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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





Placing A Request

Enter specific request details such as:

• Relevant Menu Path

• Required Date

• System Area

• Severity

• Verify Your Contact Information







Help Us Serve You Better
Provide a detailed description along with supporting

facts which include:

 Error Messages Received

 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





Viewing, Updating Your Request

Now that your request is in,

you can print it out, view its

status, update it with

information, and more!



Viewing, Updating Your Request

Your New Request is In!

 Now You can further customize the way you view
your requests with the Sort By and Items per Page
buttons.

 Go directly to a request by typing in the request
number

 Export your list of requests to an external file.

 Or Create An Entirely New Request



Export your Requests



Download your Spreadsheet



Example of Downloaded
Spreadsheet



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



Let’s take a look of the arrival of
a request!

The CRS Process





Let’s take a look of the arrival of
a request!

The CRS Process

The CRS Support Queue displays
the request as ‘Received’





The CRS Process

The request is then assigned to a user
and the follow-up and trouble-
shooting process begins



The CRS Process



 A Time-Line Of Events Is Created

 Request is Used as Knowledge-Base

The CRS Process

 Problem-Solving Steps Are Documented





The CRS Process

The updating of the request will continue

until the request is either marked for

testing, transferred to another representative

to complete other tasks, or marked as

completed with the approval of the customer







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





Customers Using It!

Weeks-Lerman’s Internal Customer
Service Group

Leesar’s Customer Service Group

Leesar’s MIS Group

MedConduit, Inc.’s Helpdesk



Weekslerman - CRS

Departments are Automatically

Alerted to open requests via

Email

Management is carbon copied
on

all requests



Lee Sar Customer Service -
CRS

Customized Types and
Categories

Client Department vs Leesar

Depts.



Lee Sar – CRS/MIS
PC issues in the distribution

center

Issues reported to Leesar MIS
can

be automatically converted into

open TSH requests



CRS Used By MedConduit, Inc.

Provides over 100 Medical

Distribution E-commerce
Web

Sites.

Calls placed are monitored



The Benefits of CRS










The Benefits of CRS
 An Efficient Management Tool

 Real-time Status and Progress Reports

 Easily Customizable

 From TSH




