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ELECTRONIC MESSAGE MANAGEMENT SYSTEM

BACKGROUND AND SUMMARY OF THE INVENTION

The present invention relates to an electronic message management system and
method, and more particularly, to an electronic message storage, tracking, m-'c-magement, and
response method and system.

The number of Internet users continues to grow at an astounding rate. Accordingly,
Internet Web sites have become an important way to communicate with customers. Internet
Web sites are being used to send electronic message inquiries to customer service
departments of many companies. Accordingly, as with traditional telephone customer service
departments, customers expect timely responses to their e-mail inquiries.

An analysis was performed on the proficiency of companies in responding to e-mail
inquiries received through their Web site. The study found that:

17% of the companies responded via e-mail;

27% of the companies did not respond to the e-mail inquiries;

8% responded via the U.S. postal service; and

48% of the companies did not have any mechanism for accepting e-mail
inquiries.

Additionally, of the small percentage of companies actually responding to e-mail
inquiries, many of those companies took 3-4 weeks to respond to e-mail inquiries, with many
of the inquiries never being answered. Many popular Web sites generate tens of thousands of
hits, and thousands of e-mail inquiries, per month. As the popularity of the Internet increases,
the number of e-mail inquiries sent will continue to increase.

At the present time, electronic message inquiries are handled manually by customer
service departments. In other words, the e-mail is sent directly to a customer service Mail

server. The e-mail message inquiries are then read by a customer service representative who
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is assigned to respond to the e-mail inquiries. The customer service representative may either
respond to the message or may refer the message to another customer service representative
who is more qualified to answer the inquiry. Currently, the process of forwarding the
messages to responsible customer service representatives (CSRs) is accompﬁshed manually.
In other words, either the forwarding CSR clicks the “forward” button to send the message to
the responsible CSR or the e-mail inquiry is actually printed out and physically handed to the
responsible CSR. The responsible CSR then responds to the e-mail inquiry.

This manual process of responding to electronic messages results in a lack of
electronic message management and a failure to provide any type of quality assurance on the
message responses. For example, in a traditional system, once an e-mail inquiry is received at
the designated mail server a customer service representative may access that e-mail message
by using any known e-mail program (e.g. Eudora). If the customer service representative
cannot answer the message, he must refer that inquiry to another CSR that can answer the
question. With these known systems, the CSR must “manually” forward the inquiry to
another responsible CSR able to take the inquiry. The e-mail is “manually” forwarded, for
example, by designating the e-mail address of the responsible CSR and clicking the “forward”
button in the mail program. Once the responsible CSR receives the forward inquiry, he or she
may respond to the inquiry.

Accordingly, these traditional system are not well suited to handle a large load of
electronic message inquiries. The manual forwarding of inquiries to responsible CSRs may
take a considerable amount of time when there are thousands of inquiries and where there are
many different CSRs (e.g. one to take billing inquiries, one to take technical support
inquiries, one to take dealer locator inquiries). The time needed to initially read each

message, to determine who the responsible CSR is, to determine the location of the
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responsible CSR, and to forward the message to the responsible CSR for response, results in
long response times.

Additionally, these traditional systems do not provide any efficient means to provide
quality assurance and electronic message tracking. For example, once the re“sponsible CSR
responds to the message, it is sent to the customer without being reviewed for appropriate
content. This lack of quality control may result in inappropriate, or inaccurate, responses
being sent to customers and accordingly, damage to valuable customer relations.

Additionally, in these known systems, the manual forwarding of electronic message
inquiries to responsible CSRs results in a lack of message status tracking. In these known
electronic messaging systems it is virtually impossible to administer the status of the
electronic message inquiries, to determine what the inquiries were about, who the responsible
CSR is, which inquiries have been responded to, and which inquiries are still in need of
attention. For example, as an illustration, assume that in one week Company “Fortune 500”
receives 100,000 e-mail inquiries. Assume that the e-mail messages were distributed as
follows:

25,000 messages were sent to 100 different technical support CSRs;

25,000 messages were sent to 100 different billing CSRs;

25,000 messages were sent to 100 different product CSRs;

5,000 messages were sent to 20 different dealer locator CSRs; and

20,000 messages were sent to 100 general CSRs.

With traditional e-mail messaging systems, the only way that these different CSRs can
obtain access to the appropriate e-mail inquiry is to either:

1.) manually forward the e-mails to the responsible CSR;

2.) print out the e-mail message and physically deliver it to the responsible CSR; or
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3.) have the original e-mail message sent directly to the different e-mail addresses of
each CSR.
All of these methods would be inefficient for distributing e-mail inquiries to responsible
CSRs and, accordingly, for the subsequent responding to the 100,000 e-mail rﬂessages.

Additionally, with these known systems, it would be virtually impossible to provide
any administrative tracking or quality assurance on these 100,000 e-mail inquiries. Once the
e-mail inquiry has been forwarded to the responsible CSR, administration could not
efficiently track the status of the inquiry (i.e. responded to or still pending) or the content of
the responses being sent. In these known systems, the individual CSR would have to
individually inform administration of the status of each assigned e-mail inquiry and forward
each response to administration for approval.

As the popularity of the Internet increases, electronic message communication will
become a standard and indispensable form of communication. Accordingly, companies need
to implement e-mail communication with their customers. Additionally, many companies
are, and will be, receiving thousands of electronic message inquiries per week. Accordingly,
there is a need for an electronic message management system that provides for the efficient
storage, administration, tracking and reporting of customer inquiries. Additionally, an
electronic message management system is needed which will allow the generation of timely
responses to electronic message inquiries. The present invention provides such an electronic
message management system that provides the following advantages over existing e-mail
programs:

1.) provides an automatic interface to a structured database for forwarding all

electronic messages;

2.) provides access to the database by authorized CSRs, from remotely located

computers;
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3.) stores the electronic messages by predetermined attributes (e.g. time the inquiry
was received, the e-mail address of the customer, the status of the message) so that the
e-mail inquiries can be retrieved by any, or all, of the attributes;

4.) allows administrators to provide quality assurance reviews on selected responses
before sending the message to the customer;

5.) provides updates to the interface based on CSR or administrator activities so that
the status of all electronic messages are current;

6.) provides a list of authorized CSRs that may have access to the electronic messages
in the interface, and allows customized settings of individual CSR privileges;

7.) provides security against hackers and viruses;

8.) provides a historical record of all electronic messages from each customer;

9.) interfaces the CSRs to a database containing predefined, standard, responses for
frequently asked questions;

10.) allows the forwarding of the message to the relevant expert, the database being
updated to indicate that the message has been referred to an expert;

11.) tracks the responses to all electronic message inquiries and updates the database
accordingly;

12.) provides the ability to efficiently add additional CSRs, delete CSRs, add standard
responses, and to provide custom reports;

13.) allows categorization of all electronic inquiries/messages by client-defined
categories;

14.) allows the reporting of the average response time of responses; and

15.) allows the monitoring of CSRs.

The present invention is preferably accomplished by: receiving electronic messages at

an electronic network; forwarding the electronic messages to a database; storing the electronic
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messages based on predetermined message attributes; interfacing a customer service
representative computer to allow electronic access to the electronic messages; transmitting
one of the electronic messages from the database from the customer service representative
computer based on one of the predetermined message attributes; displaying“ the transmitted
message at said customer service representative computer; responding to the transmitted
message; and updating the database to indicate that the transmitted message has been
responded to. The present system also allows for the administering and updating of the
database according to specific application needs.

In addition to the features mentioned above, objects and advantages of the present
invention will be readily apparent upon a reading of the following description.

BRIEF DESCRIPTION OF THE DRAWINGS

Novel features and advantages of the present invention, in addition to those mentioned
above, will become apparent to those skilled in the art from a reading of the following
detailed description in conjunction with the accompanying drawings wherein similar
reference characters refer to similar parts and in which:

Figure 1 illustrates one embodiment of the e-mail management system of the present
invention;

Figure 2 illustrates la block diagram illustrating one embodiment of the interface

between the Web server and the database;

Figure 3 illustrates a flow chart depicting the main operational steps of the e-mail
management system,;

Figure 4A illustrates a flow chart depicting the main steps for accessing and
responding to e-mail messages;

Figure 4B illustrates a flow chart depicting the choices available to a CSR when

handling e-mail messages in the system of the present invention;
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Figure S illustrates a flow chart depicting the steps for forwarding a message to an
expert;
Figure 6 illustrates a flow chart depicting the steps needed for replying to an e-mail

message;

Figure 7 illustrates a flow chart depicting the steps for providing a quality assurance

review of e-mail responses;

Figure 8 illustrates a flow chart depicting the steps for administering the e-mail
system of the present invention;

Figure 9 illustrates a flow chart depicting the steps for requesting a report; and

Figures 10-34 illustrate example screen shots from various pages of a preferred
system of the present invention.

DETAILED DESCRIPTION OF PREFERRED EMBODIMENT(S)

The preferred system herein described is not intended to be exhaustive or to limit the
invention to the precise forms disclosed. They are chosen and described to explain the
principles of the invention, and the application of the method to practical uses, so that others
skilled in the art may practice the invention.

Figure 1 illustrates one embodiment of the electronic management system 10 of the
present invention. The system is preferably comprised of a server 14, a computer running
mail server software 15, a database 16, and a customer service representative (CSR) com;;uter
18. (A mail server 15 would not be needed if all electronic messages were submitted via
Web page forms).

It is preferred that the server 14, the mail server 15, the database 16, and the CSR
computer 18 be connected by a network. This network, preferably, makes up the call center
network 10 of the present invention. For example, the network 10 may be an ethernet

network based on Transfer Connect Protocol/ Internet Protocol (TCP/IP), although it is
7
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appreciated that other protocols may be used. The network 10 may also be part of a Wide
Area Network (WAN). It is also appreciated that the components of the present system may
be variously arranged. For example, the server 14, acting as a Web server, may also be
configured as the mail server. However, in the preferred embodiment, as illustrated in Figure
1, the mail server 15 is a separate computer from the server 14, and linked by the network.

The server 14 is generally a large capacity computer programmed for interfacing the
CSR computer 18 and the database 16. The server 14 is preferably a computer configured, or
programmed, with Web server software. The server 14, configured with Web server software
(i.e. a “Web server”), serves as an interface between the CSR’s computer 18, configured with
Web browser software, and the database 16.

Typically, the network is connected by a T1 line to the Internet. Again, it is preferred
that the server 14 be configured with Web server software with the capability to store, and
transfer, Hypertext Markup Language (HTML) files and/or other scripts. As will be
discussed, the CSR user interfaces are, preferably, viewed through a Web browser which
accesses HTML code, or files, stored at the server 14,

The customer’s computer 12 is typically a personal computer having a modem for
communicating with the call center network 10 facility, through the Internet. There are many
advantages of using the Internet to communicate with the call center network, e.g., the
customer has access to low cost clients (i.e. Web browsers), and the Web allows standard user
interfaces and the ability to work across different platforms and applications.

In the preferred embodiment, the customer sends an electronic message, or inquiry,
through the Internet, which finds its way to the mail server 15. (Electronic messages include,
but are not limited to, e-mail messages). If e-mail, the mail server 15 receives and accepts
the electronic message (if the message is submitted from a Web page form it is interface

directly to the database 16). The mail server 15 is preferably a mail server program (e.g.
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Microsoft Exchange Server) that may either be located on the server 14, or a separate
computer electronically linked to the server 14 (i.e. the server 14 may be configured with
both Web server software and mail server software or the server 14 configured with Web
server software may be electronically connected to another computer 15 conﬁghred with mail
server software).

In any case, the call center network 10 is configured to automatically transfer the
received electronic messages to the database 16 for storage (i.e. without an intermediate
manual step). Automatic transfer of the electronic messages may either be the automatic
forwarding of the messages or having the messages pulled by the database. For example, a
customer, using an e-mail client (e.g. Eudora) located on his computer 12 sends an e-mail
message to companysupport@matrixx.net. The e-mail message travels through the Internet
and enters the call center network 10. The e-mail message is routed to the mail server 15
(This is accomplished through known mail protocols, for example, the mail server 15 is
configured to accept and send Internet e-mail. When a mail message arrives it is sent to the
server defined as the mail server in the Domain Name Service and MX records). The
database 16 is programmed to automatically retrieve the e-mail messages from the mail
server. In other words, a program may be written that retrieves predetermined received e-
mail messages from the mail server and delivers them to the database 16 for storage. This
program may be written in a number of different languages including C++ or SQL. The key
being to provide automated integration between the mail server, the Web page, and any SQL
stored procedures.

It should be appreciated that electronic messages from customers may be received in
forms other than through traditional e-mail clients. For example, an electronic message may
be sent from on-line forms embedded in company Web pages. These electronic messages

may also be sent to the Web server 14, and stored in the database 16. For example, company
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Web sites may have on-line forms for submitting data or customer inquiries. These forms
submit the message to a program, preferably written in C++, on the Web Server 14. Once the
program receives the message, it stores the message in the database 16.

The database 16 is generally a storage area for the received electronic messages,
including e-mails, and any other data required by the system (e.g. CSR data). It is preferred
that the database 16 be a complete database management system (DBMS) which acts to
organize and standardize data retrieval and storage, and is controlled by a language that helps
to manipulate the data and allows querying of the database (e.g. SQL).

Although the database 16 may be a “flat file” it is preferred that the database 16 be a
relational daﬁbme. A relational database is a database that stores the information in tables,
and where there are rules that define the relationship between the tables. Generally, the tables
in a relational database are separated by different entities (e.g. all received e-mail messages,
all data on CSRs, and predefined CSR standard responses). Generally, each row of a database
table defines a subset of that particular entity where each column of that table defines a
specific attribute, or category, for that entity. For example, a table storing all received e-mail
messages may be stored as one table or entity. One row may be designated for each separate
e-mail message where the message is given specific attributes defined by each column of that
row (e.g., the time the message was received or the status of the message).

Figure 2 illustrates a block diagram illustrating one embodiment of the interface 24
between the Web server 14 and the database 16. The Web server 14 may be connected to
more than one database 16. The server 14 is adapted to interface with the database 16 so that
the CSR may access, and retrieve, the data residing on the database 16. For example, a server
14, acting as a Web server 14, generally consists of HTML files and electronically
communicates with the CSR computers 18 using HyperText Transfer Protocol (HTTP).

When a Web page is requested by the Web browser, HTML files are sent from the Web
10
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Server 14 to the CSR Web browser via HTTP. When data from the database 16 is needed,
the Web page is programmed to retrieve the data from the database 16.

Accordingly, the server 14 and the database 16 must be integrated for proper
communication. However, in many cases the server 14, acting as an interfacé to the database
16, cannot communicate with standard databases without an interface 24 that maps the
incoming query to the server 14 to the appropriate semantics in the database 16.

In many databases today, Structured Query Language (“SQL”) is used as the industry
standard. SQL is a data language designed for creating, manipulating, and controlling
relational databases. In order for a Web Server 14 to communicate with a database, a
program extension 26 may be needed that converts the requests for data from the Web server
14 to a form that the database 16 will understand. For example, if the database 16 is a SQL
database, the programmed program extension 26 will convert the data request from the Web
Server 14 to SQL so that the database 16 will understand. However, in the preferred
embodiment a program extension 26 is not required. In the preferred embodiment, the Web
Server speaks directly to the database with Internet Database Connector files (“IDC” files)
which allow Web pages to interface with the data in the database 16.

Additionally, in the preferred embodiment, an Open Database Connectivity (ODBC)
layer is also programmed into the call center network 10. ODBC is a standard interface
between the database 16 and an application trying to access the data in the database 16.
Basically, the ODBC layer 28 allows any front end application to access the database 16 (in
other words, the ODBC interface 28 is a program that provides a uniform way of calling data
request to a database 16).

Accordingly, in the preferred embodiment, a data request from the Web server 14 is

sent via IDC files, which use ODBC-compatible SQL, to the ODBC interface 28. The ODBC
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layer 28 converts the ODBC SQL calls into the predetermined database 16 native calls and
then performs the database 16 interaction. The ODBC layer may also return the results of the
data queries in a uniform way to the Web server 14.

The operation of the invention can be understood with reference to the flowcharts of
Figures 3-9 and corresponding screen shots illustrated in Figures 10-34. The flowcharts of
Figure 3-9 describe the operational flow of one example system of the present invention.
Screen shots from various stages of the system flow are depicted in Figures 10-27, however
not all screen shots have been provided.

As discussed above, customers submit electronic message inquiries (e.g. e-mail) to the
call center network 10. As discussed, the electronic messages are automatically transferred to
a database 16 according to a predetermined format. Accordingly, the CSRs must access the
electronic messages stored on the database 16 and respond to the inquiries.

A CSR accesses the database 16 from a computer station 18 electronically connected
to the server 14. It is preferred that the CSR stations 18 are connected to the server 14 via a
TCP/IP network, however, it should be understood that other network and data transfer
protocols may suffice. As discussed, the server 16 is a computer that interfaces the CSR
computer 18 with the database 16. It is preferred that the server 16 be configured with Web
server software that allows the maintenance of HTML files, i.e. Web pages, that are used as
interfaces to the database 16 (The following explanation of the invention and the flowcharts
assume HTML as the preferred file format of the user interfaces although other formats may
be used. Accordingly, the server 14 in the following explanation will be configured with
Web server software, i.e. a Web server 14).

To access the database 16, a CSR points his Web browser to the appropriate address

(e.g. a URL 13) of the starting address of the call center interface files located on the Web
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server 14. The Web server 14 transmits the HTML files of the CSR login page to the
requesting CSR. (See the screen shot of Figure 10.) The CSR then logs in with his ID and
his password block 30. A program then checks to make sure the ID and the password are of a
required form block 32 and sends the data to the database to make sure the CSR is allowed
access block 34. Itis preferred that an ID and password checking program be embedded in
the HTML. For example a script is sent to the browser where it is subsequently run by the
browser running on the CSR computer 18.

If the ID and password are of a required form, they are sent to the database to confirm
the CSR may access the messages. If the CSR is authorized, the HTML files informing the
user of authorized access are sent to the CSR browser (see Figure 11). Upon clicking the
“continue button” 17, the main navigational page (see screen shot of Figure 12) are sent to
the CSR computer 18. The main navigational page is displayed block 36 via the Web
browser at the CSR computer 18. The call center interface may be programmed so as to
require the changing of CSR passwords after a predetermined time. The main navigational
page provides links, to HTML, or Web, page interfaces that allow the CSR to perform one of
the main functions of the call center system 10. The CSR may opt to:

1.) access and process the received electronic messages;
2.) provide administrative functions;

3.) create detailed reports;

4.) view the history of the received electronic messages; or
5.) change the passwords of the CSRs.

The CSR selects one of these options block 38 by clicking on the appropriate link in
the main navigational page as illustrated in Figure 12. For example, if the CSR wants to
respond to e-mail messages he clicks on the “e-mail” link 40; if he wants to administer the

system he clicks on the “Administration” link 42; if he wants to view a report on system

13



10

15

20

25

WO 99/04347 PCT/US98/15240

statistics he clicks on the “Reports” link 44; if he wants to retrieve a history report he clicks
on the “History” link 46; if he wants to change passwords he clicks on the “Password” link ;
and if he wants to process mail, he clicks on the “Process Mail” link.

By clicking on the “e-mail” link 40 on the main navigational page, “the database is
queried to find which e-mail addresses the CSR may respond to and how many e-mails are
waiting response. The results of the query are used to create the HTML file of the “E-mail
Response” page. The “E-mail Response” page is sent to the CSR computer 18 from the Web
server 14. (Figures 4A and 4B illustrate a flow chart depicting the main steps for accessing
and responding to e-mail messages.) Once the HTML files are received at the CSR computer
18, the “E-mail Response” page, illustrated in Figure 13, is displayed block 52 via the Web
browser.

The E-mail Response page preferably gives the CSR the option of either:

1.) selecting a group of e-mail messages to respond to if the CSR has permission to

respond to the received electronic messages; or

2.) selecting a group of e-mail messages to provide quality assurance (QA) reviews

block 54.

E-mail messages are preferably grouped according to the e-mail addresses where the
inquiry was sent. For example, all e-mail messages sent to a particular e-mail group are all
preferably grouped together, stored together in the database 16, and accessed together. For
example, in Figure 13, there is only one group, “cyberesponse@matrixx.net”. It is preferred
that only the CSR groups to which each CSR has access be listed on the retrieved page. It is
important to note that many CSRs (each linked by a computer 18) can respond to a single
address/group. Setting CSR privileges to groups is discussed in further detail below.

If the CSR wishes to access and respond to e-mail messages, the CSR selects a group

to respond to block 56. By selecting a group, the corresponding electronic messages
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received, and queued, for that group are retrieved block 58 from the database 16 and sent to
the CSR computer 18 where they are displayed via HTML block 60. An example of a
“Queued Messages” page is illustrated in Figure 14. In the example page of Figure 14, the
retrieved messages are categorized by: “

1.) message number;

2.) response number;

3.) the status of the message;

4.) whether the message has been assigned;

5.) when the message was received;

6.) who sent the message, including the customer’s e-mail address; and

7.) the subject of the message.

It is preferred that the messages be separated into three different subgroups: the

General message subgroup 62, the QA message subgroup 64, and the Expert message
subgroup 66. The QA message subgroup contains all the messages that are awaiting QA
review or messages denied by QA. All the messages in the Expert message subgroup are
messages that are awaiting expert response or have been answered by an expert. The General
message group contains all other messages that are still in queue. As illustrated in Figure
14, the status of the QA messages are either “From QA” or “Pending QA”. Messages with
the “From QA” status indicate that the message has been reviewed and denied by a CSR with
QA privileges. Messages with the “Pending QA” status indicate that the message has not yet
been reviewed. Similarly, the status of the Expert messages are either “From Expert”,
indicating the expert has responded to the CSR’s inquiry, or “Wait for Expert”, indicating the
CSR is still waiting for the expert to respond. Messages in the General message subgroup 62

may indicate to which CSR the message has been assigned.
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A CSR may have the option to retrieve messages from either the General message
subgroup 62, the QA message subgroup 64, or the Expert message subgroup 66 (block 68).
If the CSR wishes to respond to a message that has not yet been opened or assigned, the CSR
may click on a link 70 of a message that has a status of “Unopened” and““Unassigned”.
Upon clicking such a link, the message is retrieved from the database 16 (the database 16
being updated to indicate the message has been opened) and sent to the CSR computer 18
where it is displayed via the Web browser block 72.

Upon clicking on an unassigned e-mail message to review, the CSR is given the

option to either:
1.) assign the message to himself; or
2.) return to the queued message page Figure 14 without assigning the message block
78.

If the CSR does not wish to assign the message to himself, the CSR is returned to the
queued message page. If the CSR wishes to assign the message to himself, the CSR clicks on
the “Assign Message to Me” link. The database 16 is updated to indicate that the message
has been assigned block 82. Upon assigning the message, the CSR is sent another HTML
page which contains text asking the CSR to assign a category to the message block 84. See
Figure 15. Upon assigning a category(s), the database 16 is updated to reflect which
categories the message has been assigned. Once a category is assigned to the message, CSR
is given the option to either respond to the message, refer the question to an expert, or not
respond to the message block 86.

If the CSR indicates that a response is not needed for a particular message, the CSR so
indicates and the message is removed from the queued message table and the database is

updated to indicate the message did not need a response block 88.

16



10

15

20

25

WO 99/04347 PCT/US98/15240

If the CSR wishes to refer the message to an expert more suited to respond to the
inquiry, the CSR clicks on the appropriate link. Figure 5 illustrates a flowchart of the steps
for referring a message to an expert. An HTML page is sent to the CSR block 90 requesting
expert referral that asks the CSR to select an expert to take the message (é;ee Figure 16
illustrating an example screen shot). The CSR then selects an expert and refers the message
to the designated expert block 92 and 94. The database 16 is then updated to indicate that
the message has been referred to an expert and that it is pending response from that expert
block 96. Once the expert reviews and responds to the message, the database 16 is updated
to indicate that the expert has responded to the message, i.e. “From Expert”. An expert is
preferably a CSR that has been given expert privileges or a designated expert outside the E-
mail management system, as will be discussed below. Accordingly, the expert accesses the
management system via a computer configured similarly to the CSR computer 18 (or if
outside the E-mail management system, receives and replies to expert inquiry via standard
Internet E-mail).

From the page illustrated in Figure 15, the CSR may wish to respond to an assigned
message rather than referring it to an expert. Figure 6 illustrates a flow chart depicting the
steps needed for replying to an e-mail message. The CSR will have the option of providing a
custom response, a standard response, or both, to the inquiry blocks 98-104. The standard
responses are stored and retrieved from the database 16. They are preferably indexed, and
retrieved, by the particular group, category, or keyword of the message (Figure 17 illustrates
a screen shot listing example standard responses).  Providing standard responses to
frequently asked customer questions reduces the time required to respond to many of the
customer inquiries.

The system 10 is programmed to determine whether the response requires QA review

block 106, prior to the message being sent to the originating customer. As will be discussed
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in greater detail below, the administrator of the system may designate responses from certain
CSRs as requiring QA review (discussed in greater detail below). In other words, all
responses of designated CSRs must be given a QA review before their responses are sent to
the customers. This feature allows the monitoring of CSR responses. This is especially
important when training CSRs or when certain CSRs have a discourteous service record. If
the response requires QA review, the response is flagged for QA review and the database 16
is updated to indicate that the stored response is to be reviewed and approved before being
sent blocks 108 and 110. If the response does not require QA review, the message is sent to
the customer and the database 16 is updated to indicate that the message was responded to
blocks 112-116.

As discussed above, a CSR with QA privileges may opt to provide a QA review on
the CSR responses as opposed to responding to a message block 54. Figure 7 illustrates a
flow chart depicting the steps for providing a quality assurance review of e-mail responses.
Once a CSR indicates that he wishes to review submitted CSR responses that are in queue, an
HTML page is sent to the CSR computer 18 containing a table of responses that must be
reviewed (the responses are retrieved from the database 16) block 118. Figure 18 illustrates
an example screen shot of a page listing messages to be given QA review.

The CSR may then click on a message to review block 120. An HTML file is sent to
the CSR computer 18 that, preferably, displays the text of the message, the response
formulated by a CSR, and other message data block 122. This data being retrieved from the
database 16. Upon QA review, the reviewing CSR may accept or deny the response block
124. If the response is accepted, it is sent to the customer and the database 16 is updated to
indicate that the customer message was reviewed and replied to blocks 126, 128. If the

response is denied, the QA CSR sends the denied message back to the CSR with an
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explanation and a recommendation of how to respond to the inquiry. The database 16 is
updated to indicate that the response has been reviewed and denied block 130.

As previously discussed, a CSR, with administrative privileges, has the option to
perform administrative duties on the electronic message managemen{ system. The
administrative CSR may perform administrative functions by clicking on the appropriate link
in the main navigational page block 38 as illustrated in Figure 12. Once the administrative
CSR clicks on the administrative link, an HTML file of the main administrative options page
is sent to the CSR block 132, located at a CSR computer 18 (Figure 19 illustrates an example
screen shot of the main administrative options page of the present invention). Figure 8
illustrates a flow chart depicting the steps for administering the electronic message system of
the present invention.

From the main administrative options page Figure 19, the CSR may elect to update
message groups (these groups preferably consisting of a number predetermined e-mail
addresses), update CSR data, or update a group of messages block 134. In updating CSR
data, the administrative CSR may add new CSRs block 136 or change existing CSR
privileges block 138. Figure 20 illustrates an example screen shot for adding CSRs and
updating CSR privileges. Again, these screen shots are preferably HTML files, or pages,
displayed with a Web browser located at the CSR computer 18. As illustrated in Figure 20,
the administrative CSR may change CSR passwords, update CSR privileges, and give
permissions to selected groups the CSR may respond to. It is also preferred that the pages be
linked to the database 16, so that changes to the CSR data made on the page are
automatically made in the database 16, according to the methods previously discussed (i.e.
The data is sent via the CSR computer 18 to the Web server 14 to the database 16).

The administrative CSR may also choose to update a group, or a group address.

Figure 21 illustrates example screen shots displayed at the administrative CSR’s computer 18
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for updating group data. As illustrated in Figure 21, an administrative CSR may have the
option block 140 to:

change the categories of a group block 142, Figure 21;

assign CSRs to a group block 144, Figure 22;

add or change standard responses of the group block 146, Figure 23;

add or change the signatures of the group Figure 24; or

view a summary page of the group Figure 25.

It is preferred that these pages be linked to the database 16, so that changes to the
group data made on the page are automatically uploaded to the database 16.

The administrative CSR may also grant other CSRs the privilege to view reports
(Reports CSRs). The Reports CSRs may choose to view a report on a certain group. Figure 9
illustrates a flow chart depicting the steps for requesting a report. In the preferred
embodiment, the Reports CSRs have the option to view a report of a group block 148 based
on either the:

category of messages block 150;

time and/or day the messages were received block 152;

messages of a group that did not need a response block 154;

messages that were initiated by a CSR block 156,

messages that are still pending block 158; or

messages that have been reviewed by a QA CSR .

Figures 26-34 illustrate example screen shots displayed at the administrative CSR’s
computer 18 for viewing and printing group reports. The reports are created by retrieving the
appropriate data from the database 16 and sending them to the CSR computer 18 to be

displayed in a predetermined interface format, preferably created by HTML. As discussed,
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the requests for data sent from these pages are sent to the server 14 which interfaces these
data requests to the database 16.

It is also preferred that the present system allow the CSRs to initiate e-mail messages
to the customers from their computers 18. It is also preferred that the CSRs e-mail programs
be linked to the database 16 so that the system may track and store:

i) which CSR sent the e-mail;

ii) when the e-mail was sent;

iii) where the e-mail was sent; and

iv) what the e-mail message consisted of.

This feature allows the system of the present invention to track CSR performance for
CSR initiated e-mails similarly to the tracking of CSR responses to customer initiated
messages.

Having shown and described a preferred embodiment of the invention, those skilled in
the art will realize that many variations and modifications may be made to affect the
described invention and still be within the scope of the claimed invention. It should be
appreciated that the present system may be implemented by other data protocols,
programming languages, and differing arrangements of certain programs and interfaces not
discussed in the present application. Thus, many of the elements indicated above may be
altered or replaced by different elements which will provide the same result and fall within

the spirit of the claimed invention. It is the intention, therefore, to limit the invention only as

indicated by the scope of the claims.
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WHAT IS CLAIMED IS:

1. A system for managing electronic messages from customers, comprising:

a first programmed digital computer capable of receiving said electronic messages;

a database interfaced to said first programmed digital computer, wherein said
electronic messages from said customers are automatically forwarded to said database from
said first programmed digital computer; and

wherein said stored electronic messages are structured in said database by
predetermined attributes of said electronic message, and where said stored electronic

messages may be electronically accessed by at least one of said predetermined attributes by a

person entitled to review said electronic messages.

2. A system according to claim 1, wherein said electronic message is an e-mail message.
3. A system according to claim 1, wherein said database is a relational database.

4. A system according to claim 3, wherein said relational database is a sql database.

5. A system according to claim 1, wherein said person entitled to review said electronic

messages is a customer service representative.
6. A system according to claim 5, further comprising:

a second programmed digital computer electronically interfaced to database, wherein
said customer service representative at said second programmed digital computer may
retrieve and view said stored electronic messages from said database.

7. A system according to claim 6, wherein said first programmed computer is configured
with mail server software.

8. A system according to claim 6, wherein said second programmed computer is
configured with Web browser software.

9. A system according to claim 6, further comprising:
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a data interface for receiving data requests originating from said second programmed
digital computer and converting said data requests to a language that said database will
recognize.

10. A system according to claim 7, wherein said data interface further includes an open
database connectivity interface for providing a standard interface to said database.

11. A system according to claim 6, wherein said incoming communications line is
connected to receive messages from the Internet.

12. A system according to claim 11, further comprising:

a third programmed digital computer, remotely located from said system and
interfaced to said first programmed digital computer through said Internet; and

wherein said third programmed digital computer is configured to allow interface to
said first programmed digital computer.

13. A system according to claim 6, wherein one of said predetermined attributes of said
electronic message is the time that said electronic message was received by said first
programmed digital computer.

14. A system according to claim 6, wherein one of said predetermined attributes of said
electronic message is the e-mail address of said customer who sent said electronic message.
15. A system according to claim 6, wherein one of said predetermined attributes of said
electronic message is a number assigned to each of said electronic messages.

16. A system according to claim 6, wherein said database contains structured data relating
to a list of customer service representatives, said data relating to a list of customer service
representatives being structured by predetermined attributes.

17. A system according to claim 16, wherein said one of said attributes of said customer

service data includes access privileges to said electronic messages stored on said database.
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18. A system according to claim 6, wherein said second programmed computer is
configured to allow said customer service representative to respond to said electronic
messages received from said database; and wherein said customer service representative
responses are tracked on said database.
19. A system according to claim 18, wherein one of said predetermined attributes of said
electronic message is the status of said electronic message.
20. A system according to claim 19, wherein said status of one of said electronic
messages which has not been responded to will be a bending status.
21. A method for managing electronic messages from customers, said electronic messages
received from the Internet or an intranet, comprising the steps of:

receiving electronic messages from said customers;

automatically forwarding said electronic messages to a structured database;

storing said electronic messages in said database;

structuring said storage of each one of said electronic messages by predetermined
message attributes; and

providing an interface for allowing customer service representatives access to said
database from a computer located apart from said database.
22. A method according to claim 21, further comprising the step of: accepting a database
access request from said customer service representative.
23. A method according to claim 21, further comprising the step of: accepting a data
request from said customer service representative.
24. A method according to claim 23, further comprising the step of:

translating said data request into a language of said database.

25. A method according to claim 23, further comprising the step of:
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transmitting requested data from said database to said interface.
26. A method according to claim 25, further comprising the step of:

translating said transmitted data into a language of said interface.
27. A method according to claim 25, further comprising the step of:

transmitting said requested data from said interface to said computer of said customer
service representative; and

displaying, to said customer service representative, said requested data.
28. A method according to claim 21, further comprising the step of:

providing an attribute, in said database, for each of said electronic messages by the
time each of electronic messages were received from said customer.
29. A method according to claim 21, further comprising the step of:
providing an attribute, for each of said electronic messages in said database, based on the e-
mail address of the customer.
30. A method according to claim 21, further comprising the step of:

providing an attribute, for each of said electronic messages in said database, based on

the current status of said electronic message.
31. A method according to claim 30, further comprising the step of:

updating said status attribute of an electronic message that has been responded to.
32. A method according to claim 21, further comprising the step of:

retrieving at least one of said electronic messages based on one of said predetermined

attributes.
33. A method according to claim 21, further comprising the step of:

storing data relating to said customer service representatives in said database.

34. A method according to claim 33, further comprising the step of:
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structuring storage of said customer service representative (CSR) data in said database

by predetermined CSR attributes.
35. A method according to claim 34, further comprising the steps of:

receiving a request at said interface, by one of said customer service }epresentatives,
for a list of certain ones of said electronic messages in said database;

checking at least one of said CSR attributes in said database to determine whether said
customer service representative is allowed access to said list of electronic messages; and
sending said list of certain ones of said electronic messages to said customer service
representative if said customer service representative is allowed access to said electronic
messages.
36. A method according to claim 35, further comprising the steps of:

receiving a request, from said customer service representative, to access one of said
electronic messages;

transmitting said one of said electronic messages to said customer service
representative; and

responding to said one of said electronic messages.
37. A method according to claim 34, further comprising the step of:

changing said CSR attributes based on changed CSR privileges.
38. A method according to claim 34, further comprising the step of:

providing an attribute, for each said customer service representative in said database,
based on quality assurance privileges.
39. A method according to claim 21, further comprising the steps of:

receiving a request at said interface, from one of said customer service representatives,

to access one of said electronic messages; and
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transmitting said one of said electronic messages to said customer service
representative.
40. A method according to claim 39, further comprising the steps of:

responding to said one of said electronic messages; and

storing said response in said database.
41. A method according to claim 40, further comprising the step of:

transmitting said response to one of said customers.
42. A method according to claim 41, further comprising the step of:

updating one of said predetermined message attributes of said responded to electronic
message to indicate that a response was sent.
43. A method according to claim 39, further comprising the step of:

updating one of said predetermined message attributes of said responded to electronic
message to indicate that a quality assurance review must be conducted on said response.
44. A method according to claim 43, further comprising the steps of:

receiving a request from a quality assurance representative to review response; and

sending said response to said quality assurance representative for review.
45. A method according to claim 44, further comprising the steps of:

conducting a quality assurance review on said response; and

approving said response if said response meets quality assurance requirements.
46. A method according to claim 45, further comprising the steps of:

transmitting said response to one of said customers; and

updating one of said predetermined message attributes of said electronic message to
indicate that a response has been sent.

47. A method according to claim 46, further comprising the steps of:
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receiving a request at said interface for a report, said report providing information on
the status of all electronic messages of one group;

accessing said report information from said database; and

transmitting said report information to a party requesting said report.

48. A method according to claim 47, wherein the step of receiving a request at said
interface for a report is followed by the step of translating said report request into a language
of said database.

49. A method according to claim 47, wherein the step for accessing said report
information from said database is followed by the step for translating said report information
into a format recognized by said computer of said customer service representative.

50. A method according to claim 39, further comprising the steps of:

forwarding said one of said electronic messages to an expert; and

and updating said database to indicate said one of said electronic messages has been
sent to said expert.

51. A method according to claim 50, further comprising the steps of:

having an expert respond to said one of said electronic messages; and

updating said database to indicate that said expert responded to said one of said
electronic messages.

52. A system for managing electronic messages received from the Internet or an intranet,
comprising:

a first programmed digital computer, said first programmed digital computer
programmed to accept e-mail messages, said first programmed digital computer programmed
with mail server software;

a database for storing said electronic messages according to predetermined message
attributes;

28



10

15

20

25

WO 99/04347 PCT/US98/15240

a second programmed digital computer in electrical communication with said first
programmed digital computer, wherein said second programmed digital computer is
configured with Web server software;

a third programmed digital computer in electrical communication with said first
programmed digital computer configured with web browser software;

wherein said received electronic messages are forwarded by said first programmed
digital computer to said database; and

wherein a customer service representative (CSR) may retrieve any of said stored
electronic message based on any of said predetermined message attributes, said customer
service representative located at said third programmed digital computer.

53. A system according to claim 52, wherein said third programmed digital computer is
configured to allow said customer service representative to respond to an electronic message
that has been retrieved from said database; and

wherein a data interface converts data requests from said second programmed
computer to said database so that said database may receive instructions from said first
programmed digital computer and so that said first programmed computer may receive data
from said database.

54. A system according to claim 52, wherein one of said predetermined message attributes
is the time the electronic message was received.

55. A system according to claim 52, wherein one of said predetermined message attributes
is the e-mail address of the customer who sent said electronic message.

56. A system according to claim 52, wherein one of said predetermined message attributes
is the current status of said electronic message.

57. A system according to claim 52, wherein one of said predetermined message attributes

is the e-mail address of the group to which the electronic message was sent.
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58. A system according to claim 52, wherein said database stores said electronic messages

and data of CSR privileges.

59. A system according to claim 58, wherein said data of CSR privileges includes access

privileges to said database.

60. A system according to claim 58, wherein said data of CSR privileges includes quality

assurance privileges.
61. A system according to claim 58, wherein said data of CSR privileges includes CSR
passwords.
62.  An electronic message management method, comprising the steps of:
receiving electronic messages at an electronic network;
forwarding said electronic messages to a database;
storing said electronic messages based on predetermined message attributes;
interfacing a customer service representative computer to allow electronic access to
said electronic messages; and
transmitting one of said stored electronic messages from said database to said
customer service representative.
63. The method according to claim 62, wherein one of said predetermined message
attributes is an e-mail address of the group to which the e-mail message was sent.
64. The method according to claim 62, wherein one of said predetermined message
attributes is the status of said electronic message.
65.  The method according to claim 62, further comprising the steps of:
responding to said transmitted message; and

automatically updating said database upon responding to said transmitted message to

indicate a response has been sent.
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66.  The method according to claim 62, further comprising the steps of:
forwarding said transmitted message to an expert;
updating said database, after the step of forwarding said transmitted message to said

expert, to indicate that said transmitted message has been forwarded to said expert; and
formulating a response from said expert.

67.  The method according to claim 62, further comprising the steps of:
providing a response to said transmitted electronic message;
storing said response in said database; and
retrieving said stored response for quality assurance review.

68.  The method according to claim 67, further comprising the steps of:
denying said response; and
updating said database to indicate that said response was denied.

69.  The method according to claim 67, further comprising the steps of:
accepting the response; and
sending said response to an originating customer.

70.  The method according to claim 62, further comprising the steps of:
storing CSR data in said database; and
providing access to said database base on said CSR data.

71.  The method according to claim 62, further comprising the step of:
storing a list of standard responses in said database.

72.  The method according to claim 62, further comprising the steps of:
retrieving certain ones of said standard responses from said database; and

sending at least one of said standard responses to an originating customer of said

transmitted electronic message.
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73. A method for managing electronic messages from customers, said electronic messages
received from the Internet or an intranet, comprising the steps of:

receiving electronic messages from said customers;

transferring said electronic messages to a structured database;

storing said electronic messages in said database;

structuring said storage of each one of said electronic messages by at least one

predetermined message attribute; and

providing an interface for allowing customer service representatives access to said

database from a computer.
74. A method according to claim 73, further comprising the step of:

retrieving one of said electronic messages by at least one predetermined message

attribute.
75. A method according to claim 74, further comprising the steps of:
responding to said one of said electronic messages; and

updating said database to indicate that said one of said electronic messages has been

responded to.
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7
The reply is

nothing with the
reply?

Do nothing

sent

The database is |
updated to indicate
the reply has been

reviewed & sent

deny

screen

Return to QA

Update database to
indicate that the
message has been
denied

— 130
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Display page giving
administrative options

Update a
group, CSRs,
or messages?

group

Change
categories,
CSRs, std.
responses?

140

PCT/US98/15240
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System Administration Flowchart
132
Figure 8
134
Update an update

existing CSR or Change existing

messages

(can also add
group signatures
or view summary
of the group

profile)

¥

create a new CSR privileges

CSR privileges? and update
database |
Add new 138

136

Add new /

CSRand 7
update database

Display page having a
table listing messages
that have been labeled
“no response needed”

Assigns CSRs Change the
Add, rename or 1o group, standard
delete a update responses,
category, update database update database
\ database \ \
142 144 146
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Reports flowchart

148
What type of report is needed?
By category, by day, by “no
response needed”, by open
message summary, by QA, by
messages initiated?
Figure 9
No .
category resp. Mail
needed initiated Open
message
Retrieve data Retrieve data and Retrieve data Retrieve data Retrieve data
and display data display data in and display data and display data and display data
in interface interface format in interface | in interface in interface
format format format format
! \ \ \ \
152
154 156

150 158



PCT/US98/15240

35

11

mo ﬂm ,No__"mw Im_u

F @ [

Home - mmm_or Favarites © Print T.ozﬁ

W

m.m:mm:

(PR

Mail

R e e A R a4 T8 A s A cr-l’.{'\!!lll..\u

1D T.ﬂ.,m.: enbiuzzon

Pagevwmond: _

Login

T e ——— st

‘H_QQSEC

‘ = : = - :
CSR Login - Matrixx Site
Flesse enter your C5E [0 and passwornd. Press Logiu to Jogin.
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I3 Home Pags - Micfosoit [nteiniet Exploier

Email Response

Select a Group:
" cyberesponse@matibznet (7)

Select a Group to QA:

" cyberesponse@matrizinet (0}
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Queued Messages

Group Address: cyberesponse@matrixx.net

%

9 . uriginator
Message Response Status  Assigned Received Subject
031 42 Opened  JennyBotts 3/24/1997‘;2?;%;‘%‘&’220“@mam“'"e‘)
060 69 Opened Sheri  3/27/1997,5y SOts [Pous@marnxx.net)
066 84 Opened  JennyBotts 3/27/1997‘;%’;?3_; ;3 ofts (jbous@matrixx.net)
069 78 Opened Jerry  3/27/1997pnny SOtS (Dous@marrxx.net)
072 81 Opened  Marshall 3/27/1997}‘;‘;%;30“5 (Jbotts@matrixx.net)
095 105  Opened Sherri  4/14/1997 éﬁgi;ﬁ;;i‘;g gfffs‘;fjg“@mat“me‘)

/\0 0129 139 Opened  ckacmarsky4/24 /1997%:;;31 é&acmarsxy (Ckacmarsky(@matrixx.net)
0130 140 Opened ISD 4/24 /1997%2;:51 ?acmarsky (ckacmarsKy(@matrixx.net)
\ O142 152 Unopened Unassigned 5/1/1997 ?:;; Exam (bexam(@matrixx.net)

0143 153 Unopened Unassigned 5/1/1997 00 =Xam (OCXamM@maimixk.nel)
(O144 154 Unopened Unassigned 5/1/1997 113.3; Exam (Dexam@matrixx.ne)
0145 155 Unopened Unassigned 5/1/1997 poo X2 (bexam(@matrixx.net)
5146 156 Unopened Unassigned 5/1/1997 700 =X (OeXam@matnizx.nct
0147 157 Unopened Unassigned 5/1/1997 ?gg Exam (bexam@matrixx.net)

\)\ QA Messages

—_
N Assigned Onginator
Message Response Status QA Assigned Received Subject
SD Bob Exam (bexam(@matrixx.net)
(O 148 158 From QA ISD 5/1/1997 Test
. 1S Bob Exam (bexam@matrixx.net)
149 159 Pending QA Unassigned 5/1/1997 Test
Expert Messages
KQ /—\
S CSK Assigned orngmator
MessageResponse  Status Expert Received Subject
2 SD Ki M (ki
> aren Musson (Kmusson@matrixx.ne
0153 163 From Expert Sherri 5/5/1997 business division question
: ISD test (dwi@matrixx.net)
(D151 161 Wait for Expert jbotts@matrixx.nets/z/1997 test

http://206.126.161.12/scripts/response/queued.idc

F:?U/ﬁ //’f

5/20/97
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Message information

Mlessage: 10
CSR. Responding: Karendvlusson

To: cyberzsponse@matrioc net

Originator: Karen Ivusson (kranssonf@scgling

Recerved: 3710011997

Suhject: Intermational

Categories

Bevefitg-ais
Other Services
Reporting

Syatem Features

Select one or more categories, then
press "Apply’. The message raust
be categorized befare 'Reply Now'
1s pressed.

FApply

Retlin To Queed Messages |

Message:
Can MATRIXY handle inter

Thanks=

national and-or multilingual Email?
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Ask an Expert

Select an Expert:

{ dwilson

{*: JennyPBotts

(" dwilsonf@matricnet
{0 otts@matiioinet
" kmusson@matrix.net

Enter Your Inquiny.

KMMUNTEMUN XK IXX KK RRNRNNNN

Can MATRINX handle intemational and/or multilingual Email”?

Thanks

KKXVUXNXXXKXKXXXKX%KKXxxv“K.(..A.o\.KXKKKKU\.KKXKKXu.uxKXNKXKNKKKKXNX.&XKKKKKXXKx

Jenny, can we handle intemational i all the call centers or just locally?
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et |

e e s e v

5 Response Form tS cw_s_ﬂmoq Db mmm,\mmmwuo:mm

|

D

Dialogue Status % Open {7 Closed

Message Response

MNMNNMXUARNNKKYNMRNMMINNLX

MMXRNNMN XN KXY

sesox (Qriginal Message

Can MATRIXY handle international and/or multiingual Email?

Thanks

RKNRRXXHKVNKL NN NN LRI ..KK”\.KxKKK./J...KZK"\..}Js.vuu\.n\.xXNKKXKKK?.XKXNKKXKKV.

CSRs are trained experts in client's products and proper netiquette.

apabilities at all of our call centers)

On March 10, 1997 2252, Karen Musson (kmusson(@scalink.net] wrote:

MATRIY has sites acioss the US and in Europe. We can offer multiingual!

ps

- Standard Responses

I 1 This is a standand response to a sample
message.

vi CSEs are trained experts in client's
produsts and proper netigquette.

Ii The CybeResponse Eraal Ianagement
systern ensures all email incpuiries are

sent to a Customer Service
Representatrve.

1

Ivlessageftesponse data 1s available for
ad hoc and standard iranediate
production reporting.

1

Qnuality control reports are svailsble by
CSR.

rvan

4 3 Aok AR A 10 AN T A

“
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Group Address: cyberesponse@matrixx.net
Message Response  Status Assigned  Received U;ugI:;:acttor
015 15 Pending QA Sherri 3/11/1997 ‘{fe‘;‘;{)ﬁ‘;‘:fn(lJeb"“S@mamx"'°°m)
065 74 Pending QA dwilson 3/27/1997 ponn Sots (botts@matrixx.net)
L Pending QA KarenMusson 3/27/1997 o o0 (bots@matrixx.net)
73 82 Pending QA dwilson 3/27/1997 5y Sotts (botts@matrixact)
075 85 Pending QA dwilson ~ 4/9/1997 G rson (dwilson@manxx.net)
076 86 Pending QA dwilson 4/9/1997  SESOn (dwilson@matrixx.net)
o577 87 Pending QA dwilson 4j9/1997  SWison {dwilson(@matrix.net)
148 158 Pending QA ISD 5/1/1997 200 XA (bexam@matrixx.net)
o149 159 Pending QA ISD 5/1/1997 ?gg Exam (bexam(@matrixx.net)

F;gm /4

http://206.126.161.12/scripts’ ‘sponse/queued.idc 5/20/97.
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System Administration

Select a Section to Update

(" CSR
" Group

(" Ilessages

YR STy

\H\:.\\.z / Q
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Update CSR

Complete the form snd press "Apply” to change the CSR information.

CSRID KarenMusson

XRMRRNAMX

Password

KAXNKMAXX

Confirm Password

CSR Priviledges

IMay the CSE. administer database tables?

Ivlay the CSR generate reports?

Ivlay the CSR perform final Q4 on rasssage responses?
Does the CSR. qualify as an expert?

Ivlay the CSR mark a message as "Ho Fesponse Meceasary"?
Do the CSR Responses need QA7

i No &
{3 Mg (%
(" No =
{0 Mo =
o Mo (&
" Ho (%

Group Permissions

Select the group address for which the CSR may
respond to messages.

CSR Admin

Select Mewr to add a new
CSE. Or, select a C5R to

pdate.

> Hew

" dwilson

" JennyBotis
{* KarenhTusszn

EIC

Eiqvre 2-0
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MATRIXX Marketing, Inc

Group Admin

| £ Signature | | View Group

Select a Group to Update.

)

/35
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Current Categories 1] @ cyheresponsei@mairivnet

l
i
i
i
-1
1
1
i
i
S

Om_mﬂmw ,

Benefits m m:mam

Other Services ‘Rename Dm_m"m S

Reparting L mmam?m . W.,,_.bmm.m_nmw

E

wazaino
R g iy e

System Features mmszm D m_mrw

Test P mmzm._sm " om_ma

ISP

Add Category %

Deleted Categories

ﬁ_\\...\; Q ~

—om mira e e ‘ . S T . - - e e c e meme o mevaess
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nu&mnnmwoao@guadw:ﬁ

MATRIXX Marketing, Inc

S T it o+ ho i e, o ﬂ«!«l x igews

{Sta ama mmwuozmm “

b
e

Signature | w View mac_u

1

Highlighted CSEs are the currend CERs that may
respond to email addressed to
cvheresponse@roativocnet.

T'lck on a CSE. to add or reraove the CSR from the
current listing. Using SKft+HClick or Ctrl+Click vall
allovwr ranltiple CSRs to be selected or deselected.

CSE Perrrdssions can also H‘US%_&HBSH ed in CSE.
& drednastration.

& fter T5Es have been chosery, press "Apply” to subrat
the changes.

Group Admin

Select a Group to Update.

{(+"} cyheresponse(@matrix.net

Fravre 22—
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e gy

Rmzn_ma mmuuozmm

MATREX Marketing, Inc

JR—

1 _mzmz_@

Group Admin
{_mi m_ocu

P

~
)

elect a Group to Cw_&ﬁm.

vheresponse@matrixx.net

Thiz is a standard response to a sample message

CSRz are trained experts in client's products and proper netiquette.

The .___unm ezponze Email Management system ensures all email | _35:_:, .
are zent to a Customer Service Representative. :

Zm. sagerexponse data

i .l. 1nbim Lol :u..J.Jl:J.J R

available for ad hoe and standard _:_Sqn__.w?

I3 [ . e
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MATRIXX Marketing, Inc

........ 1 S| s

mﬁmzam& mmwnozwm_ | Signature W__.{_mmz Group

cyheresponse@mairixz net

CSRs .

Signature

Thank you for contacting MATRIKX tarketing

G

Select a Grouyp to Update.

s

roup Admin

S

icyheresponsei@matrixenet

L Apply:

Fravre 224
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cyvheresponse(@mairixnet

‘Micrasoft _=~m5m~ gplof

L, oLge gt e dia s e s St Sy o i A b

MATRIXX Marketing, Inc

-

i e s

Wﬂm:ama mmm_uozmm ” < uzmmca

4_m£ Group

Categories CSR Permissions
Benefits dualson

Other Services : JermyBotts
Reporting FarendvInssorn
System Features =

Test | A=

Signature

Standard Responses
1. This is 3 standard response to a sample message.
2. (CSRs are trained experts in clisut's products and proper netiguette.
3.

The CyheResponse Erall Management systen ensures all email inguines
are I_Bz to mH cmr._:q.w JZ.QS Be ﬁ»%im:.,.ﬂ

Group Admin

Select a Gro np to :.H..L

(.| cyheresponse@matrixnet

\\‘\T\SQN
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Generate Reporis

Select a Report:

Report Name Report Contenis

«  The number of responses per each category.

Nunber of messages received and responses sent during a day.
Nurber of messages within and exceeding gaulity assirance standards.

- Ivlessages that have been marked as Mo Response Mecessary.

»  Iylessages that have an open Dialogue Status.

= Ivessages to CSEs regarding LA
. . e [ L © e e [ - - m

Qe
o
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e I_n_o

P TR g o

.~,.HE.:¢S.o:ﬂﬁmm.w,wmH.mnm?m&,&.&H.mmmuou.ﬁmmmmE%E.bm@&w‘
»  Number of messages within and exceeding gaulity assurance standarnds.

=« DMlessages that have been marked as Mo Fesponse Hecessary.

»  Diessages that have an open Dialogue Status.

< Ivlessages to CSRs regarding Q&

= Anemall raessage
= Replies to a message.

= The tirae a message was received, opened, and sent.
= The time between the message being received and the message being opened.

= The time between the message being opened and the reply being sent.

»  The time between the message being recerved and the reply being sent.
=  If the time betwesn the message being recerved and replied to fails to meet

quality assurance standards.

Eraure 277
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No Response Needed Report

Complete the form to indicate the group address and the time frare for the report to be generated.

1. Select a Group Address
(¥ cyberesponse@matriccnet

2. Select a Date Range (Date Recieved)

From: |March

To: fMarch

v s

' Summaty Report
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No Response Needed summary

Ivlessages sent to cvhberesponsei@at o net
For dates 031001997 12 :00AM to 0371171997 11:59Fh

Received

P 21011007

Rarkred NRN CSRid Originator
AN09Y Klarenhusson kmusson@scglink net

Subject

Test message frora Web page

Total Ho Response Needed Messages

. Query _ummm

“raiannie
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iessage Summary

Messag

sent to cvheresponse@matricnet

v v T W Vv T W Vv ww

Status
Opened
Opened
Unopened
Unopened
Opened
Wait for Expert
Urnopened
Unopernes
Opened

Unopened

Received
2i10/1997
311071997
210/1997
211001997
31041997
241011997
3997

10597

241001997
21001697

C5R Assigned

dwilzon

JTentoyBaotts

FarenlvIusson

Farerdvlusson

Farenlvlusson

Originator

dvrilson@matroocnet

jhotts@ruatric
jhotts@rmatino

jhotts@matine

Pord

jhotts@maticnet
wnet
cnet

o net

fhotte@rmatrio net

/|

krnussoni@scglink net

krussor

- Subject

Sample Ivlessag

Test 03/10/%7

Do you answer the ernatls?
CvheResponse Location
Reporting

Threshold

Question about CyheResponse

CyheRespo

nse Service

Interrational

A TRIZ question

Total Open Messages

m_cm._._ _umum

10

Fravwe 30
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Replies Report

Complete the form to indicate the message addresses, the CSR and the time frame for which the report 1s
to be generated. Press "Get Repert” to retrieve the report.

Messages SentTo CSR

b.__ ban:mwwmm . ... AlCSRs
- . T JennyBotts
w/ma:_. U3

For Dates:

& Range (The date(s) the message was received on)

From [ Bl s

> Cumulative

e i

ﬁ\ 440 2/
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mmmvo:mm Time Report

Complete the form to indicate the message address and the time frame for the report to be generated.
Messages SentTo
& cyberesponse@msprograms.com

For Dates:

& Range (The date(s) the message was received on)

From: _d @mt ni.w.
To: [0 [l [es_ [Fl
& Cumulative
QA Standard

Enter the acceptable number of hours between a message being received and a reply being sent:

?

|48 J
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mmmvoﬁsmm Time Report

Messages Sent To cyberesponse@msprograms com
QA Standard: More than 48 hours beiween message receipt and reply exceeds standard

All Dates

Summary

QA Standard

31 of 31 records (100%) Within QA Standard.
0 of 31 records (0%) Exceed QA Standard.

Time Between Received and Opened

Average: 8 hours

Total: 236 hours

Mazxamum: 93 hours
Mimmum: 0 hours

Time Between Opened and Replied

Average: 0 hours

Total: 1 hours §
Maszimum: 1 howurs “
Minimum: 0 hours :

Time Between Received and Replied

Average: 1 hours
Total: 28 hours
Maszimum: 3 hours
Minimum: 0 hours

L e A T A i o T R A T S TR SRS =

- ~ w\\\\ N 3
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Detail

Message

Number
54
57
58
59
60
61
62
63
64
65
66
67
62
69
70
71
72
73
74
75
76
77

Received

Sep 23 1996 16:43

Sep 25 1996 15:56
Sep 25 1996 17:38
Sep 251996 18:41
Sep 25 1996 18:51
Sep 25 1996 19:04
Sep 25 1996 19:10
Sep 26 1996 03:19
Sep 26 1996 03:19
Sep 26 1996 10.05
Sep 26 1996 10:24
Sep 26 1996 1339
Sep 26 1996 13:40
Sep 26 1996 13:42
Sep 26 1996 13:45
Sep 26 1996 13:46
Sep 26 1996 13:52
Sep 26 1996 13:56
Sep 26 1996 13:56
Sep 26 1996 13:56
Sep 26 1996 13:56
Sep 26 1996 13:56
Sep 26 1996 13:56
Sep 26 1996 13:56

6

Opened

Sep 25 1996
Sep 25 1996
Sep 25 1996
Sep 251996
Sep 25 1996
Sep 25 1996
Sep 26 1996
Sep 26 1996
Sep 26 1996
Sep 26 1996
Sep 26 1996
Sep 30 1996
Sep 26 1996
Sep 26 1996
Sep 27 1996
Sep 26 1996
Sep 26 1996
Sep 26 1996
Sep 26 1996
Sep 26 1996
Sep 26 1996
Sep 30 1996
Sep 26 1996
Sep 26 1996

Replied

Sep 25 1996
Sep 25 1996
Sep 251996
Sep 25 1996
Sep 25 1996
Sep 251996
Sep 26 1996
Sep 26 1996
Sep 26 1996
Sep 26 1996
Sep 26 1996

Sep 26 1996
Sep 26 1996

Sep 26 1996
Sep 26 1996
Sep 26 1996
Sep 26 1996

Sep 26 1996

Sep 26 1996
Sep 26 1996

Received
&
Opened

Time (in hours) Between

[ B e I s B = B

. — . 0
NN N W NN O RN =N OO

Na)
N W

H

Opened
&
Replied

Received

&

Replied

o000 —~000 o000

[= R =)

o o o0 oo

o o

s Yo apas RN

N OO O NOO O - -

>

“3
s

2
5
»
»

»
E
+
+
;
o
<
L7
o2
L
~
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