Should be able to
tedl the difference:
Internal &

Improvements

ooy o e T state
to identify client when tab is
within an emall and fclosed
populate Clent (sorting, filtering,
entity in case etc)
Information -
Open two things at Visuals/dashboards
the same time (two need to be
emall chains for expanded - mora
example} types of cases
at (rewisit for specifics)
More Illumng__ — -

Marling/Swift with
filte:
fliers s presets auloupdates
Notifications; too
. Ability to export

many. Need to turm A
on and off for

specific queuas

no way o re-attach
informaticn from a
previous email to
show that
Information was
already sent-- have
o take a screenshot
Insteac

wants to see who
the email is going
tie; and all just
general information.

waould be useful to
have an unmerge
case option if a case

after clicking into a
specific case on the
grid and then
chasing it, would b
nice if the grid
stayed in the same
place as opposed to
bringing him all the
‘way to the top again
(preserve scroll
position)

Meads to sea more
email information;
whao its from

In the detalls view

s accidentally of the tab, for the
merged to the onas you have to
wrong clisnt hower gver, they
- want to be able to
pin that at the top.
oF eustomize which
Search by sender of tabs they want {this
an amail izin the case details
. not the top tabs)
Spell check when
s 8 ‘would like more
= formatting options
for emails
Would like to be :":’“ph"';'::m'
able to filter grid by - it ’
specific people-- o butin
nly
filter alphabetically 'm" "L':t"::'""'
and by cases that e y
are assigned/ -
unassigned to you
Bulk mark as risky
bulk edit
If they Incorrectly
send an email, there
are no options to
recall (30 second
unsend or recall

function?)

external emails in
the email square

‘Wants to apply
template: in the
Classification
sguare (only 1
person asked for
this}

Mowe the "Wiew
mode” buttan to the
top of the email
section

Templates that are
used often should

Bir fecoginized and
suggested

would like for all
related cases
(continuations and
thisir assist cases)
o be listed together

High wolume of
inquries = wants an
autarmatied
confirmation emall
sent to
acknowladge the
inguiry

Quick filtars/colimn
fiiters. abllity to filter

any colurmn

Unable to prioritize
cases within a
queus. Wants to
highlight urgent
CA%EE

keyword should be
populated; has to
look up keyword for
acase in a different
system-- and then
after the keyword is
assigned, the team
needs to manually
assign the case to
themselves

View pending
cases for
respective team
members

{when assigned to
someone else)

Can't filter by user

cases belng closed
in eCRM are baeing
recopened by
emails being sent

In the assist case
datails, there is no
information, it's just
a link to the case.
Users want 1o see
the info

Cant copy and
paste the
attatchment from
the origin case to
the assist case; it
should
automatically come
over

Manually enters
information because
itends up being
faster than using
templates

auto-save causes
wiark to be lost while
using emails

Case history is
difficult to
understand - when
a case is canceled,
information still gets
updated to it - this
shouldn't happen

if someone is added
o a case, anew
case is created,
This should not
happen-- if
someone forwards
the email or
changes the
subject line, it will
create a new case

when # of
unassigned cases
exceeds 250, that
maxes out the # of
cases that can be
shown on a page,

and when filtering is

applied, it's only
applied to the first
page, and not

Doesn't Work

Confusion

wo tabs Templates are
::;:::r;;ld o ::z::;u;jﬂ:zare Cant Generic possibility that an
comparision -~ avach account email may be sent
purposes) s Hack il tothe wrang
0 & case
- Has an issue with ack Wi B e on
P — chrome vs.firefox g
broken - too many _ disabled?
1o the point that o
f\hwm ssiees Attachment issue;
. cant attatch
documents to assist
can't see full email casas doesn't make sanse Serolling for emails
name in grid to click the box at is tedious
the top of the
templates page to
errars when trying see his templates
cant copy and paste 1o apply templates; o
a distribution list some entitiement
{12115 emails at a ertor pops up
time) -
When copying &
TS pasting into eCRM it
_somet_lmes uor_l‘t il messes up the
in the information ra—
correctly o
Too Clicky
Global search is f someone gets Case an Assis
unable to find cases removed from a
& If you search case, they should e Assianing Gase 1o
subject line it won't be removed from & Caus i ey
work either the distribution list; already assigned 1o
- they dont right now someona alse
Dot ellipses in
emails do not Diagrams should be
consistently work-- link 10 the cases -
happens every time there seems to be a
a relationship data issue
imrnathy Too Slow
attached? 3 When trying to
Unable to search by o sper T mﬂ:ﬁ:::"'
account number — "7 .
when eﬂglrm_no Is o - mbmm 2
resolved, assist still lets you resalve it
remains open. rre
Assist should close Cant copy and
with origin paste case
— information
sometimes
scroenshots work, classification s
sometimes they pulling incorrect **bolded items have to be reviewed still
donit=- has to information
o {machine leaming
screenshot to see it notgreat)
selecting one
dled/resolved g inan
cases listed in grid email does not
are not always the swap out the other
queus she has one
access to too-- has o
to filter by cases

relevant to her team

whatever cases are
on the sacond page.



