FLIPKART VAS CHATBOT USER
MANUAL - AGENT

Introduction
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Training Manual

Training includes a case module of Kapture to provide you with a variety of information, ranging from
basic access to cases to advanced steps to be followed.

This user guide is focused on describing features, functionality, and the application interface. It also
includes a vast amount of advanced technical information and instructional topics that are designed to
teach you how to use Kapture CX to accomplish your tasks.

Getting Started

This section provides information to help you get the most out of Kapture CX.

Getting Familiar with the Interface

Kapture CX includes several modules to help you accomplish a wide range of tasks. Each module also
includes a large variety of different menu actions that can be performed.
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Ticket Allocation (Taggings and Queue details)

e All the Enquiry and Request-related tickets will be treated as “OCR” and will be assigned to the
“VAS_closed_queue” queue and tagged in the “Enquiry” or “Request” folder as per the defined
matrix.

e All the Complaints, API Failures, Exceptions or any issue-related tickets will be treated as “1CR”
and will be assigned to the “L1_VAS_CMB_Queue” & “VAS_Waiting_for_internal_update” queue
and tagged in the “Complaint” folder as per the defined matrix.

Actions to be performed by the Agents

Login to your Account

How to Login?

An employee can log into the Kapture Account by adding the email ID/username and password of the
employee as shown in the screenshot below.

For example, add:
> Email id - <Email/UserName>
> Password - <Password>
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Flipkart 4 LOGIN TO YOUR ACCOUNT

Welcome to Kapture CRM!

Username

Kapture's all-in-one Customer Service platform has all the tools your

Password *
teams need to deliver better and intelligent customer service.

Rassword I\

Figure: Account Login Screen
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The agents have to go Available

“Available” and “Not Available” show the accessibility or the availability of the agent when the ticket is
assigned. An agent can choose “Available” to show their presence and “Not Available” for their absence.

How to go Available?

> Step 1: The “Not Available” status is shown with a white toggle button as shown in the
screenshot given below.

x o—
gg & FLIPKARTJEEVES~ =

Figure: Not Available

> Step 2: Click on the toggle button to go “Available” as shown in the screenshot given below.

4 Available ) & FLIPKART JEEVES v

Figure: Available
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How to Go Not Available?

> Step 1: Click on the toggle button which is in the “Available” state, and the following drop-down
list appears asking the reason to pause.

> Step 2: Select a reason from the drop-down as shown in the screenshot given below. Click on

IIOK"
S o
A" | Avaitabie @ o FLIPKART JEEVES ~

Select Pause Reason «, . -
0 Last Conversation [Z
Break
Due Date: 14-09-2023 17:22 Sep 14
Lunch
[
Meeting Low Email_Queue

Figure: Pause Reason

> The selected reason reflects under the toggle button as shown in the screenshot given below.

;‘:T tunch | == &  FLIPKART JEEVES

Figure: Selected Pause Reason
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Review Notifications:

The agents have to review notifications

A notification bell is used to receive notifications of incoming tickets, reminders, or callbacks.

;? \ Lunch S FLIPKART JEEVES ~

Figure: Notification Bell

How to Logout?

Step 1: Click on the user profile tab.
Step 2: A drop-down appears, select the “Logout” option to log out of the account.

S FLIPKART JEEVES ~ +—E

|  Flipkart Jeeves F sation IF
flipkartjeeves@kapturec...

User Settings >ep 14
M

Figure: Logout Option
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@kapture

How to view a ticket?

When the agent logs into the account and clicks on the “Ticket” tab available on the left corner of the
page, the following ticket page appears that contains the Unassigned Ticket, All Pending Ticket, All
Complete, All Junk, and Assigned To Me, etc. When you select a ticket, its newly opened page is
displayed on the same screen.

'\ Not Ava.. S FLIPKARTJEEVES v ‘=
H | & VIEWS S e = Q 1-47 of 47 0 Last Conversation ¥
e
- Unassigned neax Inbox Due Date: 14-09-2023 17:22 Sep 14
E & Flipkart Jeeves ]
All Pending B 694692330330 - Unattended Ly o EnEllEEe
o All Complete
f neax . Inbox Due Date: 14-09-2023 17:22 Sep 14
= AllJunk 5 & Flipkart Jeeves M
B 694692330268 Unattended Low Email_Queue
Assigned to me
necx Inbox Due Date: 14-09-2023 17:21 Sep 14
Created by me 5 & Flipkart Jeeves ]
B 694692314092 Unattended ow Email_Queue
Completed by me
< Inbox Due Date: 14-08-2023 17:21 Sep 14
5 & Flipkart Jeeves ]
B 694692314019 Unattended Low Email_Queue
awnorenensrtec.  Email | Complaint | Bill Not Given By Technician Due Date: 14-09-2023 12:48 Sep 14
M & abhinav.gurukul@gmail.com ]
B 6694675643749 B 2+ UnResolved Low Pending Queue
. Email Due Date: 14-09-2023 11:38 Sep 14
™M & abien.pudushery@kapturecrm.com (o
B3 694671694816 - Replied Low
HH soc Inbox Due Date: 14-09-2023 11:30 Sep 14
: 14-09 P
HH ( QI Advanced Search .
g & Flipkart Jeeves ]

Figure: Tickets Page
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Steps to Attend the L1_CMB_VAS Tickets

e Step 1: Agent Logged in to Kapture CRM
Step 2: Mark “Available” in Kapture CRM

Step 3: Agents will get a CMB Call. Once a call gets connected to an agent, Incident will get
assigned an agent and visible in the Assign To me Page.

Flipkart Due Date:15-09-2024 15:32:45
B |De|ayin Service - Out ofSPDNASI PEXFLKOB-AODT9ITBQBN1851QFQ... €3 Flipkart Jeeves
] L1 VAS CMB Queuej

¢ Flipkart Jeeves [ 726221764726

UN UnResolved Pending

Flipkart Jeeves Due Date:11-09-2024 12:29:09
BI Divert FK - Return/Product Issue/ EW/CP (Purchase from FK only)_VAS PEXFLKOB-A.‘.? P Jeev
~ L1 VAS CMB Queue

F  Flipkart Jeeves [ 726037949261

UN UnResolved Pending

Chat ticket identifier: Agent can hover the ticket SSI to get the identifier for chat and inbound.

. .
ipkert & Tickets ] ._P estb.. °

o Flipkart Jeeves ~ =

r O Q 727051896251 (x] 1-10f 1 0 Last Conversation 1f =
a Y 21 Due Date:27-09-2024 16:42:35
Unassigned B Chatabsndoned without message VAS  CLAFLKS65754499957626 D 2:00pm B -
Call Back Queus
All Pending Chat | Complaint | Chat abandoned without .
g VAS Wi Waiting for Inssrnal Updsr Pending
All Complete
Inbound ticket identifier:
Fipkart ¢ Tickets m A sethe & Flipkart Jeeves ~ =
T O Q 1-50 of 1113 0 o oM Last Conversation IF ‘= &
a - D 5:36 Due Date:26-09-2024 17:55:52
Unassigned &3 Enquiry About TAT/SPD_CLP  Call Ticket:727352300044 D 536 pm e
- Inbound_VAS_Large
Aipending :
UN UnResolved  Pending
All Complete

e Step 4: Tickets will get auto-assigned to the Agent available in “L1_CMB_Queue”.
e Step 5: Agent can see the ticket assigned to them in “Assigned to Me”.
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Unassigned
All Pending
All Complete

All Junk

Assigned to me

Created by me

Completed by me

Your Search B/ 8

Filters saved for Designation

( cl Advanced Search

® Step 6: Agent will open the ticket to see the details.

Fipkart ¢ Tickets m 40 shert.. & Flipkart Jeeves

14h
INSTALLATION MAINTENANCE REPAIR n PRIVATE LABEL (2 More Info :

Additional Ticket Detail -
« @LNSIEE Q| PEXFLKOB-AODTIITBQBN1851QFQ-56051498670

Creator Name Last Disposition Type  Created Date Assigned

VIEW POLICY Flipkart Jeeves UnResolved 13th Sep 2024, 03:32:45  Flipkart Jeeves
pm

Policy ID PEXFLKOB-AODT9ITBQBN1851QFQ-56051498670 .

Customer Issue Ticket Id Queue Name Current Sub Status
Policy Status ACTIVE Type VAS Product TELEVISIONS Chat | Complaint | Delay | 726221764726 L1 VAS CMB Queue UnResolved
Brand MI Start Date 2023-02-14 End Date 2026-02-14 in Service - Out of

SPD_VAS
Plan Name Extended Warranty

Due Date Assign Date

15th Sep 2024,03:32:45  13th Sep 2024, 03:32:45

Claims pm pm
Past Tickets Sub Tickets
CLAFLK236744314792612 m v
Q = 1-50 of many 0 >
3 Flipkart Jec
B Delay in Service - Out of SPD_VAS PEXFLKOB-AODT9ITBQBN1851QFQ...

¢ Flipkartjeeves [ 726221764726
UN  UnResc

) Flipkart a

B Divert FK - Return/Product Issue/ EW/CP (Purchase from FK only) VAS PEXFLKOB-AODT9...

F  Flipkart Jeeves [ 726037949261
UN

)

Flipkar «
B Divert FK- Return/Product Issue/ EW/CP (Purchase from FK only)_VAS PEXFLK0B-AODTS FIIPk

F  Flipkart Jeeves [ 725883466767
so Sulv(@

r
e Step 7: Agent needs to click on the “Quick Chat” - icon available at the right bottom of the
screen.
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[ 0 .. o

apkart g Tickets m a & Flipkart Jeeves ~

INSTALLATION MAINTENANCE REPAIR PRIVATE LABEL 2 more Info & E
PHONE
< Q m Additional Ticket Detail -

VIEW POLICY Last Disposition Type Created Date - Assigned Customer Issue

N/a Inbox

Policy ID PE G5 .
Policy Status CLAIM_IN_PROGRE. Type VAS Product TELEVISIONS Queue Name Current Sub Status Due Date
Brand NOKIA Start Date 2023-10-12 End Date 2026-10-12 P T UnResalved

Plan Neme Extended Warranty

Claims
e e Q = 1-50 of many 0 >
CLAFLK-6UP379YNXDP7JNHGLG-10407501447 m -
- - - § § e 3 Fligh
B Claim Regi: tion_\ PEXFLKOB-62R34XVX0IDIG5DVB6-1... P
CLAFLK281304544832439 - F  Flipkart Jeeves @ 726829066963
[ Progss| phart) e
B Enquiry about TAT/SPD_VAS PCMFLKOV-8UZCLCBLON77YK31US... S
VIEW POLICY
o GyansINGH B 726486089340 = @
. . « ” .
e Step 8: Agent needs to click on “Parent Chat” to see the chat conversation.
apkart g Tickets *  Quick Chat
INSTALLATION MAINTENANCE REPAIR B | = =i
SRl S s C

€ LEGIV IRV Q9965481007 Sorry, we see that the installation of your product could not be completed as scheduled

SOy, your
B1478B002!

quest could not be processed at this moment due o an unexpected issue. We'll contact you ar
within 24 Hours ta help you further. @

Dio wou want to close conversation G
Seh My 24, 05:48:37

¢ B

Claim view No problem. Thank you for shopping with Flipkart! m

Policy Id

O

Service Partner Reque:

FLRR E-L7V155

Task Type Task Status @
L c

® Step 9: Once the Agent reads and understands the issue on call, the agent needs to click on
View Policy.
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Flipkart § Tickets m ‘ Short ... ; Flipkart Jeeves ~ =
14h
INSTALLATION MAINTENANCE REPAIR u PRIVATE LABEL (2 More Info B

Additional Ticket Detail -~

& @LNSAEE Q PEXFLKOB-AODTOITBQBN1851QFQ-56051498670
Creator Name Last Disposition Type  Created Date Assigned

VIEW POLICY Flipkart Jeeves UnResolved 13th Sep 2024, 03:32:45  Flipkart Jeeves
pm

Policy ID PEXFLKOB-AODTOITBQBN1851QFQ-56051498670 .
Customer Issue Ticket Id Queue Name Current Sub Status

Policy Status ACTIVE Type VAS Product TELEVISIONS Chat | Complaint | Delay 726221764726 L1 VAS CMB Queue UnResolved

Brand MI Start Date 2023-02-14 End Date 2026-02-14 in Service - Out of
SPD_VAS

Plan Name Extended Warranty
Due Date Assign Date
15th Sep 2024,03:32:45 13t Sep 2024, 03:32:45

Claims pm pm
Past Tickets Sub Tickets
CLAFLK236744314792612 cancerieo [ .
ch tickets Q = 1-50 of many 0 >
Flipkart Jes
B Delayin Service - Out of SPD_VAS PEXFLKOB-AODTIITBQBN1851QFQ... $D[Fiplart et

£ Flipkart Jeeves & 726221764726
UN  UnResc

Flipkart
B Divert FK- Return/Product Issue/ EW/CP (Purchase from FK only).VAS PEXFLK0B-AODTS) FIPKa"
F  Flipkart Jeeves £ 726037949261

uN "r
) Flipkar
B Divert FK - Return/Product Issue/ EW/CP (Purchase from FK only) VAS PEXFLKOB-AODT9.:.

SO Solve @

F  Flipkart Jeeves [ 725883466767

e Step 9: Once an agent clicks on View Policy.

e Policy Level Actions

The Policy related actions include “Initiate Claim”, “Update Policy”, and “Resend Policy
Document”.

Note: The actions buttons available under this section are dynamic in nature and are
dependent on the Policy status. Agents can perform these actions only if they are

applicable for the policy while this section will be blank if none of the actions are
applicable for the policy.

POLICY

e J weroue

RESEND POLICY DOCUMENT

Please note that before Initiating a Claim agent can/need to use the ‘Update Policy’

action button (as required) to update any relevant information related to the customer
or the device.



e I(apture FLIPKART VAS CHATBOT USER MANUAL

e Resend Policy Document

Agents have the capability to resend policy documents to the customer when requested
by the customer. Upon clicking the "Resend Policy Document" button, a notification will
prompt asking for confirmation to resend the document and on selecting ‘Yes’, the policy
document will be sent to the registered email id of the customer.

Resend Policy Document X

Figure: Resend Policy Document

® Update Policy

This policy action enables the agent to update the existing policy or customer details
(KYC) before initiating a new claim for the customer associated with the policy ID.

On click of ‘Update Policy’ button, a new pop-up opens up for agents to update the
policy details.
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Updat x
Pa Detail
Pakzy Mams Palicy ID
t [
Update Customer Details ECHT
H ail I
Wizhils Reambar Albwrnals Mumbsr
Adddeuis Fincoda
St E
Cauntry
Update Device Detaill o
DarvicuSrialbo/IMEs Uplsad IMEI Documaent
UFLOAD DOCUMENT
up Rema
Rurr

Agents can update the KYC for customers in the Update Customer Details section.

Step 1: Click on the Edit button to start modifying/updating the KYC details
Step 2: Update the relevant KYC details.

Note: Agents can update any customer details except the ‘Name’ field. Also,
updating/changing the Pin Code will automatically populate the City and State
associated with the pin code.

Step 3: Agents need to provide the remarks in the Update Remarks section

Step 4: Click on the ‘Submit’ button to complete the section
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Update Customer Details EDIT
Mame Email 1D

Mabile Number Alternate Number

Address Pincode

State City

Country

Update Device Details EDIT
DeviceSerialNa/IME] Upload IMEI Document

UPLOAD DOCUMENT

Update Remarks

Remarks

Agents can use the Update Device Details section to upload the Replacement certificate.

Step 1: Upon clicking the Edit button, the fields under device details will be enabled for
update

Step 2: Select the new replacement document from the agent's computer system by
clicking on ‘Choose File’

Step 3: Update the serial number in the ‘Device Serial Number’ field
Step 4: Click on ‘Upload Document’ to upload the new replacement document
Step 5: Provide the remarks for this device details update under ‘Remarks’ field

Step 6: Click on the ‘Submit’ button to complete the process

Update Device Details EDIT

DeviceSerialNo/IME] Upload IMEl Document

UPLOAD DOCUMENT

Update Remarks

Remarks
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After completing the Policy update action, the pop-up closes and the user will be in the

Policy detailed view screen.

< ATION MAINTENANCE REPAIR “ > [2 more Info ®

€ LU O, PCMFLKOV-EVMBNQQPSTNJ2H48)F-05182278286 m Ticket Action

TAG INCIDENT
X
Policy Details o - POLICY

RESEND POLICY DOCUMENT
Customer Details - . P

Past Tickets ub Tickets
Customer Name - Q = 110f1 0
T Suribabu i
Email Alternative No
LR 9gprrrrx
Pincode State °
530013 Andhra Pradesh -

City Address

VISHAKHAPATNA

No tickets. @

Additionally, agents can verify if the latest KYC information and Replacement Certificate
is updated with the Policy by navigating to the Policy Update Log section on the left side
of Policy Details screen.

Policy Details L5, -

Customer Details -
Policy View -

Device Details v

Policy Update Log =

Update... 0Old Value New Val... remarks Update... Update...

ACTIVATED N/A NIA Palicy created radha ¢ 2024.03-04
CUSTOMER_... m m customer de... squire 20240328
CUSTOMER_.... m m replacement... sguire 202403-26
CUSTOMER._... m m pin code and... squire 2024-03-26

e Initiate Claim

This policy action enables the agent to create a new claim for the customer associated
with the particular policy ID. On click of ‘Initiate Claim’ button, a new pop-up opens up

for agents to start the KYI process.
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Initiate Claim X

o What happened to the device?

Figure: Initiate Claim

Step 1: Provide response for the KYI questions displayed on screen one after the other
based on the customer inputs

Step 2: Continue with the questionnaire until a summary screen appears. Incase, agent
needs to go back and review/change the answer for any of the question(s) during this
process, use the Back button or Click on the particular question

Initiate Claim X

° What happened to the device?
— Manufacturing Defect

° Select Claim Reason
— Extended Warranty

Has the issue come up as result of recent

Installation, removal, dismantling, moving or
° transfer?

— NO

° Symptom Description
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Step 3: A summary screen appears upon completing the questions, agent needs to
review the answers provided for the KYI questions

Step 4: Click on the ‘Edit’ button to go back and modify answers if needed. Please note
that upon clicking Edit, the KYI questionnaire will be available to modify and on
competing changes, the summary screen appears again

Step 5: Click on the ‘Submit’ button to complete the claim registration process

Preview Initiste Clsim i

Al steps are completed and here |s preswses of your
rEsponss

what happened to the device?

Select Claim Reason

Has the issue come up 25 resullt of recent Installation,
removal, dismantling, moving or transter?

Symptom Description

What Issue are you facng with device?

Claim Sevtdement Opoion

Regair Mode

wihen did it happen?

Accept/Reject Claim

After completing the Initiate claim action, users will be redirected to the Claim Detailed
view screen of the new claim which was created.
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< IANCE REPAIR

BEl o 3 wore o

€ (ZEUVILIRG O, CLAFLK101034495465801 m

CLAIM
X

REPAIR

Additional Ticket Detail v

Claim View - X S
Past Tickets Sub Tickets

Plan Policy Id Q = o00f0 0
Extended Warranty AC PEXFLK(
Claim Status Claimld
in_progress CLAFLK
Claim Registered By Claim Registered On e
radhac 20 13:14:43 &
Service Partner Service Partner Request Id r.
SRMS FLRC-02ASLH-2Y7BHD-LPSDOI-LQ1XGFO No Data Found
Task Type Task Status

> Post completing the Manual call to customer and/or Policy Level Action, agent needs to Dispose
the existing ticket using ‘Dispose Ticket’ option

< Dispose Ticket

Agents need to dispose of the current ticket using the Dispose Ticket button available
within the Policy Detailed view of the ticket.

INSTALLATION MAINTENANCE REPAIR “ PRIVATE LABEL (2 More Info

Ticket Action
€ POLICYID ~ Q PEXFLKOB357702491636384 m
DISPOSE TICKET

POLICY
Policy Details o -

T
RESEND POLICY DOCUMENT

Customer Details - N o
Past Tickets Sub Tickets

Customer Name Mobile N " Q = 120f2 0
Anagha Q7 4ttt
Email Alternative No
Bk ik Qg wawas B  Delayin Replacement  PEXFLKOB357702491636384 3 Flipkart Jeeves
Pincode State * Flipkart jeeves [ 713850215099 e
100000 Rajasthan @ PEXFLKO0B357702491636384 UN  UnResolver [
City Address [}
AIPUR sfqt3qt32y23y ©) Flipkart Jeeves

B Wants to know why claim is cancelled  PEXFLKOB357702491636384.

N @ Medium
F Flipkart Jeeves [ 713941495630 o
S0 Solved Com; (m

Upon clicking the ‘Dispose Ticket’ button, a pop-up opens on the screen to input details
for disposing of the ticket.

-> Based on the action performed (outbound call/policy level action), the Agent will
update the ‘Remarks’ for the incident.
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Ticket Dispose X

Tickat Type ncident Type

Complaint ~ Delay in Service - Out of SPD_VAS

Message to customer, We are looking into it and will be getting back to you within
the following promise date: 26th Sep 2024, 04:13:21 pm

Select Queue

Customer called to know Service date, since itis delayed assigned to 12 and
informed customer the issue will be resolved hv "' date

Disposition Type

UnResolved -

e Further, the agent needs to select a ‘Disposition Type’ from one of the 4 options
available - Solved, Waiting for Internal Updates, Waiting for Customer Updates,
Unresolved.

Note: By default, the tickets assigned to L2 agent will be tagged as ‘Unresolved’,
the agent needs to select an appropriate disposition type based on the action
performed (outbound call/policy level action).
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> Once the ticket has been disposed of as mentioned above, the pop-up closes and,

o Agent will be redirected to the Ticket Listing page in case the Ticket is disposed of as

‘Solved’.

Unassigned

All Pending

All Complete

All Junk
Assigned to me
Created by me
Completed by me

Filters saved for Designation

(3 Advanced Search

*  Flipkart Jeeves

Q 17 0f7 0

service not provided / Call closed without service |

°L CLAF,..

Flipkart Jeeves [T 713979563087
UN UnResolved Pending

Cash collected bill not given - CLAFLK836707419123238
Flipkart Jeeves B 713963200307
UN UnResolved Pending

actory service quality CLAFLK836707419123238

Flipkart Jeeves [T 713963101707
UN UnResolved Pending

2sh collected bill not given  CLAFLK106334250799007
Flipkart Jeeves [ 713957330237
UN UnResolved Pending

Theftincidentin CX Place  CLAFLK294094669152823

713951330657
B 713951330657 B
AR Witing for customer U Pending

Last Conversation IF =
Due Date:24-04-2024 22:56:03

L2 VAS Large(Duplicate)

Due Date:24-04-2024 18:23:20
VAS Pending Queue

Due Date:24-04-2024 18:21:41
VAS Pending Queue

Due Date:24-04-2024 16:48:50
VAS Pending Queue

Due Date:24-04-2024 15:05:30
CS_Voice

o Agent will be in the same Claim Detailed screen incase of Ticket is disposed of as
‘Waiting for Internal Updates’, ‘Waiting for Customer Updates’ or ‘Unresolved’.

lpkart |

Tickets
INSTALLATION

MAINTENANCE

€ LULIV N QO CLAFLKS65754499987626

Plan
Bran v

Claim Status

in_progress

Claim Registered By

Shivam Sharma

Service Partner

Palicy Id

Claim Id

Claim Registered On
2024-00-18T11:52:34

Service Partner Request Id

- I

REPAIR H PRIVATE LABEL (2 More Info

ED rocadion
DISPOSE TICKET
X

REPLACEMENT
Claim View -
Past Tickets T

Q =

120f2
B Chat abandoned without message VAS  CLAFLKS65754499987626

W HITESHSINGH (1 727
@ PWCFLKOB998458399665966

51896251

PPPP FLRM-AGIOMU- 75022V FHDEPO-00LKZCT B KPO Service Reject List  CLAFLK565754499987626
Task Type Task Status Y YASHTOMAR [§) 727248837730
REPLACEMENT REPLACEMENT_TICKET_CREATED

© PWCFLKOB998458399665966
TAT

Flipkart Jeeves ~ =

Wi Wair
™

€3 YASH TOMn

SO Solved :@

e Post this, the agent needs to click on ‘Go Back’ as shown in the below
screenshot to close this ticket and move back to the ticket listing page.
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wkar ¢ Tickets ] !o Testh & Flipkart Jeeves
INSTALLATION NCE REPAIR ﬂ PRIVATELABEL (2 More Info :
LU Q CLAFLKS65754499987626 m Ticket Action
DISPOSE TICKET
X

REPLACEMENT
Claim View -
Past Tickets

Policy Id Q = 1202 o

Claim Status

in B Chatabandoned without message VAS  CLAFLKS65754499987626

Registered On # HITESHSINGH [ 727051896251
THs2E @ PWCFLKOBY98458300665966 Wi Wair
Service Partner Service Partner Request Id I‘.

SRMS FLRM-

Claim Registered By

Shivam Sharma 2

B KPOService ReectList  CLAFLK565754499987626 3 YASH TOMr
Y YASHTOMAR [F) 727248837730
© PWCFLKOBO9B458309665966 SO Solved :@

Task Type Task Status

> In both the above cases, agents will be landing on the Ticket listing page ‘Assigned to Me’ section
with a list of tickets assigned to the agent. Agents can now start work on the next assigned
ticket.

w O Q 17 0f 7 0 Last Conversation IF ‘= =
a Due Date:24-04-2024 22:56:03
Unassigned B B — DI CLAF_
L2 VAS Large(Duplicate)
All Pending F Flipkart Jeeves [ 713979563087
UN  UnResolved Pending
All Complete
Due Date:24-04-2024 18:23:20
B n CLAFLK836707419123238

All Junk - VAS Pending Queue
F  Flipkart Jeeves B 713963200307

q UN UnResolved Pending

Assigned to me

Due Date:24-04-2024 18:21:41

Created by me B
VAS_Pending Queue

CLAFLK836707419123238

Completed by me F  Flipkart Jeeves & 713963101707

UN UnResolved P=

Filters saved for Designation
Due Date:24-04-2024 16:48:50

VAS_Pending Queue

n  CLAFLK106334250799007

F  Flipkart Jeeves B 713957530237
UN UnResolved Pending

Due Date:24-04-2024 15:05:30

B Thefincidentin CXPlace  CLAFLK294094669152823
CS_Voice

Flipkart jeeves (& 713951330657
CAR Waiting for custamer Uy Panding

@ Advanced Search
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1. Ticket Tagged with a Claim

An Incident ticket tagged with a Claim is one in which an customer has created an incident at a
Claim Level and is ‘Unresolved’.

> As a first step, the agent needs to click on a particular ticket assigned to them from the listing

page.
Fpkore ¢ Tickets - A b 2 Flipkart Jeeves ¥ 1=
15h
= 0 Q a 1-20f2 0 Last Conversation 1F = 5
assi € Flipkart Jeeves Due Date:15-09-2024 15:32:45
Unassigned B DelayinService- OuofSPD.VAS PEXFLKOB-AODTOMBQENTESIQRQ. 3 Prartlesve e
n L1 VAS CME Queue
All Pending F  Flipkart Jeeves B 726221764726
UN UnResoived Pending
All Complete
— € Flipkart Jeeves Due Date:09-09-2024 14:58:24
B Fake Status updated by Technician - Reopen_VAS  PEXFLKOB-AODTSITBQEN ..
Al Junk n L1 VAS CME Queue
¢ Flipkart jeeves [ 725874104087
Assigned to me I UN  UnResolved | Pending

Created by me

Completed by me

Your Search < Wl |

Filters saved for Designation

@ Advanced Search

> Upon clicking the ticket, a ticket detail view opens on the screen

e Agents can view high level information of the tagged Claim on the left side while
Customer Details along with any Past tickets are visible on the right side of the screen
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INSTALLATION MAINTENANC REPAIR ﬂ PRIVATE LABEL (3 more Info
€ [SEUTILIRN O CLAFLK836707419123238 m Customer Details o

Name Anagha

VIEW CLAIM Mobile No

Email co
ClaimId CLAFLK2Z 232 m
Status IN_PROGRESS Plan Complete Protection Device CROMA Address s

un

Registered On 2024-04-22T14:53:31 Expected Closing Date  2024-05-02

Past Tickets Sub Tickets

Q = 150f5 0

B Ceshcollected bill not given  CLAFLKE36707419123238

F  Flipkart Jeeves [ 713963200307 °
" |

B Delayinrefund VAS/PL  CLAFLK836707419123238

F  Flipkart Jeeves [ 714031422757 @

> Further, the agent needs to click on the ‘Notes’ icon to view the comments/notes associated
with this ticket.

INSTALLATION MAINTENANCE REPAIR ﬂ PRIVATE LABEL (32 More Info D

< EEUILINE O CLAFLK836707419123238 m Customer Details Q
Name
VIEW CLAIM Mobile No
Email o
Claim Id CLAFLK236
Address

IN_PROGRESS Plan Complete Protection Device CROMA

red On 2024-04-22T14:53:31 Expected Closing Date 2024-05-02
Past Tickets

Q = 150f5 0
0 Tes
B Csshcollecied bill notgiven  CLAFLKB36707419123238 piE [°
£ Flipkart Jeeves £ 713963200307
u'r
Delay in refund VAS/EL  CLAFLK836707419123238
F  Flipkart Jeeves [J 714031422757 - L@

> Upon clicking the Notes icon, the ‘Notes’ tab will be active as shown in the below screenshot.
Agents can use the Expand or Scroll option to view the Notes in detail.
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INSTALLATION MAINTENANCE PRIVATE

LABEL

€ Q, CLAFLKB36707419123238

VIEW CLAIM

Claimld CLA

IN_PROGRESS Plan Complete Protection Device CROMA

d On  2024-04-22T14:53:31 Expected Closing Date 2024-05-02

NSTALLATION

741

Claim 1d €L

IN_PROGRESS Plan Complete Protection Device CROMA

ered On 2024-04-22T14:53:31 Expec g Date 20240502

] NOTES

Notes
System

Additional details updated

Nntes

Paragraph ~ B I @ 2 2 @ & @~

Past Tickets

1-50f 5

bill not givan

CLAFLK836707419123238

F  Flipkart Jeeves B 713963200307

TE LABEL = NOTES

Clic k to Expand

Notes
Test User 4 flipkartjeeves

ustomer complaini

VIEW CLAIM

Notes
Systern

al details u

Ty

Notes
Paragraph v B I @ = T @ W& @
Past Tickets Sub Ti

bt 7419123238

CLAFLK836707410123238

R Al

= 150f5 0

) Test User 4 Aipkartiesves

UN UnResolved Pending

In case, the agent needs to see further details of Claim, click on ‘View Claim’ button which will
open up the Claim Detailed View screen.
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NSTALLATION MAINTENANCE REPAIR n PRIVATE LABEL 2 More Info
« (ERTIEE Q. CLAFLKS36707419123238 m Customer Details e
Name
VIEW CLAIM Mobile No
Email
Claim Id CLAFLKZ36707419123238 Address
Status IN_PROGRESS Plan Complete Protection Device CROMA
Registered On  2024-04-22T14:53:31 Expected Closing Date  2024-05-02
SLA Status 1:2:45:7

Past Tickets Sub Tickets

Jo!
1l

1-50f 5 0

€3 Test User 4 fligk
B Cashcollectsdl billnor given | CLAFLK236707419123238 B I

Flipkart Jeeves [ 713963200307
UN UnResolved

B Dely in refund_vAs/PL  CLAFLK836707419123238 f'.

F FlipkartJeeves [ 714031422757
UN  UnResolved

BN Caton et on - camiea rine e Cl Finead ishis eandien VSIS (1 AF]KR3A707a1 ') oSt User 4. @

® Agents can view details of the Claim on the left side while Claim Level actions along with
any Past tickets are visible on the right side of the screen

® Agents can also view the same ‘Notes’ from Claim Detailed View by clicking the Notes
icon

® Agents can use the ‘Policy’ button for navigating to the Policy Details page of the Policy
associated with this claim and use the ‘View Case Details’ button to access SRMS details.

NSTALLATION MAINTENANCE REPAIR n PRIVATE LABEL 3 More Info D

Ticket Action
3 CLAMID ~ O\ CLAFLK294094669152823

DISPOSE TICKET
X

CLAIM

REPLACEMENT
Claim View - KPO REJECT REPLACEMENT
Policy Details . Past Tickets Sub Tickets
Claim KYI Details . Search tickets Q = 110f1 0
Claim Activity Logs -

© )

No tickets.

> Based on Notes and Claim Details, an Agent can take Claim Level action as a next step.
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+» Claim Level Actions

The Claim related actions include ‘Cancel Claim’, ‘Terminal Action’, ‘Cancel Refund’, ‘Cancel
Replacement’, ‘KPO Reject Replacement’, ‘KPO Reject Refund’ and ‘KPO Reject Repair’.

Note: The actions buttons available under this section are dynamic in nature and are dependent
on the Claim status. Agents can perform these actions only if they are applicable for the claim
while this section will be blank if none of the actions are applicable for the claim.

e Cancel Claim

This claim action enables the agent to cancel any claim that is currently ‘In progress’. Upon
clicking the "Cancel Claim" button a notification will prompt asking for confirmation to cancel
the claim and on selecting ‘Yes’, the claim will be cancelled.

B3 More into = Cancel Claim x
Ticket Action o slre want oo careal ©lainm
- -

igure: Cancel Claim

After completing the above action, pop-up closes and the user will be on the same claim
detailed view itself

fApkare £ Tickets m !o Testhe & Flipkart Jeeves ¥

INSTALLATION MAINTENANCE REPAIR PRIVATE LABEL [2 more info

£ LN AL IV Q PEXFLKOB-AODT9ITBQBN1851QFQ-56051498670 m Ticket Action

DISPOSE TICKET
X
Policy Details L %) - POLICY
T T
RESEND POLICY DOCUMENT
Customer Details -
Past Tickets Sub Tickets
i:ustumer Name Tu‘!?\’\e-“ - . Q = 1500fmany 5 N
Radha B12%*%778
Alternative No
or K kil
B Fake Status updated by Technician - Reopen VAS  PEXFLKOB-AODTOITEQBN1851QFQ...
State °
541035 Tarmil Nadu *  Flipkart Jeeves 15 725874104087
City Address f‘-
COIMBATORE No 53/A 2nd cross Yellappareddy test
B  Cleim Registration_VAS PEXFLKOB-AODTOITBQBN1851QFQ...

B 727179955778
Policy View - @

e Terminal Action

This functionality enables the agents to execute Terminal action from the application based on
the claim status. Upon clicking the "Terminal Action" button, a pop-up appears on the screen
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and agents need to provide the necessary information requested and click on the ‘Submit’

button.
Terminal Action x
Select terminal action
| L
Select out calling status
3 More Info B o]
Ticket Action Remarks

CLAM

SUBMIT
L ewen 0 == ]
Figure: Terminal Action

After completing the above action, pop-up closes and the user will be on the same claim
detailed view itself.

Terminal Action

Select terminal action

PROCESS REFUND

PROCESS REPLACEMENT

RESUME SERVICE

CANCEL

SUBMIT

o KPO Reject Repair
This option enables the agents to take KPO Reject Repair action from the application based on
the claim status. Upon clicking the "KPO Reject Repair" button, a pop-up appears on the screen

and agents need to provide the necessary information requested and click on the ‘Submit’
button.
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Terminal Action X

select terminal action

| w

PROCESS REFUND
PROCESS REPLACEMENT
RESUME SERVICE

CAMNCEL

SUBMIT

After completing the above action, the pop-up closes and the user will be on the same claim
detailed view itself.

apkart g Tickets [ ! Testhe 2 Flipkart Jeeves + =
1h
INSTALLATION MAINTENANCE REPAIR ﬂ PRIVATE LABEL [2 More Info
¢ m Q, CLAFLK136480366603463 m Ticket Action
DISPOSE TICKET
X
REPAIR
Claim View -
Past Tickets
Plan _
= 1-10f 1 [}

Complete_Protection_TELEVISIONS Q
Claim Status Claim1d
In_progress CLAFLK136480366603463 °
Claim Registered By Claim Registered On
squire 2024-09-18T17:18:28 r.
Service Partner Service Partner Request Id
SRS FLRT-BNSCAT-GCUF|2-Z53UPC-TTBKRCE @
Task Type Task Stat

N_PROGRESS No tickets. @

e KPO Reject Refund

This functionality enables the agents to take KPO Reject Refund action from the application
based on the claim status. Upon clicking the "KPO Reject Refund" button, a pop-up appears on
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the screen and agents need to provide the necessary information requested and click on the
‘Submit’ button.

2 mMore Info i ® : KPO Reject Refund x

Select KPO Reject OQutcomes

CLAIM

CANCEL CLAIM Remarks

REFUND Enter remarks

KPO REJECT REFUND

KPO Reject Repair

Select KPO Reject Outcomes

REFUND

REPLACEMENT

CANCEL CLAIM

REJECT SERVICE PARTNER CANCELLATION REQUEST

BRAND INTERVENTION REQUIRED

After completing the above action, the pop-up closes and the user will be on the same claim
detailed view itself.
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apkert & Tickets ] A Testhe 2 Flipkart Jeeves ~
1h
INSTALLATION MAINTENANCE REPAIR n PRIVATE LABEL 2 more Info B A @
« PHONE + Q CLAFLK136480366603463 m Ticket Action
DISPOSE TICKET
x

Claims

Claim View

Plan
Complete_Protection_TELEVISIONS

Claim Status
in_progress

Claim Registered By
squire

Service Partner

SRMS

Task Type
REPAIR

FLIPKART VAS CHATBOT USER MANUAL

KPO Reject Repair

Select KPO Reject Outcomes

REFUND

REPLACEMENT

CANCEL CLAIM

REJECT SERVICE PARTNER CANCELLATION REQUEST

BRAND INTERVENTION REQUIRED

CANCEL CLAIM

REPAIR

L past Tickets Sub Tickets
Policy Id B . Q = 11of1
ClaimId
CLAFLK136480366602463
Claim Registered On
2024-09-18T17:19:29
Service Partner Request Id
FLRT-ENSCAT-GCUF|2-ZS3UPC-TTEKRCE
Task Status
IN_PROGRESS No tickets.

e KPO Reject Replacement

This option enables the agents to take KPO Reject Replacement action from the application

based on the claim status. Upon clicking the "KPO Reject Replacement" button, a pop-up

appears on the screen and agents need to provide the necessary information requested and click

on the ‘Submit’ button.
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(2 More Info ® : KPO Reject Replacement b4
Select KPO Reject Qutcomes

CLAIM

REPLACEMEMNT

KPO REJECT REPLACEMENT

Terminal Action X

Select terminal action

| ~

PROCESS REFUND
PROCESS REPLACEMENT
RESUME SERVICE

CANCEL

SUBMIT

After completing the above action, the pop-up closes and the user will be on the same claim

detailed view itself.

e £ Tickets I festhe 2 FlipkartJeeves~ = =
1h
INSTALLATION MAINTENANCE REPAIR PRIVATE LABEL [2 More Info
¢ Q, CLAFLK136480366603463 m Ticket Action
DISPOSE TICKET
X
CANCEL CLAIM
REPAIR
Claim View
Past Tickets Sub Tickets
Plan Policy Id N . Q — 110f1 0
Complete_Protection_TELEVISIONS CL-
Claim Status
@
Claim Registered By Claim Registered On
squire 2024-08-18T17:19:29 r.

Service Partner

i artner Request Id

FLR CAT-GCUF|2-ZS3UPC-TTBKRCB @
Task Type Task Status

REPAIR N_PROGRESS No tickets.
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e Cancel Replacement

This functionality enables the agents to take Cancel Replacement action from the application
based on the claim status. Upon clicking the "Cancel Replacement" button, a pop-up appears on
the screen and agents need to provide the necessary information requested and click on the
‘Submit’ button.

[2 More Info Cancel Replacement X

CLAIM Remarks

REPLACEMENT

After completing the above action, the pop-up closes and the user will be on the same claim

detailed view itself.

e Cancel Refund
This claim action enables the agents to take Cancel Refund action from the application based on
the claim status. Upon clicking the "Cancel Refund" button, a pop-up appears on the screen and
agents need to provide the necessary information requested and click on the ‘Submit’ button.

C2 More Info ® : Cancel Refund X

CLAIM Add Remarks

REFUND
CANCEL REFUND SUBMIT

After completing the above action, the pop-up closes and the user will be on the same claim

detailed view itself.
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@kapture

apkart ¢ Tickets m a L 2 Flipkart Jeeves v =
1h
INSTALLATION REPAIR PRIVATE LABEL 2 more Info
< @ECIER Q CLAFLK136480366603463 m Ticket Action
DISPOSE TICKET
X
REPAIR
Claim View -
Past Tickets Sub Tickets
Plan —
B = 1-10f1 Q
Complete_Protection_TE &l
Claim Status
Claim Registered By
squire r.
Service Partner Service Partner Request Id
SRMS FLRT-8NSCAT-GCUFJ2-ZS3UPCTT2KRCE @
Task Type Task
REPAIR N_| No tickets.

> Post completing the Manual call to customer and/or Claim Level Action, agent needs to Dispose
the existing ticket using ‘Dispose Ticket’ option

72
%

Dispose Ticket

Agents need to dispose of the current ticket using the ‘Dispose Ticket’ button available
within the Claim Detailed view of the ticket.

INSTALLATION

€ CLAIMID ~

Q CLAFLK294094665152823

MAINTENANC

REPAIR “ PRIVATE LABEL

x

[ More Info

Ticket Action

REEIIND
Claim view - ) _
Past Tickets Sub Tickets

Claim Status

in_progress

Claim Registered By

squire

Partner

Task Type

Policy Id

PEXFLKO

Claim Id

CLAFLK294094669152823

Claim Registered On

-04-19T15:21:48

Service Partner Request Id

FLRC. -33U4Y

Task Status

1-10f 1 0

©

No tickets.

Upon clicking the Dispose Ticket button, a pop-up opens on the screen to input details
for disposing the ticket.
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If an Agent wants to change the SSI based on the exact issue they can select the

Clear option and tag the correct incident type.

Ticket Dispose X

i
r
i

- Source Ticket Type ncident Type
B ° Chat ~ Complaint ~ Delayin Service - Out of SPD_VAS Clear All

Message to customer, We are looking into it and will be getting back to you within
the following promise date: 26th Sep 2024, 04:13:21 pm

Select Queue

Remarks

Customer called to know Service date, since it is delayed assigned to 12 and
informed customer the issue will he resolved hv ¥ date

Disposition Type

UnResolved

e Based on the action performed (outbound call/claim level action), the Agent will

update the ‘Remarks’ for the incident.

Ticket Dispose

- pe ncident Type
L Inbound Complaint Delay in Replacement

Select Queue

Remarks

Testing scenaric Remarks: Called customer to share the latest update on delayed
replacement. Meed to call customer again in 2 days incase replacement is still not ready

Disposition Type

UnResolved - '
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Note: L2 agent will not be able to change any folder or queue details and it will
be rendered non-editable by greying them out, as shown in the above image.

e Further, the agent needs to select a ‘Disposition Type’ from one of the 4 options
available - Solved, Waiting for Internal Updates, Waiting for Customer Updates,
Unresolved.

Note: By default, the tickets assigned to L2 agent will be tagged as ‘Unresolved’,
the agent needs to select an appropriate disposition type based on the action
performed (outbound call/policy level action).

Ticket Dispose X
= Source Ticket Type ncident Type
B Chat Complaint Fake Status updated by Technicain_VAS

Message to customer, We are looking into it and will be getting back to you within

the following promise date: 28th Sep 2024, 10:23:05 am

Select Queue

Solved

Waiting for Internal Updates
Waiting for customer Update
Updated

isposition Type

-

m If the Disposition Type is chosen as either Waiting for Internal Updates
or Waiting for Customer Updates, then an additional Call Back option

appears.
e Agent needs to mandatorily Opt in for the Call Back option while

|

the queue will be automatically changed to Call Back queue
when either of these 2 disposition types are selected.
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Ticket Dispose b

B Chat * Complaint ~ Fake Status updated by Technicain VAS

Message to customer, We are looking inta it and will be getting back to you within the following promise date:
28th Sep 2024, 10:24:13 am

Select Queue

Customer complained about the call being completed without service being done. Taken the complain and
nfnrmed sz will he racaled b v
Disposition Type

Waiting for Internal Updates - '

[[] s Callback Required

For Call Back cases, agents need to Click on the Checkbox upon which

Call Back Time selection appears. Select the ‘Date & Time’ for call back

by clicking on the ‘Callback At’ field as highlighted in the below image.

B Chat  Complaint ~ Fake Status updated by Technicain VAS

Message to customer, We are looking into it and will be getting back to you within the following promise
date: 28th Sep 2024, 10:25:16 am

Select Queue

Remarks

sken the complain and

rvice being done

call being completed withou

Dispesition Type

Waiting for Internal Updates T

Callback

SUBMIT
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CANCEL oK

e Finally, the agent needs to click on the ‘Submit’ button to complete the Ticket Dispose
process.
Ticket Dispose X

I Click on selected folder level to remove it.
ﬁ‘ Chat Complaint Fake Status updated by Technicain_VAS

Message to customer, We are looking into it and will be getting back to you within the following promise date:
28th Sep 2024, 10:26:06 am

Select Queue

Remarks

Customer complained about the call being completed without service being done. Taken the complain and
infarmer issie will he resniver b v

Disposition Type

Waiting for Internal Updates -

Lallback Lalloack

Is Callback Required Tth Sep 2024, 10:25:00 am é

SUBMIT
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Please note that disposing of a ticket tagged with a Claim can have one of the below mentioned
scenarios.

e Claim with an active SRMS Incident: The ‘Remarks’ and ‘Disposition Type’ selected while
disposing the ticket will also be updated in the corresponding SRMS incident along with

the current ticket disposed of by the agent in Kapture.

e Claim without SRMS Incident: The ‘Remarks’ and ‘Disposition Type’ selected while
disposing the ticket will only be updated in the current ticket disposed of by the agent in
Kapture.

> Once the ticket has been disposed of as mentioned above, the pop-up closes and,

o Agent will be redirected to the Ticket Listing page in case the Ticket is disposed of as

w O Q 17 of 7 0 Last Conversation 1F ‘= B
as Due Date:24-04-2024 22:56:03
Unassigned B | Fake closure - service not provided / Call dosed without service VAS/PL | CLAF -
L2 VAS Large(Duplicate)
All Pending F  Flipkart Jeeves B 713979563087
UN UnResolved Fending
All Complete
Due Date:24-04-2024 18:23:20
B Ceshcollected bill norgiven  CLAFLK836707419123238
All Junk VAS Pending Queue

F Flipkart Jeeves [l 713863200307
. UN UnResolved Pending
Assigned to me

eated by me Due Date:24-04-2024 18:21:41
Created by m B Dissatisfactory service quality CLAFLK836707419123238 <
VAS Pending Queus

Completed by me F Flipkart Jeeves [1 713963101707
UN UnResolved Pending
Filters saved for Designation
Due Date:24-04-2024 16:48:50
B Cashcolleced bill norziven  CLAFLK106334250799007
VAS Pending Queue

F  FlipkartJeeves B 713957530237
UN UnResolved Pending

- Due Date:24-04-2024 15:05:30
B  Thefincidentin OCPlace  CLAFLK294094669152823 o
_Voice

*  Flipkart Jeeves & 713951330657 -
CAR  Waiting for customer Uy Pending

G Advanced search

o Agent will be in the same Claim Detailed view screen incase of Ticket is disposed of as
‘Waiting for Internal Updates’, ‘Waiting for Customer Updates’ or ‘Unresolved’.

INSTALLATION MAINTENANCE REPAIR n PRIVATE LABEL C2 Mmore Info

€ Q CLAFLK294094669152823 m Ticket Action

X

REEIIND
Claim View -

Past Tickets

Plan Policy Id Q = 110f1 0
Extended_Warranty AC PEXFLK0B239207148716078

Clai

Claim Registered By
squire

Service Partner
SRMsS FLRC-2AVB61-33U AJISM
Task Type Task Status

No tickets.
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@kapture

® Post this, the agent needs to click on ‘Go Back’ as shown in the below
screenshot to close this ticket and move back to the ticket listing page.

REPAIR ﬂ PRIVATE LABEL (3 Mmore Info
:m Q cusnasiossesisaszs ED ncion

= X

MAINTENANCE

INSTALLATION

REEIINDY
Claim View - . _
Past Tickets Sub Tickets
Plan Policy Id Q = 110f1
E ed_Warranty_AC PEXFLKOB239297148716078
Claim Status Claim Id
in_p CLAFLK2940 2823

Claim Registered By Claim Registered On

-19T15:21:48

squire 2024

Service Partner Service Partner Req

SRMS FLRC-2AVB6I-33i

No tickets.

Task Type Task Status

> In both the above cases, agents will be landing on the Ticket listing page ‘Assigned to Me’ section
with a list of tickets assigned to the agent. Agents can now start work on the next assigned
ticket.

Last Conversation IF = B

[~ -+ Q 170f7 0

Due Date:24-04-2024 22:56:03

Unassigned B 6w

closure - service not provided / Call dosed without service_VAS/PL  CLAF .

L2 VAS Large{Duplicate)

All Pending F Flipkart Jeeves [ 713979563087
UN UnResolved Pending
All Complete
Due Date:24-04-2024 18:23:20
B notgiven CLAFLK836707419123238
All Junk VAS_Pending Queue
F  Flipkart Jeeves B 713963200307

Assigned to me
Created by me B
Completed by me F

Filters saved for Designation

Flipkart Jeeves & 713963101707

Flipkart Jeeves B 713957530237

tory service quality CLAFLK836707419123238

not given CLAFLK106334250799007

B Thefrincidentin CX Place CLAFLK284094663152823

F  Flipkart Jeeves

G Advanced Search

B 713951330657

CAR  Waiting for customer Uj

UN UnResolved Pending

UN UnResolved Pending

UN UnResolved Pending

Pending

Due Date:24-04-2024 18:21:41
VAS_Pending Queue

Due Date:24-04-2024 16:48:50
VAS_Pending Queue

Due Date:24-04-2024 15:05:30
CS_Voice
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Supervisor:

< Download Report

e Agents need to download the below report and update into the google tracker
which they are maintaining.
o Policy Cancellation Report
o Terminal Action Report
o VAS Refund report.
e Agents can navigate to report download via below options.
o Clicking on the “MS Ticket Report” option under Tickets tab.

Ticker Reports

eeeee

Fi Pref ver iCkoel e
[2an
*  Requested at Requested By Request Completed at Download Link Request Parameters

02140309 17:39:02 Fliphkart jeeves Failed

o  Scroll down towards the end and you will be able to see the “TICKET
REPORT".
TICKET REPORT
) Cre D D: Last Con L: D D Pending
] : @
Format
Fold
ket Stat Jezves/asD m R
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o Use the below filter option to download the mentioned report above.
Create Date

m Start date and time
m End date and time
m Select Template (Supervisor can select only one report at a time)

e VAS Cancel Report
e VAS Terminal Report
e VAS Refund Report
Employee - All
Status - All Except Junk
Folder - Select the folder based on the report mentioned below.
e VAS Cancel Report - Chat | Complaint| Policy
Cancellation Request Follow up_VAS
e VAS Terminal Report - Chat | Enquiry | Terminal
Action_VAS
e VAS Refund report - Chat | Compliant | RSA approval
required_VAS
o And finally click the submit option to download the report.

TICKET REPORT
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< Ticket flow

> The below mentioned SSI which is parked will land into “VAS Waiting for
internal update”.

fipkat £ Tickets [— I st & Flipkart Jeeves ~ =
T O Q 727076029334 [x] 1-10f 1 0 Last Conversation IF

a Due Date:25-09-2024 12:50:29

Unassigned B Delayin Service - Outof SPD_VAS CLAFLKO063728575196358 n e
VAS Waiting for internal update
All Pending B 727076029334
UN UnResolved Pending

All Complete
All Junk

> After TAT is completed automatically based on FIFO method ticket will assigned
to L2 agent which is in “VAS KCI queue”

upkart ¢ Tickets m Qo Testhe & Flipkart Jeeves ~ =
v O Q 1-50 of 1115 [ Last Conversation IF =
Unassigned , Due Date:20-09-2024 20:30:04
B  Chatabandoned without message VAS PCOFLKOV-6DSOUHAPGZR271F)... - VAS KOl Queue
All Pending F Flipkart Jeeves [ 726830003780
UN UnResolved Pending
All Complete
Tagging IMS |Updated 551 Recommen SRMS IMS|Queue Tat brached/No reqREsolution avalible fAgen] TAT
Complaint |Blank call/Call drop 1CR No L1 WAs CMB queeu VAS KCI Queue 4 hrs
Complaint |Delay in Service - Out of SPD 1CR Yes WAs Waiting for internal update queue |VAS KCl Queue 48 hrs
Complaint [Rude behaviour by Technician icR Yes WAs Waiting for internal update queue |WAS KCI Queue VAS Closelooping queue |48 hrs
Complaint |Extra Cash Collected By Technician |1CR Yes WAs Waiting for internal update queue |VAS KCIl Queue VAS Closelooping queue |48 hrs
Complaint |WCS Incident 1CR Yes WAs Waiting for internal update queue |VAS KCl Queue VAS Closelooping queue |48 hrs
Complaint |5T not responding/not Reachable 1CR Yes WAs Waiting for internal update queue |VAS KCl Queue VAS Closelooping queue |24hrs
Complaint |Create Revisit Ticket 1CR Yes WAs Waiting for internal update queue |VAS KCl Queue 48hrs
Complaint |Delay in Defective pickup iCR Yes WAs Waiting for internal update queue |VAS KCl Queue 2dhrs
|Con‘|p|a'|nt Delay in refund 1CR No L1 VAs CMB queeu VAS KCI Queue VAS Closelooping queue |4hours
Complaint |Delay in Replacement 1CR No L1 WAs CMB queeu VAS KCI Queue VAS Closelooping queue |4hours
Complaint |Fake Status updated by Technicain |1CR Yes WAs Waiting for internal update queue |VAS KCl Queue VAS Closelooping queue |48 hrs
Complaint |Pickup done, but service cancelled |1CR yes WAs Waiting for internal update queue |WAS KCI Queue VAS Closelooping queue |4hrs
Complaint |5T damaged customers product 1CR yes WAs Waiting for internal update queue |VAS KCIl Queue VAS Closelooping queue |48 hrs
Complaint |Unable to register a claim 1CR No L1 WAs CMB queeu VAS KCI Queue VAS Closelooping queue |4hrs
Complaint |Processing fee Failure 1CR L1 WAs CMB queeu WVAS KCI Queue dhrs
Complaint |KPO Reject - Part Request Rejected |1CR L1 WAs CMB queeu WVAS KCI Queue VAS Closelooping queue |24hrs

1. Policy Detailed View

Policy Detailed View provides users with detailed information related to the Policy purchased by
the customer.

Agents can navigate to Policy Detailed view via one of the below options.
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1. Clicking on the ‘View Policy’ button within the Policy listing section.

€ LTI d 1 IRVl O PEXFLKOB062922187323340 m

>
—

< ATION

T

VIEW POLICY
Policy ID PEXFLKOB0G2922187323340
Palicy
o CLAIM_IN_PROGRESS Type VAS Product AC
Startus
Brand CROMA Start Date 2023-02-16 End Date 2026-02-15

Plan Mame Extended Warranty

2. Clicking on the ‘Policy’ button within the Claim detailed view screen of a particular claim

< ATION MAINTENANCE REPAIR “ > (2 more Info ®

¢« (GEUULIN O, CLAFLK-6PIOLKOU10TWSOTECT-46009805018 m Ticket Action

X

TAG INCIDENT

Additional Ticket Detail hd
Claim View - N P
Past Tickets Sub Tickets
o Q = o-00f0 0
SHING MACHINES
Claim Status Claim ld
cancelled CLAFLK-6PIOLKOUTOTWS °
Claim Registered By Claim Registered On &
Muskan Muskan 2024-02-03T17:44:10 l'.
Service Partner Service Partner Request Id

Nao Data Found

'''' FLRW-ECYR20-BC1CNM-BIJ2IV-8YQKI0S

Let's now investigate the various views accessible in the Policy Details screen.
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< ATION MAINTENANCE REPAIR “ > [2 More Info ®
[: LGN O PEXFLKOB357702491636384 m Ticket Action
TAG INCIDENT
X
Policy Details Qe - POLICY
T
RESEND POLICY DOCUMENT
Customer Details - . _
Past Tickets s ts
Customer Name Mabile . —
earc e = 0-00f0 0
Anagha g7 ik a
Email Al ive No
State °
City Address r.

JAIPUR sfqr3qr32y23y No Data Found

o On the left side of the Policy Details view, agents can view details of policy with
information such as customer details, policy view, device details, policy update log, past
claim history, construct details etc. depending upon what information is available for the

policy.

Policy Decails &
Customer Detalls -
Palicy View -
Device Detalls -
Policy Update Log -
Past Claim History -
Construct Detalls -
Activity Logs -

igure: Policy Details

PS: Incase, any of the section is not applicable for the policy then that section will not be displayed here
for the policy.

Customer details: This section contains customer details like name, mobile number, email
address, pin code, state, city, and address.
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Customer Details A —

Customer Name

Dummmy 123

Email

S e e e g S FeA

State

farnataks

Address

E702 RV_,_ [Customer Cigy:BEMGALURL)

Mohbile

s 3] A

Pincode

Se0037

City
BANGALORE

Figure: Customer Details

Policy View: This section contains policy details like the Policy Id, Policy Status, Plan Name, Policy

Purchase Date, Purchased Source, Plan Price, Excess Amount, Validity, TAT (in Days) and

Construct Title.

Palicy View s —

Policy Id

VSIV-EMNAFSYELED 21401 0C- 74449507 255

Plan Mame

Extended Warranzy

Purchased Source

Srms

Excess Amount Only I Available

TAT Days

Policy Status

Policy Purchase Date

2022-01-3

Flan Price
Walidity

TP INENE f W A-DE-D

in

Construct Title

Extended Warranty 2 Year

Figure: Policy View

Device Details: This section contains device details like the Device type, Brand, Model, MFG
Warranty Period (In Months), Purchase Date, Device Anchor Price, Device Selling Price, Serial No
and Order Id.
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Device Details f——

Device Erand

TELEVISIOMS BLALUPUMKT

Model MFG Warranty Period In Months
J205A71M 12 MONTH

Purchase Date Device Anchor Price

2021-06-05 35965

Device Selling Price Serial Mo

35965 D04TMPPAREIN 0481123

Order Id

Ul LOAD TEST

Figure: Device Details

Policy Update Log: This section contains a record of all the actions, events, and interactions
associated with the particular policy based on time with details such as Updated Type, Old Value,
New Value, Remarks, Updated By and Updated On as shown in the screenshot below. Certain
updates to Policy like customer details, device details etc. performed by agents from Kapture
CRM will also get reflected here as a record.

Policy Update Log #f——_— -
Updated... Qld Value Mew Val... remarks Updated... Updatec
ACTIVATED Policy created Godwit 2022-01-

A MAA
DEVICE_UPD.. m m Testing seria... Ravi Roushan 2024-02.
DEVICE_UPD.. m m Testing Ravi Roushan 2024.02.

Figure: Policy Update Log

PS: The first action or event is listed at the top of the records list.

Construct Details: This section contains details of construct such as Tenure In Months, Max

Count Claims, Starting Date, and Spare Parts Category.
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Construct Details sf——

Tenure In Months Max Count Claims

24 MONTH

Repair Mode Construct Level Starts From

Qn-site Expiration of Brand Warranty

Spare Parts Category

Brand Authorised

Figure: Construct Details

Past Claim History: This section contains a record of all the Claims associated with the particular
policy with information such as Claim Id, Plan Name, Policy Id, Status, Registration Date,
Registered By and Device.

Past Claim HisTory ffe—
Clawm Id Flan Na Palecy Id Status Registra Device RegrsTere
Complent P PCH & COMPLETED 1023-05-19 MOTOROLA potith Kurms
C o B B 2 COMPLETED 202 ] OTOROLA osish Kumar
Camplame P pc -8 o C ¥ eaigh Kumar
Complene P PCM -8 €0 ED 2023122 potiEh Kurmar
o @t B B 2 o o 20l 2:2 OTOROLA lyesish Kumar
Complene F PCMFLEDY-3 MN_PROGRESS 20214-03-11 MOTOROLA euth Kurmna

Figure: Past Claim History

Activity Logs: This section contains a record of all the activities associated with the particular
policy with information such as Status, Purpose, Remarks, Updated By, Updated On and Reason.

Seatul Furpose Remarks Updated On Updated By Reazon

Kl _SUCCESS CLaInA Claim Initipcion i023-12-13 HEn Namda Claim Imigiatan

LAalid Clairm |nizinian 2024-02-10 Shutham Gupt Clairm Imitiation

CLAIR Claim Initiatian 2024-03-11 Yagich Keshwan Clairn Iritiation

iFigure: Active Logs

e On the right side of the Policy details view, the agent will be able to access the available actions

associated with the Policy, Kapture Ticket as well as the Past tickets associated with the policy.
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2 More Info ®

TAG INCIDENT

|Ti:ket Action

POLICY

UPDATE POLICY

RESEND POLICY DOCUMENT

Past Tickets Sub Tickets

Q = 1-20f2 0

i3 Flipkart Jeeves
B Request ta reschedule PCMFLKOB161478192969120

N N/A - B 712125682227
SO Solved Comple

2. Claim Detailed View

Claim Detailed View provides users with detailed information related to the claim associated
with the policy purchased by the customer.

Agents can navigate to Claim Detailed view via one of the below options:

1. Clicking on the ‘View Claim’ button within the claim listing section.

€ (NN IRV O CLAFLK101034495465801 m

VIEW CLAIM
Claim Id CLAFLK101034483465801
Status IN_PROGRESS Plan Extended Warranty Device CROMA
Registered On 2024-03-05T13:14:43 Expected Closing Date 2024-03-15

2. Clicking on the Claim ID within the policy listing section. This option will be available

only when a claim is present for the policy.
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€ Q PEXFLKOB062922187323340 m

VIEW POLICY
Policy ID PEXFLKDEI
Policy
o CLAIM_IN_PROGRESS Type VAS Product AC
Status
Brand CROMA Start Date 2023-02-16 End Date 2026-02-15
Plan Name Extended Warranty
Claims
CLAFLK765202959226942 IN_PROGRESS S
Policy Id PEXFLKDB062922187323340
Plan Extended Warranty Status |N_PROGRESS Registered On 2024-03-05

Device CROMA Registered By Anagha

3. Clicking on the Claim ID within the Past Claim History section of the policy detailed view.
This option will be available only when a claim is present for the particular policy for
which a detailed view is accessed.

€ O\ PEXFLKOB062922187323340 m

X
Policy Details o =
Customer Details -
Policy View A
Device Details -
Policy Update Log -
Past Claim History -
Claim Id Plan Na... Paolicy Id Status Registra... Devii

Extended W... PEXFLKOED®... IN_PROGRESZ 2024-03-05 CROM
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e Let's now investigate the various views accessible in the Claim Details screen.

o Onthe left side of the Claim Details view, agents can view details of policy with

information such as customer details, policy view, device details, policy update log
construct details etc. depending upon what information is available for the claim.
m  Agents can use the ‘Policy’ button for navigating to the Policy Details page and
‘View Case Details’ button to access SRMS details.

Claim View -
Palicy Details -
Claim KYI1 Detalls -
Estimate Details W -

Figure: Claims Details

PS: Incase, any of the sections is not applicable for the claim then that section will not be
displayed here for the claim.

Claim View: This section contains claim details like the Plan name, Claim Id, Claim Status, Plan

Name, Claim Registered Date, Claim Registered By, Service Partner, Service Partner Id, Task Type,
Task Status and TAT (in Days).
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Claim View

Plan

Extended_Warranty_AC

Claim Status

initiated_cancellation
Claim Registered By
radha c

Service Partner

SRS
2y

Task Type
REPLACEMENT

TAT
N/A

Policy Id
PEXFLKOB257110710649051

Claim Id

CLAFLK111225871415421

Claim Registered On

2024-03-06T09:12:10

Service Partner Request Id

FLRE-COVLCX-DVD1)0-MW

Task Status

CANCELLATION_REJECTED

Figure: Claim View

PS: TAT is displayed from the application side based on the applicable turnaround time for the
claim depending upon the claim status, task type and task status.

Customer details: This section contains customer details like name, mobile number, email

address, pin code, state, city, and address.

Customer Details i ——

Customer Name

Ourmnmmy 193
Dumrmy_123

Email

e e de S de gt e de B R -

State

rnatak

*3

Address

E702 RV_,_ (Customer City-BENGALURL)

Figure: Customer Details

Mohile

s D] A

Fincode

i

PR —

City
BAMNGALORE
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Claim KYI: This section contains the KYI details provided by the customer while submitting the
claim.

Claim KYI Details -

Claim KYI Details

Question Answers

What happened to the device? Manufacturing Defect

Has the issue come up as result of recent Installatio.. MO

Select Claim Reason Extended Warranty

Accept/Reject Claim Arcept

Symptom Description Test

Claim Settlement Option Repair

Repair Mode On-site

What issue are you facing with device? Mo Power (Mo LED on Power Button)
When did it happen? 20240314

Figure: Claim KYI Details

Estimate Details: This section contains the estimation details in case of any excess payment to
be done by customer with details such as Payment Mode, Outcome, Service and Excess Charges,
Amount to be Collected, RSA Consumed, Total cost of Covered and Non-Covered parts. This
section will be available in the claim details view only if the customer needs to do excess
payment for the claim.

Estimarte Details

Payment Mode Outcome

CoD REFAIR

Service Charge Excess Charge

Amount To Be Collected Rsa Consumed

Total Cost OFf Covered Part Total Cost Of Mon Covered Part

TEEQ 2 0

Figure: Estimate Details
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UCP Process Refund Action: This section contains the details of Refund in case the claim is

eligible for Refund with details like Approved Amount, Pickup status, Remarks and Payment Date.
This section will be available in the claim details view only if the customer is eligible for refund
for the claim.

UCP Process Refund Action -
Approved Amount Pickup Status

Remarks Payment Date

Test 30-03-2024, 12:30:20

Figure: UCP Proces Refund

Claim Activity Logs: This section contains a record of all the activities associated with the
particular claim with information such as Status, Purpose, Remarks, Updated By, Updated On and
Reason.

Claim Activity Logs

Task Status Updated By Updated On

CLAIM CREATED radha c 2024-03-78T15:48:47
KYC COMPLETED radha c 2024-03-18T154847
CLAIM IN_PROGRESS radha c 2024-03-18T1548:47
Yl CREATED SYSTEM 2024-03-18T15:48:48
kY COMPLETED radha c 202403-13T1548:48
REPAIR CREATED SYSTEM 2024-03-18T15:49:13
REPAIR ALLOCATED SYSTEM 2024-03-18T15:50:2%
REPAIR IN_PROGRESS SYSTEM 202403-18T15:51:18
REPAIR RESCHEDIUILED SYSTEM 2024-03-18T15:51:31
REPAIR TERMINAL_ACTION_REQ... squire 2024-03-18T18:29:35
REPAIR IMITIATED_CAMCELLATI... squire 2024-03-13T158:29:35

Figure: Claim Activity Logs

PS: The latest action or event is listed at the bottom of the records.
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@kapture

® On the right side of the claim detailed view, the agent will be able to access the available actions

associated with the Claim, Kapture Ticket as well as the Past tickets associated with the claim.

[2 more Info ®

Ticket Action

TAG INCIDENT

CLAIM

REPLACEMENT

KPO REJECT REPLACEMENT

Past Tickets Sub Tickets

Q =

1-50f 5 ]
B Delayin Defective pickup  CLAFLK167684066351030 °
50 Solved Comr

SO Solved Complete @

N on/A B 712140449736

B Delayinrefund CLAFLK167684066351030

nA - B 712140141178

3. SRMS Case Details

Agents can access the SRMS (Service Request Management System) case details via one of the
options below:

1. Clicking on the ‘View Case Details’ button within the claim details page of a claim. This
button will be available within the claim details page only if the claim has a SRMS case

e u m .
Claim View -
Plan Policy Id
Extended_Warranty_AC PEXFLKOB! 497

Claim Status

Claim Registered By

radha c

Service Partner

Task Type

Claim Id

CLAFLK463813925238679

Claim Registered On

2024-03-06T09:44:52

Service Partner Request Id

FLRC-5ACX02-VKBUNO-FQAWYF-W.

Task Status
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2. Clicking on the ‘View Case Details’ button within the policy listing section. This option
will work only if a SRMS case id is present for the claim.

£ LLINSTL IR O, PEXFLKOB059196622991497 m

VIEW POLICY

Policy ID PEXFLKOB059196622991457
Policy Status ACTIVE Type VAS Product AC
Brand CROMA Start Date  2024-01-10 End Date 2027-01-09

Plan Name Extended Warranty

Claims
CLAFLK463813925238679 w N
Policy Id PEXFLKOB039196622991497
Plan Extended Warranty Status CANCELLED Registered On 2024-03-06
Device CROMA Registered By Anagha

SRMS case Details view provides users with detailed information related to the SRMS case ID associated
with the claim registered by the customer. On clicking the button, a pop-up window will open with SRMS
ticket details available for the case id.

SRMS Ticket Details X
SRMS Ticket Details L&y
SRMS Diagnostic

Ticket Activity Summary

Figure: View Case Details_SRMS

PS:Incase, any of the sections is not applicable for the case then that section will not be displayed here.

SRMS Ticket Details: This section contains information about the SRMS ticket for this case with details

such as the Case Id, SRMS Status, SRMS Sub Status, Customer Name, Compliant Type, Plan Name,
Provider, Service Promised Date, Reschedule Visit Date, Technician Name, Creation Date etc.




e I(apture FLIPKART VAS CHATBOT USER MANUAL

SRMS Ticket Details

Case ID Customer Name
FLRT-B433E1-TOBNPE-YIZ)ME-HNE3SGAL Radha

Complaint Type Status

Repair Service Allocated

Sub Status Provider

Without Parts flipkart

SPD Reschedule Visit Date
21-03-2024, 12 AM- 11 PM nvalid date
Technician Creation Date
DUMMY TECHNICIANZ (5 * RATED)

19-03-2024, 05:28:19

Figure: SRMS Ticket Details

SRMS Ticket Activity: This section contains a summary of the activities associated with the case ID with
details such as SRMS ticket Status, SRMS ticket, Updated By. Each activity is shown as a row and agents

can click on a particular row to see more details about the activity like Request type, Status Update Time,
Remarks etc.

Ticket Activity Summary

Ticket Status

Sub Status Updated By

ATTRIBUTE_UPDATED Not Applicable UNIFIED_ALLOCATOR
Status Sub Status

ATTRIBUTE_UPDATED Mot Applicable

Status Update Time Update By

2024-03-271 081034 UNIFIED_ALLOCATOR

Request Type
Service Created Not Applicable flipkart

Figure: SRMS Ticket Activity

SRMS Diagnostic: This section contains the diagnostic information associated with the case including the
Technician visit information.

SRMS Diagnostic

Plan Id Plan Name
PCOJVSOV-DE Complete P e 3 year
Visit Info
Total A... Total Co... Service ... Custom... Reason Technici... Update... Sympto... Context

0 0 0 0 Manufacturi... SHEKHAR 2024-02-10T...

0 0 0 0 Manufacturi... SHEKHAR 2024-02-10T... m m

Figure: SRMS Diagnostic Information
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Agents can access the Context for a particular visit by clicking on the View button on the specific row
upon which a pop-up opens with the associated images.

Context

K "AAGE-1611466413

Additionally, agents can also see the Symptoms for the particular visit by clicking on the View button
under Symptoms while any associated images with respect to the parts can be viewed by clicking on the
View button in that part row.

Symptoms X
Issue Sub Issue Symptom cause Action Remarks
OPERATING_|SSUES WASH_NOT_WORKING MANUFACTURING_DEFECTS REPAIR_WITH_SPARE_PARTS Pending for main motor and beit
Image Part Cost Part Covered

1678 No

m = e

Part Image
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SRMS Sales: This section contains the sales information associated with the case. Agents can click on the
‘Resend Invoice’ button to resend the invoice to the customer upon request. Invoice will be sent to the
customer’s registered email address.

Sales

RESEND INVOICE

Sales Order ID Order Date
ORF1DMKZNP1JIX7HAVVEQEMICKZND 2023-01-31T17:50:35

Technician ID Technician Name

Payment Mode Total Amount

Total Amount Payable Status

Item Details
ItemName SalesType Quantity UnitOfMeasurment BasePrice TaxRate Tax TotalAmount AmountRecieved
REPAIR SERVICE SERVICE 1 NOS 466.1 3 839 550 550

SRMS Part Demand: This section contains the Part demand details associated with the case.

SRMS Part Demand

SRMS DOA part
SKU Parts Name Part Code Primary Issue Secondary Issue DOA Time Images

gwhiwidt3092 CLUTCH AsSSY WI4TLWMLLLKOPS 'WRONG_PART WRONG_CONFIGU... 2024-03-1511:26:29

gWhiwi4t3092 CLUTCH ASSY WIATLWMLLLKOPS WRONG_PART WRONG_CONFIGU... 2024-02-21 14:04:21 m
Figure: SRMS Part Demand

Agents can click on the View button to see the images associated with the part.

Images
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Additional options available to the agent

Below are a few additional options available for agents to use in Kapture.

o More Info (Ticket Details)
e Past Tickets

o Notes
IE;' More Info & ¢ | —
Customer Details t;
Mame ,-l'._r'agqg
Mahile No wxmAERR())T
Email itk Ak ek
m
Address ajddygiuehue
undefined , JAIPUR
I Past Tickets Sub Tickets I{_
o & Q, = | 16ofe 0
B Clzim Registration  CLAFLK111225871415421 °
N N/A |ﬁ] 712829594045
S50 Solver

B Accessories not available with Engineer CLAFLK111225871415421

v N/A [P 712827298741 Wi waieng ¢ (N
Waiting

Figure: Options on the Right side of Ticket Page
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More Info
As implied by its name, the Customer Details tab provides information pertaining to the customer,

including their Name, Mobile Number, Email, Address, and SLA Status.

(2 More Info ® :

Customer Details L &

Mame Anagha
Maobile No QO

e st ]

Email ana

Address herjjdubdudSud

undefined , |JAIPUR,

A

Past Tickets

A Past Ticket will help the agent to know if the same customer (with his Name, Contact Number, and
Email in the database) has raised any other ticket.

This segment provides specific information, including the Kapture Ticket ID, Ticket Status, Due Date,
Assigned user, Incident Name, Ticket Priority.

Past Tickets Sub Tickets

Q, = 1-1eof1 0

i Due Datec19.04-2024 9:07:14
aim Registration  PEXFLKOB062022187323340 (3 Flipkart Jeeves
(5 Voice

o MNAA 7134597834733

50 Solved Complete

Upon selecting a ticket within the "Past Ticket" section, a “Web Viewer” window will be launched,
displaying relevant details associated with the selected past ticket.
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<| Web Viewer c
NSTALLATION MAINTENANCE REPAIR = & NoTEs
Lt
« m O, PEXFLKOBO62922187323340
[E—— Jeeves: Customer called to register a service ticket. Aent to register the complaint
fors re the x date
Policy ID
y CLAIM_IN_PROGRESS Type VAS Product AC
Brand CROMA Start Date 2023-02-16 End Date 2026-02-15
PianName Extended Warranty 2l details updated
Claims
CLAFLKT65202959226942 IN_PROGRESS hd @
Past Tickets T
Q = 1ot 0

©)

No tickets.

Notes
It consists of a brief record of points or ideas written down related to the ticket. A new note can be
created using the writing space given at the end of the screen. If there are no notes created it will show a

message “No Notes Found”.

If the ticket has been resolved, the notes section will exhibit the "Dispose Remarks" for comprehensive

record-keeping.

Dispose Remarks

Flipkart Jeeves

Technician did not give me the bill/invoice for the charges taken by him hence
assigning the case and asked customer to wait till 'atat’. Charges collected-Rs '

Notes
Flipkart Jeeves

Paragraph ~ B I @ Z - @ &« @/~

Figure: Notes
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