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Dear ConSol customers, dear ConSol CM customers,

we would like to present the customer portal CM/Track, a ConSol CM Add-On which provides access to cases for your customers.

The customers can log in and see the current status of all of their cases. They can open a new case, ask questions, or attach
additional documents. If configured, they can even move the case to the next step in the business process, and provide additional
information using forms.

In this way, you can improve your service for external and internal customers, provide an asynchronous way of customer
communication and reduce the number of shorter customer calls. Your service team can focus on expert customer
communication thereby further improving the quality of service.

Enjoy reading this presentation. Please call us, if you want to know more about CM/Track: +49-89-45841-120

Your ConSol CM Product management & Sales team
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CM/Track
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Hello, how can we help you?
s e Advantages
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Q. Type search term(s)

Features

Requests

Please enter request details in
following

Please enter claim details in
following

Technical backgrounad

Create Create
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Dec | 100089 Serverupdate at 6 pm wls

2022 | © 1:43 PM | by Fritz FAQ-Ersteller
(changed a few seconds ago)

Dec 100068 MNew version of the user manual available alls
2022 | ®© 1:41 PM | by Fritz FAQ-Ersteller (changed 2 minutes ago)




Advantages of CM/Track as a customer portal

* Proactive customer communication
Use FAQs and news to publish important information for your customers in order to reduce the number of

created cases.

 C(Close involvement of the customers in the business process
Integrate your customers in the processing of their requests by using workflow activities and forms to speed up

work on the cases.

e Numerous use cases
CM/Track can be used both for internal and external customers. For example:

* Internal: IT helpdesk and service desk, procurement processes (LDAP integration is possible)

 External: customer, reseller and partner portals



Features of CM/Track — start page

TBCM/Track cases Ccreatecase FAQ A Mr Max Mustermann ~

The new start page of CM/Track is intuitive and easy to use. Your customers Hello, how can we help you?
can take advantage of several features: - e“%
 Direct case creation in specific queues @ e

* Search feature covering all cases of the user and the FAQs S S

* News feature
Use the extensive configuration options regarding the layout and content of

the start page:
* Determine the GUI texts News
* Choose anicon for each queue Do, | oo serverupaate a8 pr ‘

® 1:43PM by Fritz FAQ-Ersteller
(changed a few seconds ago)

 Set the color and displayed information for the news entries

Dec 100068 New version of the user manual available e
2022 | © 1:41 PM | by Fritz FAQ-Ersteller (changed 2 minutes ago)
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Features of CM/Track — case list

'.' c::h-‘l,"J TrEj '.:'_l{ Create case FAQ 2 Mr Max Mustermann -

The case list shows all the cases of the user. The processing
status (scope) and the basic data, as subject, queue and creation

Show My cases = Fiter by | Allgueues ~ | Allscopes (select gueue)~ | Open + Closed ~

date, are directly visible. In addition, the case list provides the e pe——

following features: Q e

* Display the cases of the user or all cases of the user’s View per page | 20+
company 100050 | Printer does not work

Claims | Created: Dec 7, 2022 15:50

e Search for cases

100049 | Request XYZ

* Filter by queue and status (open / closed) Feauests | Crestet D, 2022 1550

100048 | Claim XYZ
Claims | Created: Dec 7, 2022 15:50

 Sort by different criteria
The user can click a case to see its details.

View perpage 20~




Features of CM/Track — case creation

'.' CMI TrEﬂ ck Ll Create case I L Wr Max Mustermann -

Create case

Give your customers the opportunity to create cases on their own. This way, n e e
you can save time because, instead of an email or phone call, you directly Fesen o e
receive a case with all the required data. e
* You define the queues in which the customers can create cases and the
fields which they need to fill out. S P — PR —FU—
* The customers enter the respective data and write a comment.
e Optionally, the customers can attach additional documents. W .saisiem
You can then work on the cases as usual in the Web Client.




Features of CM/Track — case details

The users see the current processing status of a case in the case [PrEYGEE S e —
details. This way, the customers can obtain information about

their requests in a convenient way at any time. The following IR et | Grstoc: Doc 7, 202 1.1

information is displayed: Additional information

»  Comments Conren s

© Emails

* Fields filled by the engineer |

Dec 7, 2022 16:20 by | Bernd Bearbeiter

Thank you for your request, we are currently working on it.

The engineer in the Web Client decides which comments and ?
emails should be shown in CM/Track. o e 2022 1615 v | T

| need information about XY7

In addition, the customer can add comments and attachments, !
which are then displayed in the Web Client.




Features of CM/Track — workflow activities

CM/Track provides workflow activities which the customers can click to move their cases to the next step in the
business process. They can fill forms with data which is needed in the course of the process.

This new option to interact with customers, in addition to emails and comments, allows you to speed up case
processing and improve customer satisfaction.

r‘ CM _/ T["a C lﬁ Create case FAQ 2 vr Max Mustermann~

100052 | Request XYZ
Requests | Created: Dec 7, 2022 16:19

=» Discard request

>> Discard request

100052 | Request XYZ i i
Reason why ticket is
Requests | Created: Dec 7, 2022 16:19 dismissed*

Please select

Additional information o
Note on why tikcet is

dismissed®
Category

Problem already solved.
Common request Y

Y

=+ Add a comment / attachment

Save Cancel




Features of CM/Track — FAQs and news

 Use the news feature to place important information directly on the start page. Ideal for general information and
announcements.

 (Create FAQs with solutions for frequently occurring problems and collect answers to common questions. ldeal for
instructions and support.

Avoid the situation that several customers create cases about the same problem, and support your customers in

solving problems on their own.

Questions and Answers (Q&A)

Here you will find a list of frequently asked questions and described solutions for cases that have already been

NEWS solved.
Please search using keywords to get better results for your request

Search All FAQ Lists ~ [EEEINY
Dec | 100059 New features in CM/Track ¥ Q sear sts

2022 . -
® 9:31 AM | by Fritz FAQ-Ersteller View per page | 20 <
(changed a few seconds ago)

100063 | How to setup VPN connection

Dec 100058 Serverupdate at 6 pm 3 FAQ (external) = Created: Dec 8, 2022 09:59

2022 | © 9:29 AM | by Fritz FAQ-Ersteller (changed 2 minutes ago) | 100062 | Create new case in CM/Track
FAQ (external) = Created: Dec 8, 2022 09:57

iz

\View per page 20~




Technical background of CM/Track

User Administrator
CMIA e
- o
"Z"EP I — * All pages and entry masks of the modern web-
Web Client o Adein Suee based application have a responsive design and
\ / automatically adapt to the screen size.
\ / » CM/Track can be used on PCs, laptops, tablets
and mobile phones.
e The communication with the ConSol CM server
\ — IS done via REST API.
ConSol CM server RESTAPI  e—=— » CM/Track includes an integrated proxy and can
I be deployed independently from the ConSol
STk CM server. Thus, it meets the security

requirements for external provision.

ConSol CM database



Manuals Helease Notes / System Reguirements Feature Presentations =olutions

CMIAtecdoc

A Documentato

You want to learn more
about ConSol CM?

Visit our TecDoc server

Here you will find the official manuals for the process management software ConSol CM.

B ror B oninedelp M Engish [ Deutsch

B vser B 2dministrater [ Process Designer [ cwioutiook-Add-in@  owH B Setup and Operation [l cMEBIA

B vesionsis2 B versiong151 | versions15.0 | versions 14010 | versions14.09
You can find:

B vesions1408 M versions1407 M version61406 M versions1405 M versiong1404 B version6.14.03

[ ]
B versiong 1402 [ version61401 M versiong 1400 M versions1306 M versiong13.05 M versiong1304 Manuals

e Administrator

B verzion51303 M versions13.01 M version613.00 WM versions.1213 B Ouer versions

e User

Administrator

e Release Notes

Online

User Manual 6.15.1 (English} Help

Administrator Manual 6.15 (English)

 System Requirements

Online

U=er Manual 6.15.1 (Englizh} Help

Administratorhandbuch 6.15 (Deutzch)

* Feature presentations

Benutzerhandbuch &.15.1 (Deutsch)

Process Designer ® SOIUtiOnS

Online i e irm e ; alE 43 2 FEnnlich?
Help Process Designer Manual 6.13.0.3 (Englizsh)
FOF Process Designer Manual 6.13.0.3 (Englizh)

Benutzerhandbuch 6.15.1 (Deutzch)

Discover the new ConSol
CM version!

DWH Setup and Operation

DVWH Manual 6.11.0 (Englizh)

DVWH Manual 6.11.0 (English}

setup Manual 6.15 (Englizh)

setup Manual 6.15 (English)

Operations Manual .15 (English)


https://tecdoc.consol.de/
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