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Contact Detail “1" Customer Email and Username What product should | buy? Case Number 413423258 -
- testcase@test.com.com | am on your website and very confused about which TurboTax is right for me. Status Cpen !
Name Email Case Owner Nicholas Testone
John Testcase testcase@test.... \ |
Usarname Phong 3 & 5
> GatEntitement B3 Add Notes Close case £33 email |rros{  Customer Question - customer's primary question !
(355) 555-3555 St = ) ) |
. 7 - plus any additional details provided by the customer. ;
City And State Auth 1d Click here to expand the Get Entiliement action . 2 j '
Big City, |
Q All Updates All Emails Agent Notes Call Logs Status Changes asks ang Events More ~ = ]
Entitlements pr— :
. = Nicholas Testone created this case. 5 ¢ - I
No records to display ekl s Documentation Buttons: used to document and close a case: ;
|
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e Sukject What product should | buy? Add Notes - used to add case notes to document the customer issue. i
i Priority. Medium Close Case - used to close the case, only if customer's issue is resolve. e
Case Subject Status: Open f
4134735g  What product should T Case Number: 413423258 e Categorize all cases as: ]
buy? US-Product Support > US-Product Functionality > Log-in i
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Cases - lists current and previous cases for the customer. Case Feed - Lists all activities performed on a specific case: 3
Click case # to open and view notes from previous agent. Emails, Agent Notes, SmartLook Session and other valuable : !
information. Select individual case # to view each case feed. -
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Primary Search Bar - Use when case doesn't automatically load.
ﬁeset New Contact e

2] Contact Search ¥ Fe

Search by Case number, Email, Phone Number or Contact Name.

Lookup By: _ SRR
New Contact Profile - If contact isn't found with | & https://intuit.my.salesforce.com/ui/col

Phene Number

Email: [ Primary or Secondary Search, create a new

|:3frﬂ§)me E : contact by clicking and entering (1) first name,

AR Number ‘ Secondary Search - When contact (2) tast name, (3) email and (4) phone number.

| Last Name/ZIP Code ‘ isn't found with Primary Search Bar, bl b

search here to locate customer
_ through E-Store purchase. )
N o 2. Screensharing
Lookup Results e g '
Action FirstName , LastName Zip/Postal Code  Telephone Email Username Turbotax Advantage Last Modified Date 3. All Tools
Lodkup Lisa Anthony 92126 858-24£ lisa_anthony@intuit.com lah 2016-03-02T14:1 1:14.340-08:00*
The AgentEenal | g0 | ogin Widget E
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Secondary Search Results - Results listed if the customer has

i AnswerXchange ———l
made purchases from the E-Store.for e-ﬁllpg ora Cpfdownload. e . |t scarch Authip, etc _;
- Result Found - confirm contact information and click Lookup. CSR (Usemame SSSTRERSSTETREE .

- No results - create a New Contact Profile (Step 4). ks y—————
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Privacy Tool

Product Verification

Tools Button - opens the Tools Menu where you will find links Quickbase
needed to confirm customer ID and assist with Log-in issues. SmanLook CoBrowse (Keep Alive)
: TTO Service Code
e e TTO Sign In
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