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Presented By
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The History of CRS

C.R.S stands for
Customer Reporting System

» Originally created for TSH's internal reporting needs

» This software was designed to manage large scale
software projects

» The consistency of the program helped launch it as
the Primary Internal Helpdesk Software of TSH

» CRS is based on the same core technology as our
E-Commerce Engine, RemoteNet



The Role of CRS

»Manages calls into our help desk

» Ability to track problems and their
solutions

»Serves as a Knowledge Base
» Provides Management Reporting

» Online Access Available 24/7 from
anywhere there Is an internet connection



Address | ] hitp:/Jers tshine.comfegi-binfolecgi.exe/ers01 W ﬂgu links

¥ Customer Reporting System - Open Requests

Requests Inquines Help/Doce: Log Out Web Links

Request Status Request Messages
Welcome Mr. Paul McWhinnie The Following Requests have an Open Status
Your Open Requests 3 Please Click on a Request Number to update your request
Your Company’s Open Requests82 . X . R
Current Date and Time 05/15/2007 03.25.00 pm Please remember CRS is only Monitored from 8am - Bpm EST
Your Page will Refresh in 60 Seconds

Auto Refresh is: OFF m

Request Options - Export and Filter - Update and Enter

Click Here to Create a New@gquest ,I
Sort By: ReqdDate v
ltems per page: 10 v m
Bl Cickhere o Export this list of Requests Update a Request#: m

Request? Entry Date Request Description Reqd Date Status Severity  Priority Contact End User
061426 ﬂSﬂ:EﬂJ?‘ Add the capability to have certain fields in a tab 031910  UserTest  Low John Garcia 31407

062540 ﬂEB‘.Ja‘!]F Two of our B10 vendors: Baxter and Johnson & Johns  0304/08  QC - Testing High High Brian Jobes Anisea 0502107
OB2545 HSEF.JM? Question on how work order are handled inthe syst 0304008  Support Medium  Medium  Bnan Jobes Darlene 05ns7

acoaos 013107 FULL SYSTEM UPGRADE 08/16/07 Design  Medium M Katherine Mekeel Paul 04725007
064030 EH05115/07  attempting to receve RA 01546341 (1-10-3) but say 051507 Support Medium M John Garcia Nelson x3417 0511507
[EINGANNT__ Haln with Brics? far HH and NMH_ MRMINT _|learTaet FmomencyFEmornancyRrian lnhoe  Qiiean e ¥

] javascript:changeorder('RE",") @ Intermet




5 | ] hitp:Jfers tshing com/egi-binfolecgl. exefers001 v a Go

¥ Customer Reporting System - Entry

Hequests Inqgumes Help/Docz Log Out 'Web Links

Request# 064047 Entry Date 05/15/2007 Open

Please fill in our Request Form below: Required information is highlighted
You can change your customer information if it is not correct and it will update our database.

Please remember CRS is only Monitored from 8am - Bpm EST

Contact Information Call Details
Ciiaderinse LEESAR HEALTH Mod/Problem OM@®P
TRUST Customer Priority
Contact Paul McWhinnie Customer Reference
Phone 239-303-3422 End User
Phone Ext. Date Required i
Fax 239-303-5885 Department S &
Email pmewhinnie@leesar.com Menu Path
System Area AP b
Severity Low v
Quote Information Status Information
Quote Required ® No O Yes
Status Received

Description of Problem:



5 | ] hitp:Jfers tshing com/egi-binfolecgl. exefers001 v k:: Go

¥ Customer Reporting System - Entry

Hequests Inqgumes Help/Docz Log Out 'Web Links

Request# 064047 Entry Date 05/15/2007

Please fill in our Request Foin below: Kequired information is highlighted
You can change your customer information if it is not correct and it will update our database.

Please remember CRS is only Monitored from 8am - Bpm EST

Contact Information Call Details
Ciiaderinse LEESAR HEALTH Mod/Problem OM@®P
TRUST Customer Priority
Contact Paul McWhinnie Customer Reference
Phone 239-303-3422 End User
Phone Ext. Date Required i
Fax 239-303-5885 Department S &
Email pmewhinnie@leesar.com Menu Path
System Area AP b
Severity Low v
Quote Information Status Information
Quote Required ® No O Yes
Status Received

Description of Problem:



Help Us Serve You Better

Provide a detailed description along with
supporting facts which include:

»Error Messages Recelved
» Order, Invoice, Record Numbers

»\What Process Was Completed Before the
Issue Occurred

»\Were screen shots or reports faxed regarding
this incident?

»Any Other Relevant Info



Status Received

Description of Problem:

I am receiving and error that states Prod.Det 0112547HJK is locked|

Special Instructions:

Comments:

Return to Open Requests _

ktoTo

Copyright ©2007 The Systems™House, Inc. probioss? Chick heve 10 el the Webmaster




¥ Customer Reporting System - Open Requests

Requests Inguines Help/Doc: LogOut 'Web Links

Request Status

Welcome Mr. Paul McWhinnie The Following Requests have an Open Status.

Your Open Requests 4 Please Click on a Request Number to update your request
Your Company’s Open Requestsd3 :

Current Date and Time 05/15/2007 04:03:36 pm Please remember CRS is only Monitored from Bam - Bpm EST
Your Page will Refresh in 60 Seconds

Auto Refresh is: OFF m m

Lf!g.:lug;t |:.Ipr_||:|r'|-; - E!-:pl:lr'T_ and Filter - !.||'J=,'|-51*,=E' and Enter

Click Here to Create a New Request
SortBy: Request# v

ltems per page: 50 v m

] Click here to Export this st of Requests Update a Requestd: 60|

Request Description Status Severity  Priority Contact End User
064047 ﬂﬁflﬁﬂ? !Ij?:]*ré receming and error that states Prod.Det  05117/07 Recewed  Low Paul McWhinnie
084030 Eflﬁaﬂ? :‘f::mpting to receive RA 01546341 (1-10-3) but 051507  Support Medium M John Garcia Nelson x3417 051507
063958 ﬂ'SIiHD? ::telease 01546958001 was verified, but it did not05/11/07  Info Pending Low Brian Jobes 0517
063951 i}Sflhﬂ? HandHeld-WMS lssues- 051107  Programming Medium M John Garcia John 051507
ae1040 [2J05/1107  ETC tracing Report- specific on t 05/1107 Suppot  Medium M John Garcia  Juan x3423 05/14/07
053044 ﬁEfIhﬂ? adding a column to the SPECIAL POs 051107 Programming Low L John Garcia CustSery 051407

CREATED report

nemens BE0S110/07  Help with Price2 for HH and DMH 05/1107 UserTest EmergencyEmergency Bnan Jobes Susan osMmnr



ﬁ Customer Reporting System - Open Requests

Requests Inquiies Help/Docs Log Out  'Web Links

Request Status Request Messages

Welcome Mr. Paul McWhinnie The Following Requests have an Open Status

Your Open Requests I Please Click on a Request Number to update your request
Your Company's Open Requests62 o o e
Current Date and Time 05/21/2007 01:28.48 pm Please remember CRS is only Monitored from 8am - 6pm EST

Your Page wil Refreshin: 60 Seconds

Auto Refresh is: OFF HW

Request Options - Export and Filter - Update and Enter

Click Here to Create a New Request
SortBy: |ReqdDate|v| [EY
s per page: 10 v| 60|
Click here to Export this list of Requests Update a Request#:

Request¥ Entry Date Request Description Reqd Date Status Severity Priority Contact End User
061426 03/06/07  Add the capability to have certain fields in a tab 031910  UserTest Low John Garcia

0625 _12 0330407 Two of our 810 vendors: Baxter and Johnson & Johns  03/04/08  QC - Testing High ~ High  Bnan Jobes Anissa
GFE%UE‘SU-‘U? Question on how work order are handled inthe syt~ 03/04/08  Suppot  Medium Medium Bnian Jobes Darlene
050005 [ 013107 FULL SYSTEM UPGRADE 06/16/07 Design ~ Medium M Katherine Mekeel Paul



Customer Reporting System - CRS Export

Click Here to Download your CRS Spreadsheet
To save this file: Click on this link to view the spreadsheet, then Select FILE and SAVE AS from the browser Menu.

Close

Copyright © 2004 The Systems House, Inc.

Protiems? Click here tc email the Webmaster

Content-type: text html



El Microsoft Fxcel - 06142642112.469914372.xls

&) g Edt Vew Inset Fomat Jook Data Window Help AdobePOF
DEBA8 @RY SBBR-C v @ E-2 % imd 1w -3
GEBAGfE 3% e : - 3.
LY. Avial 10~ B 77U EEIEE S %, 3R EE _~D-A-.
N7 - B
| A | B | ¢ | D | E = =S| G | H =]
1 Request No. Employee Entry Dt Status Descriplion Prionty Contact Resolution Tl
AVERAGE NUMBER OF PICKS (B3- B
25-21) need the report to
go out to each individual order, look at
the gty requested from the PRIMARY After speaking with John, | have moved this
2| 63587 A BARBARITO  4/30/2007 User Test  location. and do a unit conversion H John Garcia to the lve account
Notification on PO Putaways that
3 B4182 G. SARACING = 5A18/2007 QC - Testing product needs special handling: H John Garcia Programming is complete, sent for QC.
WE NEED THE SYSTEM TO SET
UP AN ALLOCATION OF PRODUCT
OM LARGE ORDERS BY THE Guote of 32 hours sent 1o Paul, awaiting
4 60204 R. JOHNSEN 2/8/2007 Quoted CUTOMER H John Garcia approval,
after testing the most recent mods fo
the RRM TEST account we have
come across a few issues to be John - Is this still open? If so, Larmy will
5 | 61467 L HAMMOND 3/772007 Info Pending worked out H John Garcia need the info requested above. Thanks.
Need a report to let us know the amt | corrected the problem, a dictionary was
of products still avail in the system, not checked oul on this case, and did not
B B0B46 R. JOHNSEN 2N92007 User Test  required in packs H John Garcia make it over, Please retest. Thanks!
l[ 61972 L HAMMOND = 3/16/2007 Hold RemoteNet for Inguiry Only H Katherine Mekeel Changed status to hold.
Operator 16d did an inventory adj in
11406 and the lot record is not
8 | 63364 R. JOHNSEN 42472007 Info Pending showing H1 John Garcia Waiting on info frem John
Picking Prionty for the WMS System-
would like to go from single digit First programming case complete, 9079,
priorities to double digit This is on our inhouse Leesar account. The
picking prionty is managed in the ship- 2nd part of the request is case #089. This
to file (12-2-3-3 #26), and is portion is now ready 1o be assigned to be
usedfdisplayed on the scorecard [8-3- programmed on the inhouse Leesar -
W4 b nN06142642112.969914372/ o i K ‘ | ol

Ready

NLIM




The CRS Process

What happens when a user submits a
request?

» The Request Is Assigned
» The Request Inquiry Process Begins

» The Solution Is Tested & Approved



Address | @] htp:fers kshine. comfegi-binjolecql. exafers001 v ﬁfﬂ

¥ Customer Reporting System - Open Requests

Requests Inquines Help/Docs LogOut ‘Web Links

Request Status Request Messages

Welcome MS VENUS KOMBO The Following Requests have an Open Status
You are lﬂgﬂﬂl in as VKOMBO Please Click on a Request Number to update your request

";:Dur gpen HEE!UEGSH R | gj Flease Remember to Enter your Timesheets

SN SEMPRIYS RN TEQUARST Please remember CRS is only Monitored from Bam - 6pm EST
Current Date and Time 05152007 05:11:28 pm

Your Page will Refresh in 56 Seconds

m EE—

Request Options - Exp
Click Here to New Request
SortBy: |Requestt v m Sele pomer: | All Customers v m

ltems per page: 75 v Sele oyee: AllEmployees v
Bl clickhere to Export this list of Requests Upda ‘

Auto Refresh is; ON

Request? Customer® Employee IIE]I;T: Request Description IEEE?: Status Severity  Priority Contact End User
oeunss (2 LEES 05/15007 | cancelled an order in 05/15/07 Received ~ Medium Paul McWhinnie
Order Maintenance
and Stoc
064054 F REE  LKRAUSE 05/15/07 releases coming off Received  Medium Tom Ferigno
credit hold and
printing, no o
FFEZ E.SANTIAGO 051507 Hi David, You'rea  05/15007 Support Low Bill Bodkin 051507
0b4051 5
hard man to get a hold
of. Hop
064050 TEH E.SANTIAGO 051507 Timeshare2 backup  05/15007 Support Low TsH 05/1507

faillad Rarnnd tirma in



< | 2] http:/jors.bshing.comjcgi-binfolecgi.exejcrs001

Va@j

Description of Problem:

I cancelled an order in Order Maintenance and Stock Status Inventory now appears to be off.

Special Instructions:

Date

Init Comment

05/15/07

VK [Calling Paul to obtain an order and item number..- @ 05:11:37pm

TSH Resolution:;

\)



Address | @] hetp:fors.kshine.comfogi-bin/olecl, exe/ers001 v ﬂﬁa

Comments:

Date | Init | Comment

05115007 | VK ICalling Paul to obtain an order and item number.. - @ 05:11:37pm
ISpoke with Paul: Order number 0678978 and item 548DKNOBAA are in question. Checking status and

p
SYIUF | VK tamounts listed on the order - @ 05:25:.01pm

Additional Comments:
I also noticed that item number YN7697803AC has inventory ammounts that are| 0ff too

Resolution:

Completion Date: By:

Emailto Others

Update & E'nall




Y I'I"'ﬂ.“ll"“ Wl RN

Fax 239-303-5865 Department

Email pmewhinnie@leesar com Menu Path 18-14
Change User []Add User System Area Productend Inventory ¥
New User ID Severity Medium v
Quote Information Status Information
Quote Required  © No O Yes Assigned To Venus T.Kombo v
Date Promised & Status Completed ¥
Time Estimate (hrs) Job Number 2960 SUPPORT v

Description of Problem: It

I cancelled an order in Order Maintenance and Stock Status Inventory now appears to be off.

Special Instructions:

Date | Init | Comment
05/15/07 | VK [Calling Paul to obtain an order and item number..- @ 05:11:37pm
—— \S:}ik‘é with Paul, Order number 0678978 and item 548DKNOBAA are in question. Checking status and amounts
listed on the order - @ 05:25.01pm
05/15/07 | PM | also noticed that item number YN7697803AC has inventory ammounts that are off too - @ 05:31:56pm
Nltem was manually removed from order before it was cancelled but it held in inventory, deleted bad Inventory
05/15/07 § VK lrecord for item YN/7697803AC and ran fix proarams to corect inventory s no other areas of inventory appeared
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€ Customer Reporting System - Open Requests- You are logged in as - GMS - Windows Internet Explorer Lakd
@ » B hitp:/ffers. tshinc. com)ogl-bin folecol. exe fors00 1 _VJ | X »
Fe Eit WVew Favorres Tools Hep

. ? e
wi a8 Customer Reporting System - Open Reguests- You .., ?,’;- * E] fosy ~ i kPage « [ Took -

ﬁ- Customer Reporting System - Open Requests

Hequests  Inguines Help/Docs Log Out  Web Links

Request Messages
The Following Requests have an Open Status.
Please Click on a Request Number to update your request

Welcome Mrs.

You are logged in
Your Open Requests
Your Company's Open Requests 129
Current Date and Time 06/03/2008 05
Your Page will Refresh in 19 Seconds
Aute Refresh is: ON m

Please Remember CRS is only Monitored from 8am-6pm EST
Click here to view Support Emails & Support Policy and Procedures

Request Ophtions - Export and Filter - Update and Enter
Click Here to Create a New Reqguest

SortBy: Requestt |v| Select Customer: | All Customers ~ g
ltems per page: |25 v Select Employee: Al Employees v
[E] Click here to Export this list of Requests Update a Request#:

Request# Customer®# Employee E:l:g Request Description ELETIZ?: Status Severity Priority Contact

075221 [EHLEES K LYNCH 06/03/08 Some releases are prompting in 06/04/08 Info Pending Medium John Garcia 06/03/08
Verification as if

075214 @THP DFERTIG  06/03/08 Secure ftp through a batch 06/03/08 Info Pending Medium Wike Zaccarm 0E/03/08
process is not working

075213 LEES TZIEGLER 08/03/08 MDF2680725 in 18-15 shows 5§ 068/03/08 Support Medium Med  John Garcia Fran x3406 06/03/08

Fo e inpick. when none real

075211 LEES B POLATZ 0G/03/08 New cugtumern".HF‘FFt' they are 06/03/08 Support High High  Brian Jobes Susan 06/03/08
satup as 6 1/2% but

075210 LEH D FERTIG 0&/03/08 Iﬁ]e;ﬂx;r; izsues for friday 06/03/08 Support Low CINDY ClaCCIO

atzo00 PR TSH KLYNCH  06/03/08 Case# 10075-Createanew  06/03/08 MgrReview Low TSH 06/03/08 |w

) @ Intemet [Tuescay, June 03, 2005]

[*

L AcoiTerm 2000 - [, | % Base12-rss000... | [ inbox -Marosoft... | [F] Merosoft powess.. @! 5:06 PM




€ support@tshinc.com - Windows Internet Explorer L:_ﬁE

@ e * | B http:/fveebmad. tshinc. com fsource fndex. phpfuser msupmail Shostemail, tshinc.comfpassword w 1250p 34 A e SIS 4
Fée Eot WView Favorites Tools Heip

W _'&ﬂaﬂwtﬁmnc.m r.'" * B e v i Page ~ (L3 Tools
‘Folders | Compose | Calendar | Contacts | Bookmarks | Search | Options

INbOX [check tew][ Delete All]

Showing & of & Delete 8 massage(s)

+|- |Subject ' |Date
RE: Release Verified - No Invoice /AR Juli Rauco [ +] Today 2:52pm 493 KB
RE: Release Verified - No Invoice/AR Gaorge Ercolinol + ] Today Z2:42pm 432 KB
RE: Credit Memos Grace Saracino[+] Today 2:00pm 24 KB

RE: Credit Memos Maria Martin{ +] Today 1:50pm 20 KB

EOM Credit Memo Register Maria Martin[ +] Today 10:57am 11 KB I
Credit Memos Maria Martin[+] Today 10:00am 520 KB ]

& Intermet &, 100%

m (@™ & customer Re... . /= support@tshi... B AccuTerm 20... | &4y BASE12 - [rs... | (&) inbox - Mero... I (0] Mecrosaft Po... ”@ﬁ 5:09







Customers Using It!

Weeks-Lerman'’s Internal Customer
Service Group



Customers Using It!

Weeks-Lerman'’s Internal Customer
Service Group

Leesar’s Customer Service Group



Customers Using It!

Weeks-Lerman'’s Internal Customer
Service Group

Leesar’s Customer Service Group

Leesar's MIS Group



g—@ w | httos e weeksierman, com/og -bin folecgl exe /5001

File Ecit WView Favorites Tools Help

W & | @ Customer Reporting Systen - Open Requests: 1ou af... | -5 &~ ih"'-l’ll-qtv ook~
The ~
WEEKS €= | FRMAN ~ Customer Reporting System - Open Requests |
GROLP

Requests Inguiry Help/Docs

Welcome LOUIS SAMMUT

Welcome to the Weeakslarman CRS System
The Following Requests have an Open Status.
Click on a Request Number to update your request
or

Click Here to Enter a New Reguest

or

Enter a Request#: 6oy

@ Click here to Export this list of Requests
Sort By: Request# 3 6oy

ltems per page: |25 [v] 6oy

Requestd Entry Date Request Description Priority Reqd Date Status
o03sas BB 04/25/07  Intemal e-mails have in the subject line haveiLik Mgr Review
003496 E 03/29/07  On p/t 01327445001 the 3 lines that came from our 03/30/07  Mar Review
003349 E 02/23/07  pit 01156905002, this is a backorder for a2 Rush or Mgr Review
003238 E 01/04/07  On pd 01671640001 All of the United items are not 01/08/07 Mgr Review =]

& & Intemet [Monday, May 21, 2007)

Done
W Rt | G, |@om- |@ame | @Eam. -] Yove.. "PEEHODR i




g-‘:-::' bt I!_, bt faww leesar com fogi-bin/olecgl, sxe fors0d 1

Fi= Edit WView Favorites Tools Help

W & | customer Contact System- Open Requests-Youare L., | | - B =~ ;3,."_!"-_n-=' @ Toos ~
Lee Sar ~
== Reow | Customer Contact System- Open Requests

Requests Inquiry Help/Docs Website Links

Welcome Mr. Paul McWhinnie
You are logged in as PAUL

Leesar CRS is only monitored from Ta.m. to 5p.m

The Following Requests have an Open Status.
Click on a Request Number to update your request
or

Click Here to Enter a New Reguest

or
Enter a Request#: | - 8oy
E Click here to Export this bist of Reguests
SortBy: Requestt |v| (8O)  SelectUser: |AllUsers | S0
ltems per page: |25 [v] EB0) selectCRS: |AICRS v 6o
Requestf User's Name CRS Entry Date Request Description Priority Reqd Date Status Category
017233 E MARY CASTLE Unassigned 052107 mispick Medium 05/21/07 OPEN Mispick-Supplies
017231 @ MARY CASTLE Unassigned 052107 mispick Medium 05/21/07 OPEN Mispick-Supplies
= On PO #1100313550 >
= & Internat [Monday, May 21, 2007)

frssos. | oo | @am. o @am. o] Youe. "PFTEHOD R 300PM
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sstomer Repeting System - Opea Requests. Yoo are loppe & Ia a3 - BJDEES - Windsws lsterac| Explores

6 _- * . NEp Al 1ed. 1al 1 Licor barioleo s lioraes] ¥ 4y XK = o
Pl [ WVew PFeveeden Tods Halp ri
RN BR wmche-Gus-8-3
Lex San . 3
~ R Customer Reporting System - Open Requesls

Hequosls Impary HelpTioss Yiebsitr Links

Welcome BRIAN JOBES
You are logged in as BJOBES

Laasar Hal Dok manitored Tam - dpm
The Following Requests have an Open Status.
Click on a Request Number to update your request
or

Click Herg 10 Enter 8 New Reguos!

or
Enter s Requesth: 59y
E] Chek here 00 Expont tlas kot of Requests
SortBy: ReqdOste v GOJ  Selsct Customer: Al Cystomars v GO

items per page: 16 v SO0) Select Employee: AlEmplyess v Goy

Ruquustd Catiemid®  Employes Huguias Desdrpt=n P ity Reod Date  Status
wanEl R JOMISON FELLSNA 051607 Mowe Scaner mto Jor's Cuybicle ard hock 1 Mioe Loa 052107  Info Pendng
;.;:,-;-gm CUSTS JOHHBON FELUSHA QII2AT  LeeSar phand rumbens oo LAH Intranad Low ORTV0T  Suppan
w1 B FHWICE  JOMI GARGIA 092606 Lwould bhe 1o check mo the posklty of hyan High (G207 User Tent
wzsri B FRNICE  JOMI QARCIA ARAT  Twould 1d 10 hine a0 AP month and repod that Lo 032107 OC - Testing
{'J?';'E:}E FriapCe  JOmrl GARCIA Q21707 wdwps curertly in glock < WP ¥ dwysin slock Migh 052107 TSHEVAL
sozras BB FRLNICE  JOMI GARCIA QROTAT  Recening can recebs more product on a PO than wh High 052107 lefo Pending

m L AL Ll (T L 0 Ll 0 o T ot T o s T N L T R P T W . PRI I e [T e LR . TR LTl i

5 & reame o -




The Benefits of CRS




The Benefits of CRS

» An Efficient Management Tool
» Real-time Status and Progress Reports
» Easily Customizable

»From TSH






