Visi®n CRM

TSG’s Vision CRM is an on-line Customer Relationship Management product, which will
dramatically improve our current support workflow.

Vision CRM will provide numerous advantages over the current workflow, with the most
significant gain being the centralization, and easy analysis of your support issues.

Internal VISION CRM will facilitate TSG users to create tasks for OTG, ADMIN, VISION TEAM
rather than sending emails to OTG/ADMIN/ VISION TEAM and view updates on all the
requested items. TSG users can still create sub-tasks for OTG, Admin and VISION TEAM if
there is already a task for any request; they do not need to create redundant tasks.
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Registration

TSG users who are already on VISION need not to register again. They can use VISION CRM
using their VISION credentials.



Login

Go to http://tsgintranetp/VISION/crmvision (internal link) OR http://vision.shamsgroup.com/

(external link). Login to the portal using the VISION username/password

| VISION Login_ 7 8

Username:

lhajyani

Password:

c

Password Reminder

D

Overview:

Username:
User will type the username provided by the TSG Customer Support.
Usernames in VISION CRM are always combination of first initial of the First name and
Last name. For example:
First Name: John
Last Name: Tran
Username: jtran

Password:
User will type the password provided by the TSG Customer Support

Login:
Click to visit VISION CRM

Password Reminder:

If the user forgets the password, he/she can click LEEEELIELEININTTEY after entering
the username to receive an email with the password



Password and Profile Update

Overview:

The user can update the Password and the Profile by clicking on his/her name displayed on the
top right corner of any page

A

£ 156 \/isi¥n CRM

Home Open Support Issues  Closed Support Issues  Tasks WOC  Client Support Issues

Tasks Waiting on Client

Date: ¥ ID: Product: Owner: > x
1)} Product

C Owner Priority Status Subject Received Date

Features:

A. Profile and Password Update: User can click on the Display name to get to the Profile and
Password Update Page

FHote: Al fislds marked with =2n ssterisk (¥} are reguired.

&4 First Name: Laila = & Street:

& Last Hame: Hajwani = A Unit 2=

©# User Name: laila @ G

4 Email Address: laila__hajyani@shamsgroup.c * s

P o Country: =< Mot Specified= bt
ebsite:

— L7 N1 i =

¥ Instant Messenger ID: St

%# Postal Code:
L=) Telephone:

& Cell:
& Fasc:

= Preferences
# Preferred Language: Engli=sh (United States
& Time Zone: |(UTC -08:00) Pacific Time (US & Canada)l; Tijua [»
=l Change Password
@ old Password: =
¥ New Password: *
¢ Confirm MHew Password: *

Update Password

Membership Services

Update Cancel Unregister




Password Update: The user can click on the Display Name to get to the Profile and
Password page. To update the password, user must enter the current password, new
password and confirm password. As the user clicks on Uodate Password | the password gets
updated

Profile Update: The user can click on the Display Name to get to the Profile and Password
page. To update any field in the Profile, user can edit the existing information and click
Update | TSG Customer Support will inform the user as soon as TSG Dictionaries are updated
with the updated profile.



Create Intranet Support Issue

Overview:

Internal Users can create a task for IntranetSupport using this Form. If there is already a task for an
Issue/request or can be worked as a sub-task on any other task, user must not create a redundant task.
Any requests that the users currently sends out via email to IntranetSupport must be created using this
Form.

Home Create Issue Create Internal Issue Open Supporilssues Closed Supportlssues Client Support Issues Help FAQ
Create Intranet Support Issue
Create OTG Issue

Create Admin Issue

Task Details
Priority: @] |(§) Normal “O High "O Severe
Start Date: [01/07/200% 0%:23 | i
subject: [
Description:
Additional Contact Details
Contact: | FEEEENew Conlact ¥95F b | Name: | |
Phone: | | Email: | | ﬂ
Name Phone Email
3 |Laila Hajyani-TSG 462 Laila_Hajyani@shamsagroup.com
Attachment Details
| ||Brnwse...| | Upload l -
| | E
¥
| Save I | Save & Communicate I | Clear I

User must add a Priority, Subject, Description and Attachments (optional) and click on either

5 & C icat . .
[_save | or (Save ammunicate | and the task gets auto-assigned to the appropriate group.



Create OTG Issue

Overview:

Internal User can create a task for OTG Department using this Form. If there is already a task for an
Issue/request or can be worked as a sub-task on any other task, user must not create a redundant task.
Any requests that the user currently sends out via email to OTG must be created using this Form.

Home Create Issue Create Internal Issue Open Supportlssues Closed Support Issues  Client Support Issues  Help FAQ
Create Intranet Support Issue
Create OTG Issue

Create Admin Issue

 Create OTG Issue

Task Details

Priority: O |@ Normal HD High "O Severe
Start Date: [01/07/2002 02:31 | &

Subject: [

Description:

Additional Contact Details
Contackt: | FEEEE New Contact = b | Name: | |
Phone : | | Email: | | ﬂ
Hame Phone Email
ta Laila Hajyani-TSG 462 Laila_Hajyani@shamsgroup. com
Attachment Details
| ||Bmwse...| | Upload I t
I | i
M
| Save I | Save & Communicate I | Clear I

User must add a Priority, Subject, Description and Attachments (optional) and click on either

[_Save ] (Save & Communicate | and the task gets auto-assigned to the appropriate group.



Create Admin Issue

Overview:

Internal Users can create a task for Administration Department using this Form. If there is already a task
for an Issue/request or can be worked as a sub-task on any other task, user must not create a redundant
task. Any requests that the users currently sends out via email to Admin must be created using this
Form.

Home Create Issue Create Internal Issue Open Supporilssues Closed Supportlssues Client Support Issues Help FAQ
Create Intranet Support Issue
Create OTG Issue

Create Admin Issue

Task Details
Priority: @] |(§) Normal “O High "O Severe
Start Date: [01/07/200% 0%:23 | i
subject: [
Description:
Additional Contact Details
Contact: | FEEEENew Conlact ¥95F b | Name: | |
Phone: | | Email: | | ﬂ
Name Phone Email
3 |Laila Hajyani-TSG 462 Laila_Hajyani@shamsagroup.com
Attachment Details
| ||Brnwse...| | Upload l -
| | E
¥
| Save I | Save & Communicate I | Clear I

User must add a Priority, Subject, Description and Attachments (optional) and click on either

5 & C icat . .
[_save | or (Save ammunicate | and the task gets auto-assigned to the appropriate group.



Create SI Issue/Request

Overview:

Internal Users can create a task for System Implementation using this Form. If there is already a task for
an Issue/request or can be worked as a sub-task on any other task, user must not create a redundant
task. Any requests that the users currently sends out via email to IntranetSupport must be created using
this Form.

Home TMT Create Issue Create Internal Issue Open Support Issues Closed Support Issues Tasks WOC  Client Support Issues
Create OTG Issue
Create Admin Issue
Create Intranet Issue

Create Sllssue/Request

‘Create ST Issue/Request

Task Details

Client: |The Shams Group i |

Priority: O [® normal |E O nigh  ||O severe

Task Date: [03/04/2008 0%:43 | E

Subject: |

Description:

Additional Contact Details

Contact: | TR New Conmtack T w | Name: | |

Phone: | | Email: | | ﬂ

| |Mame |Phone Email

Attachment Details
| ||Bmwse...| | Upload I £
| | 3

et
Save I | Save & Communicate | | Clear |

User must add a Priority, Subject, Description and Attachments (optional) and click on either

_Save ] (Save & Communicate | and the task gets auto-assigned to the appropriate group.




Open Support Issues

Overview:

The Open Support Task queue shows: All open tasks created/reported by the user using VISION
CRM. If a user creates a task for OTG or Admin using the appropriate Create Issue forms, the
user will see those tasks in his/her Open Support Issues and Closed Support Issues.

e TaskID:
TSG Customer Support generated Issue ID for the request

e Product:
This Product has the reported issue

e Owner:
This client contact reported the issue

e Priority:
This represents the severity of the task. VISION CRM has four priorities Severe, High,
Normal and Low

e Status:
This represents the status of the task. VISION CRM has five statuses

Pending: TSG Customer Support is allocating resources for the issue

Working: TSG Technical Team is looking into the issue

Waiting on Client (WOC): TSG is waiting on the client for some requirements
Completed: The issue has been resolved by TSG Technical Team and is waiting

Eal S

on the client to clear it

5. Closed: When the Client confirms that the issue is resolved by email or by
cIickingﬁ, the task i closed. Once the task closes, it goes into the Closed Support
Issues queue

e Subject:
Subject of reported issue

e Completion Date:
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Date:
E

This date only shows if the task is completed, and is waiting on clearance from client

e Received Date:
Date the Issue was reported

e C(Close:
To clear the task, click ;4

A C

Working: 1 Completedi17 7 & |

v o[ | Product: | v Owner: v| status: v 2K

D Product Oumer Priority Status ubject Completed Date B e Cose A
T5G6-3080 fA Narmal Completed Linahl to sz dlactic ... 03/03/2008 17:04 Lol x
TsG-2011 ETranscriptar NfA Normal Completed Add New Do 05/28/2008 12,25 05/24/2008 03:40 A

T565-33 ETranscriptor NiA Norml Completed Punix pages aren't configured proper ... 05/29/2008 14:42 [05/19/2008 13:32 M
TaG-1211 HiA Hormal Wiorking T4 Database- Lser getting Peachtre . 05/13/2008 12:52
Ta6-2234 EHR. A Narmal Completed EHR- POFprint functionality not ori ... 06/12/200803:18 05/13/2008 1147 x
T56-2013 System Migration Nabegl Shahid-555 Normal Completed TSG Infranet- TSGLIVE. DINPMGP datzt 05/30/2008 16:08 04/30/2008 06:20 x
ToG-2438 TEG Intranst NfA Normal Completed 15154 Logs research 09/08/2008 15:57 04/25/2008 11:19 ¥
T56-2603 Admin A Normal Completed RE; istermmp is down dug to blugs ... 09/23/2003 0%:57 1211207 1120 x
T56-2026 ETranscriptor Dashboard Clisnt A Narmal Completed ETranscriptor- Change code to sort ... 08/20/2008 10:58 10/17/2007 08: 14 x
T56-2331 ETrani/ebPartsl N Normal Completed ETrantWebPortal 1.0.8 (question #7)- ., 09/04/2008 10:28 10/02/200702:51 x
TSG-2608 E-Page NfA Norml Completed GMTP Site Paging Support 08/12/2008 03:48 10/01/2007 23:32 x
TE-2024 ETranscriptor Dashboard Client NfA Normal Completed ETranscriptorClient- Error {Error=5.... 08/14/2008 18:41 08/02/2007 06:48 b
T5G6-2053 HIE A Narmal Completed Care2x : Bug Foving( if bils are p ... 09/10/2008 10:21 04/11/2007 0%:06 x
T56-20% HIS NfA Normal Completed Caredx ; Madify the Search Query fa .. 09/10/2008 10:22 03/12/2007 10:14 s
TaG-2163 WINTRAN INTERFACE Zia Shams Norml Completed ADT- Tssye with Discharge Summary P . 06/02/2008 13:12 12/11/2008 16:22 x
Ta6-2524 501 Databases A Normal Completed Project On Administration of ETran? ... 08/29/2008 08:45 10/11/2006 0835 x
T56-2073 Galaxy Relstonshins A Narmal Completed SMRMC - Galawy Weekly Checks 06/15/2008 15:33 06/23/2006 06:55 x 1
S G S g PR AT w ¥
Features:

A. Task Count:
Shows the number of tasks in the queue

B. Legend:
Shows the count with color codes for Pending Tasks, Working Tasks, Waiting on Client

(WOC) Tasks and Completed Tasks



Help:
Displays help about the module

Date Filter:
User can apply the Received Date filter by selecting the following options:

Date : |Recsived Date % Time : | Interval “ | From : | ano: H

This Week
Last Week
This Manth
Last Manth
Interval

a) This Week: Shows all tasks received in the current week
b) Last Week: Shows all tasks received last week

c) This Month: Shows all tasks received in the current month
d) Last Month: Shows all tasks received last month

e) Interval: Click i icon to open up the calendar and select the date/time interval
to filter for tasks received during that interval

ID Filter:

User can type the Task ID provided by TSG Customer Support to search for a
particular Issue. You do not have to enter the full Task ID, you can provide a partial
ID in the ID filter to narrow down the results

Product Filter:
User can filter by the product to narrow down the search results

Owner:
User can filter all tasks by the reported user

Status:
Filter by Task status is also available

Apply Filter:
To apply a filter click =»

Clear Filter:

To clear a filter click X



K. Column Sort:
Click the column header to sort results by the column

L. Task Communication / Task History:
Click on %& to view the task history

M. Clear Task:

To clear a task click on # in the column named “Close.” This will close the task,
confirming that the user is satisfied with the resolution



Close Support Issues

Overview:

The Closed Support Task queue shows: All closed tasks created/reported by the user using
VISION CRM. If a user creates a task for OTG or Admin using the appropriate Create Issue forms,
the user will see those tasks in his/her Open Support Issues and Closed Support Issues.

All tasks/issues reported by the client and closed in last 30 days.

e TaskID:
This is the Issue ID TSG Customer Support generated for the request

e Product:
This Product has the reported issue

e Owner:
This client contact reported the issue

e Priority:
This represents the severity of the task. VISION CRM has four priorities Severe, High,
Normal and Low

e Subject:
Subject of reported issue

e Completion Date:
This date only shows up if the task is completed, and is waiting on clearance from the
client

e Received Date:
Date the task was received

e Closed By:
This field lists the name of the user who closed the task

e C(Closed Date:
Displays the date/time, the task was closed



Closcd suppflitomues 1501 ol ol Ry

C

DD dddddddddedd

C

A

D E

F

G

Date: ¥| ID: Product: V| Owner: | V| = &
D Product Owner Priority Subject Completed Date
TSG-7815 NfA High Rebuild CentraD1
T5G-7179 fA High Folder Creation on \\TMTSQL\FTPSITE
T5G-11353 Alerts POC M”ham“;gg Javed- \ormal Test task by Is 11/20/2003 06:40
T5G-1393 Intranet MfA Mormal T5G Intranet- Project Status Histar ...
T5G-8812 VISION Muhammad AGOS ol ision-Enhancements QA ftest 09/25/2005 12:14
Masood-555
T5G-7160 A Mormal Surf Control Rules Modifications
T5G-7091 N/A Mormal Mew IC setup (Pamela Cook)
T5G-6813 A Mormal Testing environment for security te ...
T5G-6861 A Mormal Surf Control Rules Adjustment
T5G-7230 A Mormal Bad Laptop Screen
T5G-35878 NfA MNormal TMTSQL FTPSITE issue
T5G-7579 A Mormal Convert Word to PDF
T5G-7716 NfA MNormal TSGDATABASE imaging issue on Shahna ...
T5G-7342 A Mormal TSGIntranetP System Backup
T5G-7460 /A Mormal Surf Control service issue
T5G-7534 MfA Mormal Spyware on Shuja's laptop
T5G-7550 NfA MNormal Anita's outlook Issue
:
Features
A. Task Count:
Shows the number of tasks in the queue
B. Help:
Displays help about the module
C. Date Filter:

H

neveved Date
09/06/2008 12:43
08/26/2008 12:44
11/20/2008 06: 3
06282007 07:24
08/25/2008 11:00
08/26/2008 11:34
08/25/2008 15:05
08/19/2008 14:51
08/20/2008 10:09
08/27/2008 16:14
06/18/2008 17:41
09/04/2003 06:23
02/04/2008 14:19
08/28/2008 11:15
08/30/2008 13:05
09/02/2008 0%:12
09/02/2008 10:40

Closed By

System Message
Muhammad Javed-555
Laila Hajyani-TSG

System Message

System Message

System Message

B

]

Closed Date  ~|
09/17/2008 00:00 |
09/16/2008 0%:23

11/20/2008 08:42
05/26,/2003 08:50
09/25/2008 1214 —
09/18/2008 00:00
09/17/2008 00:00
09/17/2008 00:00
0%/17/2008 00:00
08/17/2008 00:00
09/17/2008 00:00
08/17/2008 00:00
05/17/2008 00:00
09/17/2008 00:00
09/17/2008 00:00
09/16/2008 09:23
09/16/2008 0%:23 ¥

User can apply Received Date filter or Close Date filter by selecting the following

options:



Date: |Recsived Date % Time: | Interval | From : | I’lT.::n.: i

This VWeek
Last Week
This Month
Last Manth
Interval

Date: |Closed Date  |% Time : | Interval “ | From : I:Ill To: I:Ill

This Week
Last Week
This Month
Last Month
Interval

a) This Week: Shows all tasks received/closed in the current week

b) Last Week: Shows all tasks received/closed last week

c) This Month: Shows all tasks received/closed in the current month

d) Last Month: Shows all tasks received/closed last month

e) Interval: Click & icon to open up the calendar and select the date/time interval
to filter for tasks received/closed during that interval

ID Filter:

User can type the Task ID provided by TSG Customer Support to search for a
particular Issue. You do not have to enter the full Task ID, you can provide a partial
ID in the ID filter to narrow down the results

Product Filter:
User can filter by the product to narrow down the search results

Owner:
User can filter all tasks by the reported user

G. Apply Filter:
To apply a filter click =»

H. Clear Filter:
To clear afilter click ;4

Column Sort:
Click the column header to sort results by the column

Task Communication / Task History:
Click on & to view the task history



Task Communication

Overview:

This view shows all details for the selected Task, and it provides a way to communicate with
TSG. All communication between the Client and TSG is displayed.

TSG-116632 A y Azeem... E ision
Product: B Client: The Shams Graup Task Date: 10/10/2008 07:41 Status: Pending C
Description: "The &
Muhammad Javed-sss [ 12/16/2008 07:45
To: aa-Administration Ce: 2a-0TG
bxevbxe
Te:aa-Administration  Cc :aa-0TG
Reply E cl
Attachment Details =l
[ |[Browse...] [ upload F G
Update fSend Clear
Expand All  Collapse All Task Communication History =]
Huhammad Javed-sss [ K 12/16/2008 07:45
Te: aa-Administration Cc: aa-0TG
bxcvbxe
Muhammad Azeem-5ss 10/10/2008 07:41
Teo: 2a-0TG, aa-Administration
Task has been created, Client "The Shams Group®, Product Category ™. Product ™. Task Date "10,/10/2008 07:41", Due Date "10/17/2005 23:58", Priority ...,

Features:
A. Task Details:
Displays the task summary, which includes Task ID, Task Subject, Product, Issue reported

for, Client Name, Task create date, Current Status of the Task and Description (This is
usually the client email received by TSG Customer Support)

B. Last Communication:

Displays the last communication for the logged in user, or the last posted communication
in the Task

C. Date/Time of Communication:
Displays the Date/Time of the communication



Recipients:
Displays the default recipients of the communication, if the logged in user sends a
communication to TSG

Reply:
Logged in user can type the response here and post the communication by clicking

Update/Send

Update/Send:

Click on Update/Send | 4, post the communication

. Clear:

Click to clear the Reply Box

. Task Communication History:
Displays all communications between the Client and TSG

Expand All/Collapse All:
By default, the communication in Task Communication History is minimized to show
limited characters. Click Expand all to expand all communications and clickCoellapse All" to
restore the default.

Attachment Details:
Browse the file, add attachment title (optional) and click . User must add a

response and click | Update/Send |t send the communication. Please not that

uploading attachments will not send the attachment to the recipients.
Attachment Details

| | [Browse...] [ upload |

[attachment Title] |

View Attachments: If there are any attachments with the communication, user will see

=] icon. Click on =] to view attachments. User must make sure that the pop-up blocker
is off and the VISION CRM website is added to the trusted sites.



Client Support Issues

Overview:
To view any External Open Support Issues go to Client Support Issues Page. User can select a client and

other filters and click = to view results

A

Client Open Support Issues [41]

Client: | Fairmant General Hospital ¥ | Product: | Select Product v | : |—| = x F

C D Product Owner Priority Status hiact Completed Date Received Date  Close 4/
|Q, FGRC 275 HR Stephanie Newbraugh Marr :nding : Remave E s 01/06/2008 0%:33
I% B an Portal Pafrick Lykins ~ Marr :nding The Round ! . 01/05/2008 1432
i% G GalacticaRx Mike Wooddel ~ Marmal Completed Getting errors on GalacticaRX 01/05/2009 15:30 01/05/2009 1402 x
i% FGH-13562 Galactica Bass System Aftah Shams Normal Completed Quote to provide Medhostreportint ..., 12{31/2008 17:45 12/29/2008 15:42 x :
|% FGH-13556 Galactica Reports Mike Wooddel  Mormal Working Unable to run Scanned Documents Rep ... 12/23/2008 13:53
I% FGH-13550 Physician Partal Patrick Lykins ~ Marmal Working Getting runtime error 12/29/2008 12:28
i@, FEH-13343 Galactica POS Mike Wooddel  MNormal Completed B0Batch scanner not working when tr ... 12/23/2008 09:13 12/23/2008 08:27 x -
it FGH-13179 Physician Portal Patrick Lykins ~ Normal Working MNeed attached modues added on the s ... 12/18/2008 10:36

H FGH-13083 Physician Partal Patrick Lykins ~ Marmal Working On Current Status tab, 180 Summary ... 12/17/2008 15:45
wIFGH-12958 Physician Portal Patrick Lykins ~ Mormal Working e would like the locations to be o ..., 12/16/2008 10:17
iC,J, FGH-12985 Physician Partal Patrick Lykins ~ Narmal Working Receiving an oRxCart error onLine ..., 12/16/2008 09:56
i% FGH-12681 Physician Portal PatrickLykins ~ Normal Warking MNew Patient List 12/10/2008 11:54
IQ, FaH-izsg3  Outreach Org‘zrrgfmm“”“am” UndaHarker  MNomal  Workng  Testing OOCP 12/10/2008 0%:10
I% FGH-12589 Physician Portal Patrick Lykins Normal Completed Charge Reimbursements: Valugs aren ..., 12/10/2008 10:44 12/08/2008 10:38 x
IL_l FRH-1757A Outreach Order Communicaton b v el Winrkinn lilhen tecting rersiving = mesesns wh 120R 17004 NAN4

e TaskID:

TSG Customer Support generated Issue ID for the request

e Product:
This Product has the reported issue

e Owner:
This client contact reported the issue

e Priority:
This represents the severity of the task. VISION CRM has four priorities Severe, High,
Normal and Low



e Status:
This represents the status of the task. VISION CRM has five statuses

Pending: TSG Customer Support is allocating resources for the issue
Working: TSG Technical Team is looking into the issue
Waiting on Client (WOC): TSG is waiting on the client for some requirements

L 0 N o

Completed: The issue has been resolved by TSG Technical Team and is waiting
on the client to clear it

10. Closed: When the Client confirms that the issue is resolved by email or by
cIickingﬁ, the task i closed. Once the task closes, it goes into the Closed Support
Issues queue

e Subject:
Subject of reported issue

e Completion Date:
This date only shows if the task is completed, and is waiting on clearance from client

e Received Date:
Date the Issue was reported

e Close:
To clear the task, click X

Features:
A. Task Count:
Shows the number of tasks in the queue

B. Client Filter:

User must select a client and click = to get search results

C. Product Filter:
User can filter by the product to narrow down the search results



. ID Filter:

User can type the Task ID provided by TSG Customer Support to search for a
particular Issue. You do not have to enter the full Task ID, you can provide a partial
ID in the ID filter to narrow down the results

Apply Filter:
To apply a filter click =

Clear Filter:

To clear a filter click X or select another client

. Column Sort:

Click the column header to sort results by the column

. Task Communication / Task History:
Click on 5& to view the task history. This page shows what the client sees as the task
communication
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