share My View View Remote User

o &

Share My Controls Control Remote User

Examine System A ————O——p
256 Colors

Reboot Computer

@ @ (P &

<

ECARE SUPPORT AGENT SURVEYS

The eCare Support Agent surveys, which may appear if your eCare Service Center
is configured to use these surveys, use the following interface elements.

Admin foreground and Agent accent foreground
Admin and Agent button background

Admin and Agent button foreground

Agent background and Admin accent background
Agent foreground and Admin accent foreground
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= eCare Support

" " net pia

Agent Logout Survey

Please take a faw minutes and answer these quastions.

1. Reasen for leaving?
 Break ¢ Endof shift { Meeting

2. Hardest Problem Encountered?

3. Most common problem encounterd

4. Suggestions

Submit Cancel




APPENDIX C: INSTALLING THE ECARE REMOTE-
CONTROL COMPONENT

Before your Support Agents can use eCare’s screen-sharing services, they will
need to install the eCare remote-control component, which is a control that en-
ables the computer to use these services. Windows computers use the eCare
ActiveX control, while Macintosh computers use the eCare plugin.

In eCare version 4, you can pre-install the Netopia eCare remote-control compo-
nent on the computers on your network. By default, eCare downloads the eCare
remote-control component the first time a Support Agent accesses your eCare
Service Center and anytime the eCare remote-control component is upgraded.
However, your organization may have implemented policies or security measures
that prevent users from downloading or installing ActiveX controls or plugins.
Your IT organization will be able to bypass these security measures to install the
eCare remote-control component.

To install the eCare ActiveX control on Windows computers, you must have Win-

dows Administrator privileges. Therefore, you may also need to deploy the eCare
ActiveX control to those computers whose regular users do not have permission

to download or install it.

Note: The eCare system also uses the eCare reconnect component to allow cus-
tomers to reconnect to eCare automatically after the Support Agent reboots their
computer or after a session interruption. If your organization’s policies allow the
Support Agent to download the eCare remote-control component automatically,
the eCare reconnect component will be downloaded at the same time. However,
the reconnect component is not used by the Support Agent’s computer. If you
must pre-install the remote-control component, you will not need to install the
reconnect component.

|97
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PRE-INSTALLING THE ECARE ACTIVEX CONTROL ON WINDOWS

COMPUTERS

You may pre-install the eCare ActiveX control on both local and remote Windows
computers.

PRE-INSTALLING THE ECARE ACTIVEX CONTROL ON A
REMOTE WINDOWS COMPUTER

Before you can install the eCare ActiveX control on a remote computer, you must
download a local copy. To do so, use the following procedure.

To DOWNLOAD THE ECARE ACTIVEX CONTROL

1.

In a text file, enter the following lines.

<html>

<a href="http://<server>/<service>/ecare4/components/
CobAgent_4.0_w98._.cab">eCare ActiveX for Windows 98</a>

<a href="http://<server>/<service>/ecare4/components/
CobAgent_4.2.1.314_cab'">eCare Activex</a>

</html>

In place of <server> and <service>, enter the location of your eCare ser-

vice. For example,

<a href="http://ecare.netopia.com/247service/ecared/
components/CobAgent_4.2.1.314.cab">eCare Activex</a>

Save this file as an HTML file (for example, activex. html).
Open the file in Internet Explorer.

Right-click each link and choose Save Target As to save the ActiveX file to
your computer.

Note: Internet Explorer may attempt to save the ActiveX file as an HTM file. Be
sure to specify the correct CAB file extension and the All Files file type before
you save the file.

Now you are ready to deploy the eCare ActiveX control to the computers on your
network.
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To DEPLOY THE ECARE ACTIVEX CONTROL TO REMOTE COMPUTERS

1.

Download the CAB file for the eCare ActiveX control by following the above
procedure.

Using a file-extraction utility, open the CAB file and extract the files that com-
prise the eCare remote-control component: CobAgent4.dll and CobAgent4.inf
for Windows 98, and CobAgents_2_1_314.dll andCobAgent4_2_1_314.inf for
Windows XP.

Using the software deployment tool of your choice, distribute the appropriate
files (not the directories) to the target computers.

e Use the CobAgent files for Windows 2000 and Windows XP computers.
e Use the CobAgentg8 files for Windows 98 and Windows ME computers.

Place the files in the \WINNT\Downloaded Program Files or \WINDOWS\
Downloaded Programs Files folder on the target computers.

Note that you cannot copy files to the Downloaded Program Files folder using
Windows Explorer. You must copy them at the command line with the copy
command.

On the command line, enter the following command to register the eCare
ActiveX control with Windows.

regsvr32 /s C:\WINDOWS\Downloaded Program Files\
CobAgent4_2 1 314 ._dll

For Windows 98, use

regsvr32 /s C:\WINDOWS\Downloaded Program Files\
CobAgent4.dll

The ActiveX control is now installed and registered for use with Windows. (Note
that it will not appear in the Downloaded Program Files folder in Windows
Explorer.)

If you need to unregister the ActiveX control, run the following command.

regsvr32 /s /u C:\WINDOWS\Downloaded Program Files\
CobAgent4 2 1 314.dl1

For Windows 98, use

regsvr32 /s /u C:\WINDOWS\Downloaded Program Files\
CobAgent4.dll
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PRE-INSTALLING THE ECARE ACTIVEX CONTROL ON THE
LocAL WINDOWS COMPUTER

On the Support Agent’s computer, open Internet Explorer and make sure the fol-
lowing options are set.

e JavaScript and ActiveX enabled

e Java enabled, if the Support Agent will have eCare administrator privileges
(Java is required to play session recordings, which are accessible only to
administrators)

e Medium security or lower

e (Cookies must be allowed

In addition, all pop-up blocking software must be turned off before the Support
Agent can use eCare. This includes the pop-up blockers that are built in to Inter-
net Explorer, as well as third-party blocking software for all platforms.

Then, load the URL for the Support Agent portal. Sign in to eCare with your admin-
istrator user name and password. (Your eCare administrator credentials allow you
to sign in to both the Support Agent and Administrator portals. However, the Ad-

ministrator portal does not require the eCare remote-control component.)

TO INSTALL THE ACTIVEX CONTROL

Once you have signed in, the eCare system will automatically detect the missing
or outdated eCare ActiveX control and prompt you to install the newer version.
(Macintosh users will be prompted to download the eCare plugin as described
below.)

1. Click the Accept button.

2. Inthe next dialog box, which asks you to confirm your intention to install the
remote-control component, click Yes.

3. On Windows XP computers, an additional window appears: Installing
Browser Add-On.

Click the yellow ActiveX warning bar and select Install ActiveX Control to begin
installing the eCare remote-control component. When a window appears ask-
ing if you want to install the software, click /nstall.

The ActiveX control will download and install automatically. The ActiveX control is
named CobAgent4 Class. It will be installed in the WINNT/Downloaded Program
Files or WINDOWS/Downloaded Program Files folder.
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PRE-INSTALLING THE ECARE REMOTE-CONTROL COMPONENT ON
MACINTOSH COMPUTERS

You may pre-install the eCare plugin control on both local and remote Macintosh
computers.

PRE-INSTALLING THE ECARE PLUGIN ON A REMOTE
MACINTOSH COMPUTER

Before you can install the eCare plugin control on a remote computer, you must
download a local copy. To do so, use the following procedure.

To DOWNLOAD THE ECARE PLUGIN
e Open Safari and enter the following URL.

http://<servers/<services/ecare4/components/Netopia RC Installer.dmg
The plugin disk image will download.

To DEPLOY THE ECARE PLUGIN TO REMOTE COMPUTERS

1. Download the DMG file for the Netopia RC Installer by following the above
procedure.

2. Using the software deployment tool of your choice, distribute the file to the
target computers.

3. Execute the installer.

PRE-INSTALLING THE ECARE PLUGIN ON THE LOCAL
MACINTOSH COMPUTER

On the Support Agent’s computer, open Safari and make sure the following op-
tions are set.

e Plug-ins and JavaScript enabled
e Cookies must be allowed

In addition, all pop-up blocking software must be turned off before the Support
Agent can use eCare. This includes the pop-up blockers that are built in to Safari,
as well as third-party blocking software for all platforms.
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Then, load the URL for the Support Agent portal. Sign in to eCare with your admin-
istrator user name and password. (Your eCare administrator credentials allow
you to sign in to both the Support Agent and Administrator portals. However, the
Administrator portal does not require the eCare remote-control component.)

TO DOWNLOAD AND INSTALL THE ECARE PLUGIN

Once you have signed in to eCare, the eCare system will automatically detect the
missing or outdated eCare plugin and prompt you to install the newer version.
(Windows users will be prompted to download the eCare ActiveX control as de-
scribed above.)

1. Click the Accept button.
The eCare plugin is downloaded as a disk image and opened automatically.
2. Toinstall the plugin, double-click the Netopia RC Installer file.

3. Adialog box appears, indicating that the browser plug-in will be installed.
Click Yes.

Installation then proceeds automatically. When installation is complete, you will
be notified. Quit and restart Safari for the make the eCare plugin available for
use.

The eCare plugin is named Netopia RC Plugin. It is located in the Library/Internet
Plug-ins folder in the current user’s home folder.

REMOTE-CONTROL COMPONENT INSTALLATION FOR CUSTOMERS

By default, the eCare remote-control component is installed when the customer
loads the eCare URL for the first time. This maximizes the efficiency of your Sup-
port Agents by avoiding delays during active eCare sessions. However, eCare can
also be configured to download the eCare remote-control component only when
the Support Agent needs to use a remote-control service.

This “serve on demand” option may be desirable if your organization commonly
serves customers that most often require only chat, Push URL, or file-transfer ser-
vices. This choice optimizes the customer experience.



APPENDIX D: NETOPIA CONTACTS

NETOPIA CUSTOMER SERVICE
http://www.netopia.com/support/ecaresupport.html
Customer Support is available Monday—Friday from 6 AM-5:30PM Pacific time.

6001 Shellmound Street, 4th Floor
Emeryville, CA 94608 USA

NORTH AMERICA SOFTWARE SALES

14285 Midway Road
Suite 350
Addison, TX 75001 USA

(800) 485-5741

EUROPE SOFTWARE SALES

Becanusstraat 13-15, bussg
6216 BX
Maastricht Netherlands

+31(0) 43 354 5020
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