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Global e-line User Guide

Global e-line is mainly a CRM package, but thanks to its rich configuration possibilities, it can also be used for
project or business opportunity management.

Global e-line contains several modules containing functionalities for the different type of users.
Typically, there are 2 or 3 types of users, and they use the following modules:

Customers use the GL Contact module. GL Contact allows them to:
o Create inquiries
0 Consult the Knowledge Base (if it is used)
o Consult the inquiry status

The business managers, IT Support people or experts use the GL Expert module. GL Expert allows them to:
o Create inquiries

Handle inquiries (answer the questions asked by the clients) or route them

Manage the contacts files

Customize the interface

Create statistics

Etc.
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Only Global e-line administrators use the GL Manager module. You can have one or many administrators. You
can also have expert-administrators, who can access both GL Expert and GL Manager. GL Manager allows them
to:
o Perform all the initial configuration of the application: adapt the vocabulary; modify the screen structure
and content, etc.
o Manage the following: Customers, Customer Contacts, Vendors, Vendor Contacts, Products and
Address Book files.
o Define the rights for the experts and the customers
o Etc.

In this guide, the GL Contact users are called contacts while the GL Expert users are called experts.

This guide introduces the basic functionalities of the above-described modules. For more information, experts can
contact the administrators who can consult the Global e-line Administrator Guide or contact the BusinessLine
technical support.

The administrator has to define the Global e-line configuration before the experts and the contacts begin using the
application. The vocabulary and the structure of the screens will be normally customized. Therefore, your
application might have a different appearance compared to the descriptions and screen shots in this guide, which
are based on the default configuration.

The configuration tasks are detailed in the Global e-line administrator guide.

Internet Browsers

Global e-line is supported by both Internet Explorer and Netscape Navigator (Netscape Navigator release 4.79
and Internet Explorer release 5.0, 5.5 or 6.0). The screen shots in this guide have been done in IE. If you use
another Internet Browser, the screens might be slightly different.




1 100% web architecture

Global e-line is a 100% web application. This architecture allows the users to access Global e-line modules
through a Web Browser. As the Internet technologies change quickly, it is not possible to guarantee a full
compatibility with all browsers available on the market.

BusinessLine has chosen to focus on the most frequently used browsers.

Global e-line is compatible with the following browsers:

o Internet Explorer release 5.0, 5.5 and 6.0

o Netscape Navigator release 4.79

You will need to update your browser if it is different from the ones described above.

1.1 General architecture

Global e-line uses 3 components:
o A RDBMS called “Management Base” or GL Data Server
0 Atext database called “Knowledge Base”
0 GL Web Server: Intranet or Internet Web services servers used by all the Global e-line users.

These components can reside on internal server(s) or on external-based server(s) provided by ASP. Global e-line
uses Microsoft products (Microsoft Back Office) that are largely used worldwide and hence guarantee a complete
compatibility with the latest technologies.

GL Web Server
GL Data Server MSIIS 4.0/5.0

MS SQLServer 7.0/2000

Knowledge Base
Index server 2

GL Contact

Fig. 1. Global e-line general architecture




1.2 Web browser configuration

Global e-line supports Internet Explorer release 5.0, 5.5 and 6.0 and Netscape Navigator release 4.79. If you
already use one of these, you still have to check some options to guarantee an optimal use of the application.

The following procedures describe how to set Internet Explorer 5 and Netscape Navigator 4.75.

Execution of ActiveX in Internet Explorer

You have to allow ActiveX to execute. If not, a dialog box will prompt, “Do you authorize the executions of
software such as ActiveX controls and plug-ins?” when starting your Internet Explorer. If you accept, you can
access Global e-line, but it is better not to have to answer to that question whenever you log in.

To avoid that, do the following:

1.
2.

3.
4.

In Internet Explorer, in the Tools menu, select Internet Options. The Internet Options window displays.
Select the Security tab. In the Security Level for this zone section, click the Custom Level button. The
Security Settings window displays.

In the Run activeX controls and Plug-ins section, check the Enable option.

Click the OK button to validate the modification.

Enable Java in Internet Explorer

1.
2.
3.

4.

Start Internet Explorer.

In the Tools menu select Internet Options. The Internet Options window displays

Click the Advanced folder tab. In the list of settings, under the Microsoft VM category, select the option JIT
compiler for virtual machine enabled.

Click OK to confirm.

Enable Java and Java script in Netscape Navigator

1

2.
3.
4

Start Netscape Navigator.

In the Edition menu, select Preferences. The Preferences window displays.
In the left tree view, click Advanced. The advanced options are displayed.
Select the following options:

o Automatically load images

Enable Java

Enable JavaScript

Enable JavaScript for mail and news

Enable Style sheets

Accept all cookies

O O0O0OO0Oo

Cache settings in Netscape Navigator

agpwNE

Start Netscape Navigator.

In the Edition menu, select Preferences. The Preferences window displays.

In the left tree view, click the + sign next to Advanced to display the categories.

Select Cache. The cache options are displayed in the screen right part.

For the Document in cache is compared to document on network option, select the Every time option.




2 GL Contact

The GL Contact users have a privileged access to the Customer Support Service. This chapter details the
functionalities accessible for the customers who use GL Contact.

The information in this chapter is also available to the users while using GL Contact: it can be accessed in the
online help.

J GL Contact - Microsoft Internet Explorer

S | @

Create inquiny | Display Inguiries  Print Inquiries Knowledge Help
Base {common)
Company KP International (London Office) |Pendlng calls j ?1
Caller Alice Moon
Inquiries 4 active | == B j = |

Number Full name | Priority - EiESCl.‘iptil:.ln I Deadline

" (@ uK-D0D107 Alice Moon Urgent 03/06/2003 18:15
I UK-000106 Alice Moon Very urgent 03/06/2003 13:14 The yellow paper forms are ne

Fig. 2. GL Contact main screen in Internet Explorer

2.1 Connecting to GL Contact

To connect to GL Contact, you have to know the GL Contact URL. You will also need an Internet browser
(Internet Explorer release 5.0, 5.5 or 6.0 and Netscape Navigator release 4.79).

WARNING
If you use Netscape Navigator, you should resize the window before connecting to GL Contact. It is
recommended to maximize the window.

In order to connect to GL Contact, you need to be a GL Contact user, i.e. have a contact file. This file is created
by an expert or the administrator who gives you your login and password. According to the configuration of your
version of Global e-line, you may have the possibility of subscribing through a form on a web site. The Global e-
line bases that use the GL Info module can receive web forms and create Contact files automatically.

From GL Contact, you can search the Knowledge Base, create inquiries and follow up on your current inquiries in
the inquiry list.

Accessing GL Contact

1. Start your Internet browser.

2. Connect to the GL Contact URL. If an authentication screen displays, fill in your login and password. You
can select the option Remember Login and Password. If there is no authentication screen, an automatic
authentication method has been defined by the Global e-line administrator.

3. Your GL Contact account appears.

If you know in advance that you wish to consult a particular inquiry, you can display it when starting Global e-line.
To do that, you just have to add /default.hntm?QIld=xx to the URL, where xx is the inquiry number you would like to
consult. GL Contact opens and directly displays the content of that inquiry.

When logged on to GL Contact, you can see a screen composed of 3 sections:
0 The toolbar
0 The status bar




0 The inquiry list

2.2 GL Contact main screen

When logged on to GL Contact, you see a screen composed of 3 sections: the toolbar, the status bar and the

inquiry list.
=] <

\? 9) Alice Moon

Create Inquiry | Display Inquiries  Print Inquiries Knowledge Help
[ Base {common) |
Company KP International (London Office) |Pendlng calls ﬂ ?( m
Caller ioon

Inquiries 4 Active |

Deadline

Describe the profks

" (@ uk-000107 Alice Moon Urgent
" [@ uk-000106 Alice Moon Very urgent

0D3/06,/2003 18:15 Where / when can I get a trair
03/06/2003 13:14 The yellow paper forms are ne

Fig. 3.

GL Contact main screen

The toolbar

GL Contact displays in your browser. You thus have 2 toolbars on the screen: your browsers and GL Contacts. In
the GL Contact toolbar, you can access the following functionalities:

»
Faa
Create Inguiry Print Inguiries
Creates a new inquiry Prints one or several inquiry(ies)
Knowledge Help

Base {commaon) . .

Accesses the Knowledge Base Displays the on-line help
AL

Display Inquiries

Displays the inquiries

Your name (the one which corresponds to your account) displays in the toolbar in underlined characters. If you
click it, a secondary window displays your email address and gives you the opportunity to modify your password.

The status bar

Just below the toolbar, a status bar display some useful information:
o The number of currently displayed inquiries
o0 A drop-down list and navigation buttons allow you to go through different pages. This is useful when you
have more inquiries than can be displaﬁj in one page.

o Anicon allows you to cancel the sort

. . N
o Anicon allows you to refresh the inquiry list

o Adrop down list allows you to select a filter and to apply it to the inquiry list
0 A quick search field

The administrator has created the available filters in the list. A filter limits the inquiry list display to a sub-set of
inquiries. The filter also determines which columns are to be displayed in the inquiry list.




= lice Moon
2 (“\ &1($ )

Create Inguiry | Display Inguiries  Print Inquiries Knowledge
Base (comman) / |
Company KP International (London OFfice) |pending calls j §¥
Caller alice Moon Loooed calls
b (== 11 x| =x |

Inquiries 4 Active nding calls

Pending calls 2

O UK-D00107 Alice Moon Urgent 03/06/2003 18:15 Where / whe
03/06/2003 13:14 The yellow p

[ UK-000106 Alice Moon Very urgent
1]
Fig. 4. GL Contact filters

Usually the filter name should allow you to understand the filter impact (for instance, a filter can be named
« Current inquiries » or « Inquiries year 2001”). To know the filter characteristics, you can contact the
administrator. When you connect to GL Contact, the filter defined by the administrator is automatically applied.
You can choose another filter in the drop-down list, but the default filter is reapplied to the inquiry list when you
refresh the view or reconnect.

The refresh icon allows you to update the inquiry list to display the changes that have occurred since you
connected to GL Contact. E.g., if you connect and create several inquiries, an expert may take in charge the
inquiries while you are still connected, but you will only see that change in inquiry status if you refresh the inquiry
list.

In the status bar, you also find a text entry field. This field allows you to perform a quick search through the inquiry
list. You simply have to enter a word and press the Return key. The search only concerns the fields that are
displayed in the inquiry list at the moment you search. The inquiry list is automatically updated, displaying only
inquiries containing that word. The search is performed on the fields displayed in the inquiry list. To cancel the
search, remove the content of the quick search field and press the Return key.

Depending on the configuration, there could be a supplementary option in the status bar. If you see the icon @,
you can click it to visualize the inquiry list with all customers’ inquiries. If you do that, the default filter is
automatically applied on the inquiry list.

To go back to the inquiry list, which only contains your own inquiries, click the Display Inquiries icon. The default
filter is automatically applied to the inquiry list.

h ™y o [ Arandon Sno
2 Q’\ 1" # $

Create Ingquiry | Display Inquities  Print Inguiries Knowtedge %

& (comtman) :
Customer KP International {London Office) (& alpending calls j w
Contact Brandon Snow
Inquiries 2 Active | il 1 j
| JL
1] rmer | Fullname ] prority —Description] —beadine — 1)
[N @ Uk-000035 |Brandon Show Urgent 24/10/2001 11:59 How can I cre
r UK-000026 Brandon Snow  Urgent 22/10/2001 13:51 |Can I use a m|
Il [—]

Fig. 5. Consult other users’ inquiries

The inquiry list
In the inquiry list, you have an overview of your inquiries. You can sort them. The sort is applied directly on the
inquiry list.

1. To sort the inquiries, place the mouse cursor on the column label: when the mouse cursor symbol changes
to a hand, click. The sort is done immediately. At the right of the column label, a blue triangle is displayed.

2. The blue triangle position indicates if the sort is ascending or descending .
Click again on the same label to change the sort order. If you apply the sort on an inquiry list containing




several pages, the sort is applied to all the pages.
3. You can click on another column label to sort the inquiries on a second criterion. For instance, a sort based
on the creation date can refine a sort by user. If you perform a second sort, it is marked by a red triangle.

To undo the sort(s), click the sort cancel icon .

2.3 Finding solutions

If you have a problem or a question, you can use GL Contact to find a solution. You can search the knowledge
base to find a similar case.

For more information concerning the search options in the Knowledge base, please see the Knowledge base
chapter in this guide.

2.4 Creating an inquiry
If you haven't found a relevant solution in the Knowledge Base, you can create a new inquiry.

Create a new inquiry

=

Create Inouiry

In the toolbar, click the create inquiry icon:
An inquiry form, composed of several folder tabs, is displayed instead of the inquiry list. Fill in the information
that will help the experts to answer you. The fields having labels marked in bold characters are mandatory.
Fields with bold italic labels are mandatory before the expert answering can close the inquiry, but not
mandatory yon creation of the inquiry. Save the new inquiry.

3. You may also have the opportunity to attach documents that give additional information. These documents will
be added under the Attachments tab. If GL Contact has been configured to allow the use of attachments, this
folder tab will appear as soon as the inquiry is saved.

Click the Save button to save the new inquiry.

Click on Close to go back to the inquiry list.

N

o s

WARNING

If you attach an attachment to the inquiry, it is automatically saved in the database. The Save
button will not become available, since the attachment is saved automatically when you click the
Upload button.

An expert then takes in charge your inquiry. You can follow the progress in your inquiries in GL Contact (you will
be able to see when the inquiry is taken in charge, what is the assigned deadline, the answer, etc.). If the Global
e-line base has been configured with an automatic notification and if you have an e-mail address, you will receive
e-mail as soon as an expert takes in charge your inquiry.

You can also create a new inquiry when starting GL Contact. Simply add /default.asp?Qid=new after the GL
Contact URL. In that case, GL Contact opens with the inquiry creation form.

Fill in a new inquiry form

In the new inquiry form, the field labels format has a particular meaning:
o Alabel formatted in bold characters indicates that the field is mandatory.
o Alabelinbold and italic indicates that the field is mandatory at the inquiry closure (an inquiry is closed
when the Closed on field is filled in).
0 Anunderlined label indicates that if you click it, a new window will appear:
o If the underlined label belongs to a text field, a window opens with an enlarged field (this is the case
for the Problem and Solution fields).
o If the underlined label belongs to drop-down list, a window displays a tree view which gives a better
view of the different possible values.

Inquiry numbering

When an inquiry is created and saved, it will automatically get a number. This number is displayed in a drop-down




list in the upper part of the file: I 00-04741 j

If there is a dash (“-") in the number, the digits that precede the dash compose the prefix. The digits after the dash
are the inquiry number, and the digits after the colon are used to make a distinction between the inquiry
transactions.

After the inquiry creation, the transaction number is 1. When the experts take action to discuss of the problem or
to propose a solution, the transaction number may increase but the inquiry number remains the same. You can
use the drop-down list to navigate through the transactions and see the evolutions between them.

WARNING
Depending on the configuration done by the administrator, a number is defined either at the inquiry
creation or when it is saved. If you see question marks in the inquiry number

- that means that you have to save it to get a number. The attachment
tab only appears when the inquiry has a number.

2.5 Consulting the inquiry progress
You can easily follow up on the inquiries progress.

Display the inquiry list

Display Inquiries

1. Inthe toolbar, click the Display Inquiries icon:
2. An inquiry list with your current inquiries is displayed. When an inquiry hasn't been taken in charge yet, it will
appear in bold characters.

3. You can open an inquiry to see the details. To open an inquiry, click the Open icon Ei at the left side of the
inquiry you wish to consult. The inquiry is then displayed.
4. When you close the inquiry, the inquiry list reappears.

For an inquiry, you can display the different transactions. To do that, select the desired transaction in the drop
down list in the upper part of the file.

S {\:‘% (N !’) Brandon Snow
Create Inquiry | Display Inguiries  Print Inquiries Knowledge Help
Base (common)
cl UK-000035: 3 = " "
o8 || ] * [
$ #

|Fmamcia\ Accounting j Compaq Tru64 Unix ¥
| E B
[urgent = 2471072001 11:59
| S 1

Fig. 6. Inquiry transaction steps

Print the inquiry

To print an inquiry:

1. Select or open the inquiry you wish to print

Prirt Incuirylies)
2. Click the Print Inquiry(ies) icon: A window is displayed containing a print overview.

3. Click your Internet browser Print icon to confirm.

You can print several inquiries at once. Simply select the inquiries before clicking the Print Inquiry(ies) icon. If
you haven't selected anything, the inquiry list will be printed in a list format.




3 GL Expert

GL Expert can improve the management of the inquiries of a Customer Support Service. With GL Expert, it is
possible to create inquiries, answer to contacts’ questions, route an inquiry to another expert, create statistics,
etc. The GL Expert users are called experts.

3.1 Connecting to GL Expert

To connect to GL Expert, you have to be known as an expert in the GL Manager address book. You also have to
know the GL Expert URL and you need a compatible web browser (Internet Explorer release 5.0, 5.5 or 6.0 or
Netscape Navigator release 4.79).

Access GL Expert

1. Start your Internet browser.

2. Enter the GL Expert URL.

3. If an authorization window displays, enter your login and password. You can select the check box Remember
login on this computer. If the authorization window doesn’t display, that means that the Global e-line
administrator has configured an automatic authentication method.

4. Your GL Expert account displays.

WARNING
If you use Netscape Navigator, you have to resize the window before connecting to your GL Expert
account. It is recommended to maximize the window.

When you are connected to your GL Expert account, you will see a screen composed of several sections:
The toolbar
The status bar
The customers / customer contacts tree view
The inquiry list

Modify your password

If you wish to modify your password, you have to display your personal file.
1. Inthe right side of the status bar, click your underlined name. Your personal file is displayed.
2. Inthe lower part of the first folder tab, click the link Change Password.
3. A secondary window displays. In the first field, enter your current password. In the second field, enter the
password you wish to use now. In the last field, re-enter your new password to confirm.
4. Click the Save button.

Modify startup settings

You can modify the start settings in order to ...
o Display the inquiries created by a given contact
o Directly display an inquiry
o Directly create a new inquiry at startup.

To display the inquiries of a given contact at startup, add a string after the GL Expert URL. For instance:
/default.ntm?Cld=DRH&CCContactld=4.

With this example, GL Expert startup with the inquiry list of the contact that has a code equal to 4 and a customer
code equal to DRH. The field values you can specify are: The customer code (the identifier for this field in the
database is Cld) and the contact code (the identifier for this field in the database is CCContactld).

To display an inquiry at startup, add a string after the GL Expert URL: /default.asp?Qld=xx, where xx is the
number of the inquiry you wish to display. Do not include the transaction number.

To create a new inquiry at startup, add the string /default.asp?QIld=new after the URL.

If the configuration doesn'’t allow the creation of an inquiry without previously selecting a contact, by using this
option the inquiry creation window will appear but you won't be able to save the inquiry.

By default, an inquiry is always attached to a contact but in some configurations, a “neutral” category is created to
be able to create inquiries without attaching them to a specific contact. In that particular case, a factious customer
and contact are created and the inquiries that are not coming from a specific contact can be attached to that
factious contact. You can then use the option to launch the new inquiry window at the start.




To create a new inquiry for a given contact at startup, add a string at the end of the URL:
/default.asp?Cid=XX&CCContactid=YY&Qid=new. Where XX is the customer ID and YY the contact ID.

3.2 GL Expert main screen

When you are connected to your GL Expert account, your window contains the following components: the toolbar,
the status bar, the customers/contacts tree view and the inquiry list.
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Fig. 7. GL Expert main screen

GL Expert toolbar

In the GL Expert toolbar, you have access to some of the following functions:
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The Global e-line administrator has defined the default toolbar for your group. If you have the right to modify the
toolbar, you can adapt it to suit your needs. Click your name, which appears at the upper right side of the screen,
to access your personal file, which contains your e-mail address, your rights, etc. In the Identification folder tab
you can access the toolbar management window.

To modify the content of your toolbar:
1. Click your name at the upper right side of the screen.
2. Inthe Identification folder tab of your personal file, click the Toolbar link.

3. If you wish to add a new icon, select it in the Available list. Click the button to add the icon in the
Used list. Click OK and close the window. The icon appears in the toolbar.

4. If you wish to remove an icon, select it in the Used list. Click the button to remove it from the list.
Click OK and close the window. The icon is removed from the toolbar.

For further information, please see the Customizing the toolbar section.

The GL Expert status bar

Below the toolbar, the status bar displays some useful information. For instance, a drop-down list can ease the
navigation throughout the different pages. This is convenient if you have more inquiries in progress than the
number you can display on one page.

A drop-down list displays the name of the filter that is currently applied on the inquiry list. If nothing is displayed,
no filter is applied. To apply another filter, select it from the drop-down list. To edit the filter characteristics or to

add a new one, click the icon L=
filters section.

. For more information on filters and columns, please see the Create and use

WARNING
You can only modify and create filters if you have the Customization right.

g
To undo a sort, click the icon . To refresh the inquiry list, click the icon .

A toggle button allows you quickly to switch between the display of active inquiries and logged inquiries. When the

= =
icon is grayed out , the logged inquiries are displayed. When the icon is colored , the active inquiries
are displayed.

A text entry field allows you to perform quick search within the inquiries displayed in the inquiry list. Simply enter
the word you wish to find and press the Return key on your keyboard. The inquiry list is automatically refreshed
only displaying the inquiries that contain the word. To undo it, empty the text entry field and press the Return key.
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Fig. 8. The quick search functionality in GL Expert




The customers/contacts tree view

The customer and the contact files are organized in a tree view. According to the configuration of Global e-line,
the tree view has 2 levels or multiple levels. By default, the two levels are called Customers and Contacts. The
administrator can rename them during the configuration.

If you use the tree view with multiple levels, you can create several levels of Customers. The Contact files (users,
clients...) are grouped by Customers. The Customers are grouped by Customers. If you have more than two
levels, all the upper levels will be Customers (the contact files are always at the lower level).

If you use a tree view with 2 hierarchical levels, the Contact files are grouped by Customer file, but the Customer
files cannot be grouped by Customer file.

The Customers tree view can be found at the left side of the GL Expert main screen. You can hide this tree view if
you wish. To do that, there are two possibilities:

A. Display the Customer / Contact icon in the tool bar. Click the icon to show / hide the tree view.

B. If you do not wish to display the Customer / Contact icon in the tool bar, you can do the following:
1. Inyour personal file, click the Options link.

2. Inthe Display Customers/Contact drop-down list select No if you wish to hide the tree view.
3. Click OK.

The tree view is used to store the files for the Customers and Contacts. If you have the Write Customers right,
you can create Customer and Contact files. The tree view can be used for different purposes. For example, if you

Display
Incquiiries

have selected a customer or a contact in the tree view, clicking the Display Inquiries icon will

display the inquiry list with inquiries from the selected customer/contact only.

The icons next to the contacts and the customers allow distinguishing them. The icon symbolizes the
customers. Click this icon to open the customer file. In this file, several folder tabs contain the customer data: the
customer address, the products used by the customer (which can be the subject of their inquiries), etc. The folder
tabs can be customized in GL Manager.

Under each customer, Eou find the contacts attached to it (and the sub-customers if you have a tree view with

multiple levels). The icon is used for the contacts. Click this icon to open the contact file. If you have the
Write Customers right you can edit the contact files.

You can find a contact by using the search functionality and the filters in the upper part of the tree view (you can
modify and create new filters if you have the Customization right.
Search for a contact

If you have many files in the Customers/Contacts tree view, it can be difficult to find a given contact. In that case,
you can use the search functionality to locate it in the tree view.
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Fig. 9. Finding a contact: search functionalities.




You can locate a contact by using the search function:

1. Click the search icon M in the upper part of the tree view. A search window opens.

2. Inthe text entry field, enter the contact identifier or the name of the contact you wish to locate.

3. Click the OK button.

4. The first contact that matches your search in the tree view will be highlighted. When you have founded the
contact, close the search window.

With the advanced search functionality, you can create and apply filters to the customers/contacts tree view to
limit the display.

WARNING
You can only modify and create filters if you have the Customization right.

To search for a client within a given customer:

1. Click the search icon 1 in the upper part of the tree view. A search window is displayed.

2. Inthe Customers drop down list, select a customer.

3. In the Fields text field, enter your search key word: you can look for a last name, a first name, a customer
identifier or a contact identifier. Click the OK button.

4. The tree view display is limited to the files containing the search key words. The other files are not visible
anymore. To make them visible again, make an empty search.

To create display filters for the tree view, click the filter icon in the upper part of the tree view. Proceed as
described in the paragraph Create and use filters at the end of this chapter.
Create a new customer or a new contact

There are several ways to create files in the Customers/Contacts tree view.

You can select a customer and make a right click. The contextual menu gives you access to the contact file
creation.

You can create files by using the icons in the upper part of the Customers/Contacts tree view.
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Fig. 10. Customer/Contacts file creation

WARNING
You can only create files in the Customers / Contacts tree view if you have the Write Customers
right.

The inquiry list

In the inquiry list you have an overview of the active inquiries. Inquiries that are not in your charge are grayed out.
You can consult but not edit them. An exception from this last rule is a setting that allows all experts to handle all
active inquiries (the default setting only allows the experts to handle inquiries they have in charge).

Display

o
To display the inquiry list, click the icon Ses The displayed inquiry list depends on several

parameters.

You can personalize the inquiry list. You can change the display options, create filters, and specify the columns to
be displayed. The way to proceed is described in the following paragraphs.




Display and sort the inquiry list

Display

o
1. Click the Display Inquiries icon Ses All the active inquiries are displayed (except if you have

applied a filter or if you have selected a customer in the customers/contacts tree view).
2. You can sort the inquiries according to different criteria: number, problem, etc. To sort, click the column label.

To make a sort in a reverse order, click again on the label. To undo the sort, click the icon .

Inquiry list and navigation in GL Expert

For a GL Expert user, the display of the inquiry list depends on many options. The inquiries to be displayed can
be limited to a given contact or customer chosen in the customers/contacts tree view and a filter may be applied.

If a customer or a contact has been selected in the customers/contacts tree view before clicking the Display
Inquiries icon, the customer or the contact name is displayed in the status bar and only the inquiries created
by that customer or that contact are displayed.

If a filter has been applied, the filter name is displayed in the drop down list of the status bar and only the
inquiries matching the criteria are displayed.

The number of displayed inquiries is also displayed in the status bar.

When the inquiries to be displayed are limited to a given customer or contact, a supplementary functionality might
be used. This functionality, accessible through the icon allows you to go up in the levels: The first time you
click it, the inquiries created by all the customer’s users will be displayed. The second time, all inquiries are
displayed.
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Fig. 11. The status bar and the inquiry list in GL Expert

Print inquiries

To print inquiry(ies):
1. Select the check box next to the inquiry or open the inquiry
=9

Print Inguiries

2. Click the Print Inquiry(ies) icon A print overview displays.
3. Click the Print button of your web browser to confirm.

You can print several inquiries at the same time by selecting them before clicking the print icon.

If nothing is selected, the inquiry list is printed in a list format.

3.3 Creating an inquir

If you receive a question by phone, e-mail, mail or fax, you can enter it as a new inquiry in GL Expert. To create a




new inquiry you need to have the Handle inquiries right. The administrator manages the rights through the GL
Manager module.

Create a new inquiry

1. In the customers/contacts tree view, select the contact asking the question. If the contact has no file yet, you

first have to create a Contact file.

Creste Inguiry

2. Click the Create Inquiry icon A new inquiry form displays. The mandatory fields appear in
bold characters and the ones that are mandatory when closing the inquiry appear in bold and italic characters.

3. Enter the information needed to process the inquiry. You can click the Save button to save the data you have
just entered, without exiting the form. Once the inquiry has been saved, the Attachments tab becomes
available and you can attach documents to the inquiry.

4. When you have entered the appropriate information, click the Save button.

5. Click Close to get back to the inquiry list.

When you create an inquiry, you are automatically in charge of it. If you have defined a personal color (My color in
the options window), the inquiry appears in the inquiry list in this color. You can route the inquiry to another
expert.

WARNING

If you attach a file to the inquiry, it is automatically saved in the database. The Save button does
not become available, since the attachment is saved automatically when you click the Upload
button.

Create a new inquiry from an existing inquiry

If you have to create an inquiry and you know that an inquiry dealing with a similar problem already exists, you
can copy that inquiry.

1. Select the contact asking the question in the customers/contacts tree view.
2. Select or open the existing inquiry that contains a similar problem in the inquiry list.

E

Copy Inguiry

3. Click the Copy Inquiry icon The selected inquiry number displays.

4. Check the number and confirm by clicking OK. The new inquiry form displays with the data from the existing
inquiry but assigned to the contact you have selected.

5. Modify or add information in the inquiry. Click the Save button.

6. Click Close to come back to the inquiry list.

When you create an inquiry, you are automatically in charge of it. You can route it to another expert.

Receive an inquiry from GL Contact

When a contact creates an inquiry in GL Contact, it automatically appears in the GL Expert inquiry list. The inquiry
appears in bold characters until an expert takes it in charge. You can open the inquiry and if you have the time
and the skills to handle it, you can take it in charge.

To take an inquiry in charge, click the Take charge button. If the administrator has enabled the tool which sends
automatic notifications to contacts when the inquiry they created is taken in charge, a window containing the e-
mail or the fax to be sent displays. The content depends upon the model the administrator has defined. Simply
check the content and click the Send button. If the notification is to be sent as a fax, you can print the document
and fax it to the contact. If your version of Global e-line is configured without use of the automatic notification,
nothing of this happens, but you are now in charge of the inquiry.

3.4 Routing an inquir

If you don’t have the required expertise to provide an answer, or if you don’t have time to handle it within the
timeframe, you can route the inquiry to another expert.




An expert can always route an inquiry he/she has in charge. To be able to route an inquiry of which you are not in

charge, you need to have the Change Routing right.

Route an inquiry

o

Rolte
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1. Select or open an inquiry. Click the Route Inquiry icon

In the route window you can search for an

expert who has the required level of expertise (cf. above). If you check the Send Email box, you can write a

message for the recipient.
2. When the recipient has been selected, click the Route button.

3. A new transaction is automatically created when the inquiry is routed. The recipient will see the inquiry in the
inquiry list in bold characters. This indicates that the inquiry is not yet taken in charge.

Once the inquiry has been routed, you can still open it, but you won't be able to make any modification to it
(except if the database has been configured in a way that allows all experts to edit all inquiries).
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Fig. 12. Route inquiry window

Route inquiry window description

This window will have different options depending upon the inquiry status. You can have one or all of the following

options:

The person who created it

Select this option to send the inquiry to the person who created it. This person may be an expert who
has received a question from a contact. In that case, the name of the expert will appear in the right part
of the window. It will appear between brackets and will be underlined. When you click the Route button,
the inquiry will be sent to that expert. If you wish to route the inquiry to another expert from the same
group, click the group name. It will be then pasted in the text entry field labeled Other Person. Click the

=

search icon

to display a list with all the experts who belong to this group.

The person who created the inquiry may also be a contact (the inquiry has been created in GL Contact).
In that case, the name GL Contact replaces the label the person who created it, and the contact name

appears at the right.

The person who routed to you

If the inquiry has already been routed, select this option if you wish to return the inquiry to the expert who
routed it. The name of that expert appears to the right of the check box. The group name of that expert
appears between brackets and is underlined. If you click the group name, it will be pasted in text entry

field called Other Person.

Other person

Select the check box to search for an expert within the address book, or click the label to access the

search window.

Resolve name: If you have selected the check box Other Person, you can enter part of the name and
click the Resolve name icon. A window displays with the list of experts who's name contain the




characters you entered.

3

Search the Address book: If you have checked the Other Person box, you can search for an expert
having the required expertise level.

Send Email
This option is checked or un-checked according to the recipient preferences. Check it if you wish to send
an email to explain to the recipient the reason why you route it to him/her.

Route
The Route button is grayed out until you select a recipient. Click the Route button to route the inquiry.
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Fig. 13. The route inquiry search window

Search for a recipient in the address book

1. Inthe route window, click the Search icon @ or click Other person to display the search window.

2. In the search window, you can find the experts who have the needed expertise to handle the inquiry you wish
to route. This window is explained below. Select an expert. The search window closes and the selected expert
is displayed in the Other person field.

3. Select the Send Email option if you wish to send an email to the recipient. This option is automatically
selected if the recipient has selected the option Notify on Routing in his file.

4. Click the Route button.

The search window allows you to find an expert who has the expertise required to treat an inquiry. In the expert
list, you find the following information: The Id and the expert name, the entry type, the group and the level of
expertise. If you select the option Display Inquiries (Total), the number of inquiries currently treated by the
expert will be displayed.

If you select the option Available, the experts who are not available will be excluded of the result list (this function
is only available if your Global e-line base has been configured with the Schedule folder tab in the expert files). In
the list of results, select the expert who seems to be the best to take in charge the inquiry.

3.5 Exporting the inquiry list

You can export the inquiry information (to an Excel spreadsheet for instance). The export functionality exports by
default an inquiry selection. The inquiries to be exported are the ones that match the filter applied at the time of
the export. If you wish to use the export functionality, you should first apply an appropriate filter. You will be able
to modify or create filters only if you have the Customization right. The filter creation and modification procedures
are described in the Create and use filters paragraph.




As explained before, the export takes in account the applied filter. Other methods to change the contents of the
inquiry list are not taken into account by the export function. For instance, even if you have limited the display to
the inquiries belonging to one customer (by selecting the customer and clicking the Display Inquiries icon), all
the inquiries will be exported. The file created by the export can be visualized or saved.

1. Define a filter, which limits the display to the inquiries you wish to export.
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2. Inthe GL Expert toolbar, click the icon . The export window is displayed.

3. Select the file type and the file format for the file that receives the exported inquiries. You can also specify if
you wish to export the active or the logged inquiries.

4. Click the OK button.

5. You will be asked to choose between two options: either save the file or open it to visualize it on-line.

6. Select one of these options and click OK.

Export window description

File type
You can choose between different file types: .xls, .txt, .csv and .htm.

xls: A file with that extension is an Excel spreadsheet.

.txt: A file with that extension is a text file

.csv: A file with that extension is a text file with the semi colons used to separate the field. Excel can read this
kind of files.

.htm: A file with that extension is an HTML file and can be read by your Internet Browser.

File format
You can choose between the different file formats: TAB, CSV and HTML.

TAB: Tabulations will be used in the file to separate the fields.
CSV: Commas will be used in the file to separate the fields.
HTML: The file will be in an HTML format.

It is recommended to follow the rules listed in the table below:

If you choose the type ... You should choose the
format...

Xls TAB

Ixt TAB

.CSV CSV

.htm HTML
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Fig. 14. Inquiries Export window in GL Expert

3.6 Deleting an inquiry

To delete an inquiry:
1. Check the box to the left of the inquiry.

X

Delete
Incuiry

2. Click the Delete Inquiry icon:




3. There will be a confirmation message and the inquiry will be deleted from the database.

A deleted inquiry is removed from the database, except if the administrator has selected the option Log on delete
in the Database parameters window in GL Manager. In that case, the deleted inquiry is logged.

For safety reason, you can only delete an inquiry if you have created it or if you have the Delete inquiries right.

3.7 Closing and logging an inquiry
When a solution for an inquiry has been found, it can be closed and logged.

Close an inquiry

To close an inquiry, fill in the Closed On field. In the interface, you can easily find this field since a clock appears

Closed on r__________]igs:h

next to it. . Click the clock icon to fill in the date and time automatically or click the
agenda icon to display a calendar.
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When the Closed On field is filled in, you can log the inquiry by clicking on the Log inquiry icon in the
toolbar.

When an inquiry is logged, it is no longer visible in the active display of the inquiry log. You can still display it, if
you display the logged inquiries.

The Log inquiry icon is active when the inquiry list displays the list of inquiries in progress. You can apply a filter
that only displays the logged inquiries. As it is not possible to log already logged inquiries, the icon Log Inquiry is
grayed out when the logged inquiries are displayed in the inquiry list.

WARNING
To log an inquiry you need to have the Handle inquiry right. Otherwise the icon will be grayed out.

Close an inquiry

1. Select the inquiry you wish to log
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2. Click the Log Inquiry icon Confirm that you wish to log the inquiry.

3. The inquiry is then:
Logged. It will no longer appear in the list of active inquiries and you will not be able to modify it.
Archived in the knowledge base if the option Add to Knowledge Base has been selected. This is
performed by automatic procedures managed outside Global e-line. The administrator sets up these
procedures.

The inquiry is now only visible if a filter is applied to display the logged inquiries. You can display the logged
inquiries by clicking the toggle button in the status bar: . If the check box Add to Knowledge base was
checked when you logged the inquiry, Global e-line will ad the inquiry as a solutions file in the Knowledge base.

This is done through automatic procedures independent of Global e-line. The administrator configures these
archiving procedures.

3.8 Unlogging an inquir

To unlog an inquiry, you have to display the list of the logged inquiries. If the inquiry list currently displays the
active inquiries, the Unlog Inquiry icon is grayed out.

To unlog an inquiry:

1. Click the toggle icon . The logged inquiries are displayed and the Unlog inquiry icon becomes available.
2. Select the logged inquiry you wish to unlog.
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3. Click the Unlog Inquiry icon

4. A new transaction is automatically created when the inquiry is unlogged. The inquiry is assigned to the expert
who un-logged the inquiry. It will appear in bold characters (indicating that the inquiry is not taken in charge
yet) in the expert inquiry list.

WARNING
To unlog an inquiry, you need to have the Administrator right.

3.9 Using the tools

In the GL Expert toolbar you have access to tools.

lif

Tools

Click the icon to display the window that contains the tools list. The common tools appear in the
first position. Tools dedicated to a product, a group, an expert, a customer, a contact or a vendor can follow them.

To use a tool, simply click the line that contains the tool name. The tools can be:
o] Data export templates

o] Links to favorite sites that contain useful information

o] Fax or email templates

o Etc.

Usually, you have access to several export tools, based on templates in RTF, HTML and TXT formats. The GL
Manager administrator predefines some of the tools. They are displayed in the upper part of the Tools window. A
title bar makes a separation between these tools and the following, optional, lists that contains the tools dedicated
to a customer.

You can define personal tools. These will appear at the end of the window. They will be separated from the other
tools by a line that contains your name.

A tool can concern one or several inquiries or all of them. For instance, a tool can generate an e-mail that will
inform the contact of an inquiry status and the expected deadline. In that example, the tool will export the content
of one and only one inquiry. This tool will only be available in the tools list if an inquiry has been previously
selected.

Using a tool concerning one inquiry

lif
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1. Select or open an inquiry. Click the icon The available tools are displayed in the list
2. Click the tool you wish to use.

Search the knowledge base

The Knowledge base is one of the tools available by default. This tool is useful to try to find out inquiries that have
been solved in the past and which deal with a problem similar to yours.

B
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1. Inthe toolbar, click the knowledge base icon: it The knowledge base window is displayed.

2. You can then enter your search criteria and launch the search (for more information, please see the chapter
Knowledge Base)




Define personal tools for experts

The Tools folder tab in an expert’s personal file is available if the administrator has configured it. If you use this
folder tab, an expert in need of supplementary tools can add his own tools. If an expert adds new personal tools,
they will only be available for him.

1. Inthe GL Expert main screen, click your name (it is underlined at the upper right side of the screen). Your
personal file displays.

Select the Tools tab and click the New button.

Fill in the ID field. The Id is used by global e-line to distinguish the tools.

Fill in the Description field. This field will be useful to make a distinction between the different tools.

Fill in the Type field. Click the Data File button. The administrator has predefined these templates; the
available templates depend on the Type you have selected.

If you wish to use a particular icon, you can specify it by using the Icon field.

If this tool is dedicated to one given inquiry, select the option Select Inquiry. This will be the case e.g. when
you export the inquiry data to a letter that will be sent to a contact.

8. Click the Save button.
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For further information about the Tools folder tab, please see the Your personal file section.

3.10 Statistics function

GL Expert contains a Statistics function.

To be able to use it, you need to have the Use Reports right. To launch it, you need to display the Statistics icon
in the toolbar. To modify the toolbar, you need to have the Modify toolbar right. To know how to add icons on the
toolbar, please see the GL Expert Toolbar paragraph.

Statistics

To extract inquiry data and create statistics: Click the Statistics icon The statistics creation window is
displayed.

WARNING
Statistics are based on the data currently displayed in the inquiry list.

Statistics window description

In the upper part of the window, you find two drop-down lists which allow you to specify the statistics database: In
the first list, you can choose a table (Inquiry, Transaction, Customer, Contact or Address Book). In the second list,
you can choose a field among the ones belonging to the table previously selected.

Table

Click the Table button to populate a statistics array with the distribution of distinct column values, grouped by the
field you selected. For instance, if your inquiry list contains the Inquiry number, Display name, and In charge
columns and you choose the Customer field in the Statistics window, the table will contain the following:

The first column will contain the Customer name; the other columns will be the ones of the inquiry list. These last
columns will contain the number of different values for a given customer. For instance, if 4 inquiries have been
created by the Customer A and among these 4 inquiries, 3 have been handled by the expert B and 1 by the
expert C, the value in the In charge column will be 2.

Graph
Click the Graph button, if you wish to display the statistics array in a graphical format.

Export
Click the Export button, if you wish to export the statistics array to a file.

Statistics Creation

Statistics are based on the data displayed in the inquiry list at the time the statistic functionality is used. You
therefore have to build a filter that limits the inquiry list data to the data you wish to include in your statistics. Such
a filter allows specifying the columns and limiting the displayed inquiries (for instance, you can limit the list to
inquiries handled within a particular period of time, and concerning a specific Product). To modify and to add
filters you need to have the Customization right.

When you have applied a filter to the inquiry list, generate the statistics. The statistics are numerical.




You can for instance create statistics to:
o Display the number of experts who work (or have worked) for a particular contact or on a particular
inquiry.
o Display the number of inquiries handled by each expert
o Display the number of inquiries dealing with each product
o Etc.

Examples:
If you wish to see the number of inquiries by contact, by product or by expert, simply include the N° column in the
inquiry list and check that the displayed inquiries are active.

To have the number of inquiries by contacts: select Contact in the first drop down list and Display name in the
second one.
To have the number of inquiries by product: select Transaction in the first drop down list and Product in the
second one.
To have the number of inquiries by expert: select Transaction in the first drop down list and In charge in the
second one.

Reports - Statistics

GL Expert also contains a simplified statistical report function. You access it by clicking the Reports - Statistics

Reports -
Statistics

icon This function allows you to see the inquiry distribution on different criteria.

The window is composed of 4 sections.

The upper part concerns the tables. You can select one or several tables to create statistics on the inquiry
distribution by expert, by customer/contact, by product or by priority.

Below, a section concerns the columns to display. You can create statistics on the number of inquiries read by an
expert, which are on a given transaction, which are in progress, which are logged, which have attachments and
which are closed.

In the third section, you can define the Period you wish to analyze.

Finally, you can choose the format in which you wish to export the report. The possibilities are HTML or XLS.

Display
Once the criteria have been defined, click the Display button.
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Fig. 15. The Reports — Statistics window in GL Expert

3.11 Display Options

You can personalize your working environment. The display options allow you to choose and memorize the
different display settings (font, background color, etc.). These settings are associated with your account. Each
time you connect to your account, the display will match your own setting options.




WARNING
To be able to modify the display options, you need to have the Customization right.

Modify the display options

In your personal file, click the Options link in the first folder tab. The Options window is displayed.
You can customize the following:

Background Color
Click this button to change the background color.

Font color
Click this button to change the font color.

My color
Click this button to choose the color of your inquiries in the inquiry list.

Font size
Choose a font size (between 5 and 20)

WARNING

The font size modifications you find in your Internet browser are not applied to Global e-line.

If you wish to change the font size, you need to change the Font size value in the Global e-line
Options screen.

Font Family
You can choose between Arial, Arial Narrow, Verdana, Comic sans MS, System, Times, Courier, and
Helvetica.

Show Codes
Select Yes or No in the drop down list to hide or display codes (for instance customer IDs) in the tree
views.

Interface Layout
Select Tab View if you wish to have folder tabs or Sections if you wish to have all the data displayed on
the same screen (the different sections separated by title bars).

Max rows per page
Specify the number of inquiries to display on one inquiry list page (between 10 and 200 inquiries).

Max characters per column
Specify the maximal column width in the drop down list (between 8 and 250 characters). If there is no
column with data that exceeds the number entered here, the column width is automatically adjusted to fit
to the largest entry. On the contrary, if a column contains data that exceeds the number specified here,
the display will be shortened and you will have to open the inquiry to display the complete data.

Display Customers/Contacts
Specify if you wish to have the customers/contacts displayed or not.

When you have modified the options, click the OK button. The settings are automatically taken in account.

WARNING
The modifications in the Options window are not applied to the toolbar.

You can also create and apply filters to modify the contents displayed in the inquiry list and in the Customer /
Contact tree view/ You can only modify and create filters if the administrator has given you the Customization
right.

The color definition windows

To change the font color or the background color, access the following window:




/7§ Background Color - Microsoft Internet | K | o ] [

RGB | HLS |

R: |255

: |255

B: |255
] il

Hesx: [#FFFFFF i|

Fig. 16. The RGB color definition window

In the first tab, you can define the color using the RGB model. Indicate a value for the 3 colors Red, Green and
Blue. To do that, you have to move the cursor using your mouse. The result is displayed in real time in the right
frame.

If you know the Hexadecimal code for the color you wish to use, you can enter it directly in the Hex field. For
instance, the Hex code for white is #FFFFFF whereas the code for black is #000000.

In the second tab, you can define the color using the HLS (Hue, Lightness, Saturation) model. Like in the RGB
definition, you just have to move the cursor using your mouse.
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Fig. 17. HLS color definition window

3.12 Customizing the toolbar

A toolbar has been predefined for each expert or group of experts. You can modify it: for instance, if there is a
functionality you don’t need, you can remove the corresponding icon from the toolbar. To modify the toolbar, you
need to have the Modify Toolbar right.

Usually, the toolbar contains icons which allow you to do the following: Create a new inquiry, Display inquiries,
Route inquiry, Print inquiries, Log inquiry, access the Knowledge base, Unlog inquiry, access the Tools, access
the on-line Help.

You cannot change the background color of the toolbar, nor the icons size and the text labels.




You can add icons to make some shortcuts for the customized tools. To customize your toolbar, click on your
name (which appears at the right of the status bar). Your personal file displays. At the bottom of the first tab, click
the Toolbar link. A window displays the list of available functionalities.

In the list, you find e.g. the Customer / Contact icon. This function allows to hide or show the Customer / contact
tree view in one click. If your Global e-line database allows the use of personalized tools, your personal
tools will appear in the list of available icons for the toolbar.

The general tools (the ones available to all GL Expert users) are marked with one star, the tools dedicated to your
group are marked with 2 stars and your personal tools are marked with 3 stars. You can display the tools you use
frequently as icons in the toolbar.

To modify the toolbar content:
1. Inthe main screen, click your name to display your personal file. Select the Identification tab. Click the
Toolbar link.

2. The list that appears at the left of the screen contains all the icons that can be displaied in the toolbar.
==
3. Select one element in the Available list or in the Used list and use the buttons Add - or Remove
oot
to modify the lists contents.

4. The icons are displayed in the toolbar in the same order as they appear in the Used list. To insert an icon at
a specific position, select the icon that will precede it in the Used list before cIickini the Add button. You can

modify the used icons order with the Raise and Lower buttons. The button is used to
create a separator in the toolbar.

5. Click OK to confirm your modifications and go back to the main screen, or click Cancel to cancel your
maodifications.

If you wish to go back to the toolbar that was defined for your group, click the Reset button.

When you modify your toolbar, if you display many icons, the icons won't be displayed at the same time on the
toolbar. You will have to scroll between the icons using the > and < buttons.
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Fig. 18. Example of a toolbar with the scrolling buttons.

3.13 Creating and using filters

To modify the filters, you need to have the Customization right. You can define the filters to apply to the inquiry
list. The filters allow you to limit the display to the inquiries matching certain criteria. You can define several filters
and apply them when needed. To apply a filter, select it in the drop down list in the status bar. Some of the filters
have been predefined by the administrator and are available for all your group members. You find these in the
upper part of the list. You cannot modify nor delete them.
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Fig. 19. The inquiry list filters in GL Expert

Filters are created in the Filters and Columns window, accessed through the Filters and Columns icon in
the status bar.
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Fig. 20. The Filters and Columns window — The Filters tab

Create and apply filters

1. Click the Filters and Columns icon . The Filters and Columns window displays. This window contains 2
tabs: the Filters tab and the Columns tab.

In the Filters tab, you can define the filter criteria you want to use. Drop down lists and text fields allow
specifying precisely the inquiries you wish to display.

Select the option Concerning you if you wish to display only inquiries you are (or have been) in charge of.
Select the Active option to display active inquiries only, or select Logged to display logged inquiries only.

In the Columns tab you can specify the columns you wish to display in the inquiry panel.

Click the Save button. You have to enter the filter name.

Click the Close button to apply the filter and to close the Filters and Columns window.

N
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As default filter, when you connect to GL Expert, the filter applied when you logged out last time is applied. To
apply a different filter, simply select it in the drop-down list.

The Filters tab

In this tab, you can create conditions (based on logical conditions) that will limit the inquiry list display.
In the upper part of the window you find the following buttons:

Save

Click this button to save your modifications without closing the window.
Close

Click this button to close the window and save the modifications.
Delete

Click this button to delete the filter.

The drop down lists allow you to build logical conditions:
- The first list allows you to choose between the following tables: Inquiry, Transaction, Customer and Contact
The second list allows you to choose a field among the ones of the selected table
The third list allows you to choose a comparison operator (see below)
A text entry field allows you to specify the searched value.

The radio buttons And/Or give you the opportunity to combine conditions.

Comparison operators

=: Equal to (identical). When a field is indicated, use this operator to display only inquiries for which the field is
identical to the value you enter in the text entry field. For instance, if you wish to display inquiries belonging to a
given customer, you can select the Inquiry table in the first list, and the Customer field in the second one,




choose the = operator and enter the customer code.

>: Greater than. When a field is indicated, you can use this operator to display only inquiries for which the value of
this field is greater than the value you have entered in the text entry field. For instance, if you wish to display the
inquiries created after a given date, you can specify the Inquiry table in the first list, then select the Created On
field in the second one, choose the > operator and enter a date.

>=: Greater than or equal to. This operator works as the > operator except than the entered value will be included
in the displayed inquiries selection.

<: Less than. When a field is indicated, you can use this operator to display only inquiries for which the value of
this field is less than the value you have entered in the text entry field. For instance, if you wish to display the
inquiries created before a given date, you can specify the Inquiry table in the first list, then select the Created On
field in the second one, choose the < operator and enter a date.

<=: Less than or equal to. This operator works as the < operator except than the entered value will be included in
the displayed inquiries selection.

<>: Different from. When a field is indicated, use this operator to display only inquiries for which the value of this
field is different from the value you have entered in the text entry field. For instance, if you wish to display all the
inquiries except the ones assigned to a given expert, you can select the Transaction table in the first list, then
select the In Charge field in the second list, choose the <> operator and enter the name of the expert you wish to
exclude.

=%: Contains. When a field is indicated, you can use this operator to display only inquiries containing the value
you specified in the text entry field. This is useful to find a string that appears in a memo-type field.

For instance, it can be useful to find inquiries dealing with a given problem. You can look for inquiries containing
the string corresponding to the problem in Problem field. For instance, if you search for printing problems, you
can use the =% operator and enter the string ‘Prin’. All inquiries containing the string ‘Prin’ in the problem field
will be displayed. It can be ‘Printing’ as well as ‘Printed’ or ‘Print’.

Null: without value. When a field is indicated, you can use this operator to limit the display to the inquiries for
which no value has been entered on that particular field.

Not null: with value. When a field is indicated, you can use this operator to limit the display to the inquiries for
which a value has been entered on that particular field.

The Columns tab

In the Columns folder tab you can define the columns you wish to display when the filter is applied.
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Fig. 21. The Filters an Columns window — The Columns tab

You can display columns corresponding to all fields belonging to the following tables: Inquiry, Transaction,
Customer and Contact.

For each filter, you can modify the column list. You can also decide to have the same columns on all the filters.




For instance, if a filter is defined to display the logged inquiries, you may need to display the Logged on date and
the name of the person who logged it. If, on the contrary, you wish to apply a filter to display all the inquiries

dealing with a particular product, you may need to display a column with the vendor and the vendor contact
names.

In the upper section of the window, you see the following buttons:

Save

Click this button to save your modifications without closing the window.
Close

Click this button to close the window and save the modifications.
Delete

Click this button to delete the currently selected filter.

In the Columns tab, a list allows you to choose on of the following tables: Inquiry, transaction, Customer or
Contact.

Available
The Available list allows you to choose a field from the selected table. The list contains the fields you
can use as columns in your inquiry list.

Used
The list called Used contains the currently used fields.

==
Click the button to move a field from the Available list to the Used list.

==
Click the button to move a field from the Used list to the Available list.

Click Raise or Lower to modify the position of the selected field. If you use Raise, the field will appear more to
the left in the inquiry list. If you use Lower, the field will appear further to the right in the inquiry list.

3.14 Your personal file

Your name appears underlined in the GL Expert toolbar. Click it to access your personal file.

The first two folder tabs contain your name, your rights, etc. The content depends on the configuration made by
the administrator in GL Manager. From this screen you can personalize your toolbar and the display options.
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Fig. 22. Example of a personal file for an expert




The Identification folder tab

Your rights are specified in the Identification folder tab.

Handle inquiries
You can manage inquiries (create, modify).

Change Routing
You can route an inquiry, which you are not in charge of, to another expert. If you don’t have this right,
you can only route inquiries, which you are in charge of. You can still receive inquiries routed to you by
other experts.

Delete inquiries
You can delete inquiries. If you don’'t have this right, you can only delete the inquiries you have created.

Write Customers
You can create, modify and delete customer and contact files.

Write Address book
You can create, modify and delete expert files and groupe files in the address book, including your own
personal file.

Use Reports
You can access the statistics functions.

Administrator
You can use GL Manager. You are authorized to modify and delete solution files in the Knowledge base.

Modify Toolbar
You can modify the toolbar. A Toolbar link appears in the lower part of the Identification tab.

Customization
You can modify your account appearance. An Options link appears at the bottom of the window in the
Identification tab. This gives you access to the Options window where you can modify the fonts, the
colors, etc. If you have this right you can also modify and create filters.

Email Expert
Specify your email address in this field. It will be useful when sending emails to the contacts and for
internal communication.

E-mail address - alerts
Fill in this field if you wish to receive email alerts when an inquiry you are in charge of reaches the
deadline. You can also specify the email address of another expert, who could treat the inquiries for you
if you are not available.

Notify on Routing
If you wish to receive an email when an inquiry has been routed to you, select this option.

Send Email alerts
If you wish to receive en email when an inquiry you are in charge of reaches the deadline, select this
option. The alert will be sent to the email address specified in the E-mail address alert field.

The Tools folder tab

In this folder tab you can define your personal tools. The procedures to create personal tools are described in the
Create and Use tools paragraph.

In the left side of the Tools tab, you find a list containing the predefined tools. In the upper right side, some fields
allows you to configure the tools:

Id
The Id is used by Global e-line to distinguish the different tools.
Description
You can enter a Description, which will help you to recognize the tool in the tools list.
Type
Select the tool type.
Data file
If you wish to use a template for the tool, you have to specify the template filename. Templates are




always used for HTML, e-mail and RTF tools. Click the button |:| to display the list of available
templates. This list automatically takes into account the value you specified in the Type field. For
instance, if you have selected Email, the list will only contain templates for that type of tools. The
administrator manages the templates.

Icon

Click the button I:l to display the list of the available icons. The icons are used if you add the tool
to your toolbar.

Select inquiry
If the tool is to be used to export the data from one single inquiry, select that option. For instance, this
option must be checked for a tool, which exports inquiry data to an email that will be sent to a contact.

You also find the following buttons:

New

Click this button to start creating a new tool. All the fields are then emptied.
Delete

Click this button to delete the selected tool.
Save

Click this button to save your modifications. The tool is registered under the name you specified in the
Description field.

The Schedule folder tab

If your Global e-line configuration includes the availability management, a Schedule tab appears in your personal
file. This tab is useful to enter your holidays and your working hours. The first time you access the Schedule
folder tab, the holidays and working hours correspond to the ones defined for the group you belong to.
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Fig. 23. The Schedule tab in a personal file for an expert

To add a holiday:

1. Select the day in the first drop down list in the Holidays section

2. Select the month in the second drop down list in the Holidays section
3. Click the Add button. The date is then displayed in the Holidays list.

You can enter the working hours respecting the date format.




4 GL Manager

GL Manager is designed for the person(s) in charge of the configuration and the management of the Global e-line
software package, i.e. the administrators.
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Fig. 24. The GL Manager main screen in Internet Explorer

The configuration to do before implementing Global e-line is described in the Administrator Guide. The following
chapters concern only the daily management functions.

4.1 Connecting to GL Manager

To connect to GL Manager you need Global e-line Administrator right. You also need the URL address of GL
Manager, and you must have an Internet browser (Internet Explorer release 5.0, 5.5 or 6.0 and Netscape
Navigator release 4.79).

To access GL Manager

1. Start your Internet browser.

WARNING
If you use Netscape Navigator, you should resize the window before logging on to your GL Manager

account. It is recommended to use a full screen display, in order to display as much information as
possible.

2. Go to your GL Manager URL address. If an Authentication window displays, enter your login and your
password. You can check the Remember login on this computer box if you prefer Global e-line to memorize
this information. If no Authentication window displays, Global e-line has identified you automatically (the type
of authentication Is chosen by an administrator before the implementation of Global e-line).

3. The GL Manager main screen is displayed immediately upon authentication.

4.2 GL Manager main screen




Once logged on to GL Manager, the displayed screen contains several sections: a toolbar, as well as four tree
views that give access to the management of Customers/Contacts, Vendors/Vendor Contacts, Products and
Experts.
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Fig. 25. The GL Manager Main screen

The toolbar

GL Manager displays embedded in your browser, so you have two toolbars on the screen (your browser toolbar
and the GL Manager toolbar).

In the GL Manager toolbar you have access to the following functions:
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Your name is displayed underlined in the toolbar. If you click your name, your personal file is displayed. Your file
contains information about you, such as your address, expertise, rights, personal tools, etc.

4.3 Managing Customers/Contacts

The Customers / Contacts tree view is displayed in the left section of the GL Manager main screen. This tree view
can also be accessed in the GL Expert main screen, where the files can also be managed. The modifications that
can be done in GL Expert are limited to create, modify and delete files, and a GL Expert user must have the Write
Customers right in order to do this.

The Customer and Contact files are organized in a tree view with 2 hierarchical levels or with multiple levels: the
Customers regroup the Contacts (users, clients...). In a default configuration they are called Customers and
Contacts, but you can rename them, for example as Cities and Banks (for more information, please see
Administrator Guide, Customers/Contacts Tree view chapter). If you have a Customer / Contact tree view with
multiple levels, the customers can be regrouped by higher-level Customer groups.
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Below each customer you find the Contacts who belong to this Customer. The

E] icon symbolizes a Contact. Click the E] icon to open the Contact file. You
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available for the Contact to the Products in this list. If Global e-line has been [

configured to allow limiting the support to a specific list of products, a Customer
Products folder tab is available in the Contact files.
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In the upper part of the Customers/Contacts tree view, you find three icons: i
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If you wish to open all the levels of the tree view at one time, you can click the B Hans Jensen

icon in the upper part of the tree view. If you do this, the icon is changed to B 42 01sen

this: [==l. Click the icon to close all levels of the tree view. B wett Jakobsen
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You can find a specific Contact by using the search function in the upper part of
the tree view: ﬂ

When you create new files, they are not displayed immediately. To see them, click the refresh icon in the upper
part of the tree view: .

Creating new files

There are several possible methods for creating new files:
In the toolbar, click the Create File icon. In the displayed list, click the file type you wish to create
(Customer or Contact).

You always have the possibility of creating files using the icons in the upper part of the
Customers/Contacts tree view.
1. Anew file is created. Fill in the required information and click the Save button.
Click the Close button to return to the GL Manager main screen.

To display the new file in the tree view, click the refresh icon in the upper part of the
Customers/Contacts tree view.

4.4 Managing Vendors/Vendor Contacts

The Vendors and Vendor Contacts files are organized in a tree view with 2 hierarchical levels. In the default
configuration, they are named Vendors and Vendor Contacts, but you can rename them (this configuration is
possible in the Data Dictionary).

The icons next to the Vendor names and the Vendor Contact names help to make the difference between the

levels: the A icon symbolizes a Vendor. Click the A icon to open the file. In the Vendor file, several folder tabs
contain information about the Vendor, i.e. contact information. The contents of the folder tabs can be customized




(for more information, please see Administrator Guide, Vendors/Vendor |++ @ [3] Yendorsifendor contacts
Contacts Tree view chapter). ﬁ-"- B wess

Below each Vendor you find the associated Vendor Contacts. The - A vuean

icon symbolizes a Vendor contact. Click the = icon to open the file. =& BusinessLine

L& i
You can create new files, display existing files, modify or delete them. You B RREUED
can also define customized tools for the Vendors if Global e-line has been

configured to allow the use of customized tools in the vendor files.
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In the upper part of the tree view you find 3 icons; [+, ﬂ and . If you
wish to open all levels of the tree view at one time, you can click the icon in the upper part of the tree view. If
you do this, the icon is changed to this: [==]. Click the [==l icon to close all levels of the tree view. You can find a

specific Contact by using the search function in the upper part of the tree view: ﬂ

When you create new files, they are not immediately displayed. To see them, click the refresh icon in the upper
part of the tree view: .

Creating new files

To create new files :

1. In the toolbar, click the Create File icon. In the displayed list, click the file type you wish to create (Vendor or
Vendor Contact).

2. A new file is created. Fill in the required information and click the Save button.

3. Click Save button to return to the GL Manager main screen.

4. To display the new file in the tree view, click the refresh icon in the upper part of the Vendors/Vendor
Contacts tree view.

Search a Product depending on a vendor

1. Select the vendor of the product you search for in the Vendors/Vendor Contacts tree view.

2. Click the refresh icon . in the Products tree view. The Products tree view is refreshed and displays only
the Products from the selected vendor (all other Products are grayed).

4.5 Managing Products

The Products tree view contains the Products. The tree view can have up to 16 hiel : v ’
) ; oo == Product
configuration uses the Product label, but you can rename it (this can be customized in IJ'I-’%!E&
= CRM

4. L]
The ’Ei' icon symbolizes a Product or a family of products. Click the name of the ’J:'I-% Global e-line
product and then the icon to open the Product file. In the file, several folder tabs 5%1
contain information about the Product. You can display or hide the fields in the - & GLExpen
folder tabs (for more information, please see Administrator Guide, Products Tree 5%7 GL Manager
view chapter).

In the upper part of the tree view you find 3 icons: [+, M and . If you wish to open all levels of the tree view
at one time, you can click the icon in the upper part of the tree view. If you do this, the icon is changed to
Click the icon to close all levels of the tree view. You can find a specific Contact by using the search function

in the upper part of the tree view: ﬂ When you create new files, they are not immediately displayed. To see
them, click the refresh icon in the upper part of the tree view: .

Creating new files

To create new files:

1. Inthe toolbar, click the Create File icon. In the displayed list, click the file type you wish to create (Product).
2. Anew file is created. Fill in the required information and click the Save button.

3. Click Save button to return to the GL Manager main screen.
4

To display the new file in the tree view, click the refresh icon in the upper part of the Products tree view.

Display the Products from a specific vendor

1. Select the vendor of the product you search for in the Vendors/Vendor Contacts tree view.




2. Click the refresh icon in the Products tree view. The Products tree view is refreshed and displays only
the Products from the selected vendor (all other Products are grayed out).

4.6 Managing the Address book

The Expert files are organized in the Address Book. In the Address Book you find:
0 The Expert Groups in which you can create Expert files.
0 An Other folder.

The icons next to the names help making the difference between the

I+ 1A
'EI nddress Baok groups and the experts. The icon symbolizes a main folder. In each
f—]- Docls folder you find the experts or the groups of experts that belong to it. The
E} Development i icon symbolizes the groups. The icon symbolizes an expert.

7B Marketing

1

Click the icon to the left of a name to open the file.

E Administrator -

E In the upper part of the tree view you find 3 icons: [+, ﬁ and . If you
—i GL Contact wish to open all levels of the tree view at one time, you can click the
__E G REcEiE icon in the upper part of the tree view. If you do this, the icon is changed
to this: [==1. Click the [==l icon to close all levels of the tree view. You can
B Other find a specific Contact by using the search function in the upper part of

the tree view: M When you create new files, they are not immediately
displayed. To see them, click the refresh icon in the upper part of the tree view: .

You can create new files, display the existing ones, modify and delete files. In an expert group or an expert file
you can define their rights, specify their expertise in different domains, define customized tools, etc.

Creating new files

1. In the toolbar, click the file creation icon. A list displays. Click the type of file you wish to create, below the
Address Book option.

2. Fill'in the required information and save the file.

3. To display the new file in the tree view, click the refresh icon in the upper part of the Address Book tree
view.

When saving the file, if it is an Expert file, some folder tabs are added in the file (according to the configuration) :
an Expertise folder tab, a Tools folder tab, and a Schedule tab. The Expertise folder tab allows you to define a
list of Products that are the expertise domains of the expert, as well as his expertise level. An expert can inherit
the list of expertise defined for his group.

If you have chosen to use the Schedule folder tab in the expert files, you can customize the weekly schedules at
a group / expert level. The default schedules are defined in the Database Parameters window, but you can
define different schedules for each group and each expert. These modifications can be done in the Schedule
folder tab in each expert file.

It is possible to define customized tools for each expert and/ or for the group of experts in the Tools folder tab.

In the group files you can also change the display of the Customers/Contacts tree view. Display a group file. In
the first folder tab (Identification), click the Customers/Contacts button. In the displayed window, you can
define a filter. This filter will be applied to the Customers/Contacts tree view. When the experts log on to GL
Expert, they will only see the Customers/Contacts who are included by the definition in the filter. They will not see
that a filter is applied, and they cannot access the other Customers/Contacts.

Making tools available to the experts

The tools defined at the level of a group are available to all experts from this group through the Tools window.
You can also display icons for the tools in the toolbar to give the experts a more direct access. In the Toolbar
window, where the expert can modify the toolbar, it is possible to decide which tools should be displayed in the
toolbar. General tools are marked with a star, two stars mark the group tools, and three stars mark the expert
tools.

When you create a tool, you can define the icon to use to represent the tool if displayed in the toolbar. For further
information, see the Creating tools section below. The number of icons in the toolbar may exceed the space
available on the screen. If this is the case, a scroll function will automatically appear.




Create filters for groups or experts

1. Open the Expert group or the expert file where you wish to define a filter.
2. In the lower section of the Identification folder tab, click the Filters / Columns (Inquiry) link.
3. The Filters and columns window displays. Use the same procedures as for creating a regular filter.

For more information, please see the Creating and using filters section.

When an expert from the concerned group logs on to his/her GL Expert account, he/she will see this filter in the
upper part of the drop-down list Filters in the status bar. The expert can apply this filter to his/her inquiry list.

Managing skills in the Address Book

When creating a group file, you can define a list of products that falls within the expertise domains of the experts
in the group. Such a list is based on the files created in the Product tree view in GL Manager (the third tree view
in the main screen). The titles from the files in this tree view are regrouped in the list of available domains of
expertise in the Skills folder tab.

To modify the Skills list for an expert
1. Open the expert file or the group file that you wish to modify. Click the Skills folder tab.
2. If you wish to add domains of expertise for a group or an expert, simply click a skill in the Available list. Click

==
the button to add it to the Used list. You can also click the Choose link displayed in the upper part
of the folder tab; the list displays as a tree view to improve the visibility.
3. In the Level text field, fill in the expertise level. This information is useful when routing an inquiry (the
expertise level is one of the possible search criteria).

WARNING
To fill in the level of expertise, you can use numbers or letters, but you cannot exceed the limit of 5
digits / letters.

4. When you have defined the Skills list for a group of experts, you can easily apply it for each expert in the
group. In the Skills folder tab of each expert file, a Refresh button copies all details about expertise domains
and levels from the group file to the expert file.

5. If you wish to remove items from the list of skills for a group or an expert, click the skill in the Used list. Click

=<l
the button to remove it.
6. Click the Save button to save the modifications. Close the window and refresh the tree view.
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Fig. 26. Managing Skills for an expert

The GL Expert toolbar

You can define a customized toolbar for each group of expert and for each expert. This toolbar is the default
toolbar: it is displayed the first time an expert from the group log on to GL Expert. The expert can modify the
toolbar later (if he/she has the Modify toolbar right).

1. Open a group file or an expert file. Click the Toolbar link in the lower part of the Identification folder tab. The
Toolbar window displays.

2. Modify the contents of the Used list in order to include the icons representing the functions that will normally
be necessary for the group. For more information, please see GL Expert chapter, Personalizing the toolbar
section.

3. Confirm the modifications.

Each time you create an expert file in this group, his/her default toolbar will be the one defined for the group.
You can give the experts the right to modify their personal toolbars. Simply check the Modify Toolbar box in the
experts file (or the groups file). If the expert modifies the toolbar in the Toolbar window, accessed through the

personal file, he / she still has the possibility of refreshing the original toolbar by clicking the Refresh button.

Rights for Experts

The experts who use Global e-line have limited rights. You can give the experts the needed rights:




Open the experts file. Click the Identification folder tab, which contains the check boxes for the rights below.
Check the check box for each right the expert should have.

3. Click the Save button to save the modifications and close the file. Refresh the tree view by clicking the
icon in the upper part of the tree view.

N

Handle inquiries

Authorizes the expert to handle inquiries (creating, modifying).

Change routing

Authorize the expert to route inquiries, of which he / she is not in charge, to another expert. Without this right, the
expert can only route inquiries he/she has created (of which he/she is in charge). This right does not concern the
reception of routed inquiries.

Delete inquiries

Authorizes the expert to delete inquiries. Without this right the expert can only delete inquiries that he/she has
created.

Write customers

Authorizes the expert to create, modify and delete Customers/Contacts files.

Write Address book

Authorizes the expert to create, modify and delete files in the Address Book.

Use reports

Gives the expert the possibility to create statistics.

Administrator

Authorize the expert to access GL Manager. Authorize to modify and delete solutions files in the Knowledge base.
Modify toolbar

Authorize the expert to modify the toolbar. If the expert has this right, a link for the Toolbar window is displayed in
the lower part of the Identification folder tab of the experts file.

Customization

Authorize the expert to customize the appearance of his/her Global e-line account. If the expert has this right, an
Options link is displayed in the lower part of the Identification folder tab. This link gives access to the Options
window where the expert can modify the font, the colors, etc. (for more information, please see the GL Expert
chapter, Options section).

You can modify the label of the Identification folder tab and the labels for the rights. For further information,
please see Administrator Guide, Address Book Tree view chapter.

Please note that in the standard settings, if an expert has the right Write Address Book, he can also modify his
own file, and thus his own rights.

4.7 Global e-line Database Parameters

After having installed Global e-line, but before using the application, you need to define the Global e-line
Database Parameters. The inquiry number format, the time alert threshold, the expert schedules, the routing
server, etc.

It is necessary to define these parameters before implementing Global e-line, and the assistance from a
BusinessLine consultant is normally required. Later, you can modify these parameters to follow the evolution of
your company.

Defining the Global e-line Database Parameters

1. Clickthe icon.
2. The Database Parameters window displays. The parameters concerning the normal operation of Global e-
line are regrouped in some folder tabs:
0 The General folder tab allows you to customize the inquiry number formats, the time alert thresholds, etc.
0 The Calendar/Schedule folder tab allows you to define the work schedule and the holidays for all experts in
the Address Book.
3. Click the OK button to confirm the modifications.

4. Reinitialize the database by clicking the icon.

Formatting inquiry numbers




The General folder tab in the Database Parameters window allows you to customize the inquiry number format,
the time alert thresholds, etc.

A number identifies each inquiry. Check the Get ID on Open if you wish to allocate a number to each new inquiry
when the New inquiry window is opened. If a new inquiry has been created but is never saved, the number
allocated to this inquiry will be lost. Thus you might have many used inquiry numbers that are not used by actual
inquiries.

On the other hand, if you do not check this box, the number will only be allocated to the inquiry when the inquiry is
saved, so that no number is lost. However, until the inquiry is saved, question marks will appear instead of the
number. A number must be allocated to the inquiry in order to be able to attach files to it.

Archiving options

1. Check the Log on delete box if you wish to log deleted inquiries. The deleted inquiries will then be kept in
the inquiry history list, and you could find them again later if required.

2. Inthe Archiving drop-down list, choose Yes by default if you wish to have archiving as a default option that
can be un-checked, or No by Default if you do not wish to have archiving as a default option, but keep the
possibility of checking the box, or Always if you wish the archiving to be done automatically.

3. Once you have saved the modifications, refresh the application by clicking the icon.

In the form to fill in for a new inquiry in GL Expert, the Archive check-box will be checked as a default setting or
un-checked as a default setting according to the above configuration. The Archive check box has the ID
TfArchive in the Transaction table (internal name: BLActiveTransaction). For further information, please see
Administrator Guide, Preparing GL Expert chapter, Special fields in the Inquiry screen of GL Expert.

Defining time alert thresholds

A section of the General folder tab concerns the configuration of time alert thresholds.

You can fill in the time alert thresholds as a percentage of time spent since the creation of the inquiry, compared
to the amount of time originally allocated to treat the inquiry (Time allowed). For each threshold a specific icon
will display in the Time alert threshold (!!!) column of the inquiry list in the GL Expert main screen, if the time

spent exceeds the specified allowed time. These iconsare , , ,and

Routing server

A section of the General folder tab allows the definition of the routing server (used for the option of Routing

between bases).

1. Inthe Server Name field, specify the name of the routing server.

2. Inthe Port field, specify the servers TCP/IP port. The default value of this port is 80.

3. Once you have saved these madifications, you must reinitialize the application by clicking the Reinitialize
icon.

Defining the holidays and work schedules

The Calendar/schedule folder tab allows defining the holidays and the schedules for the groups and the experts.
The calendar and the schedules are used to calculate the deadline, taking into account the creation date of the
inquiry and the time allowed for handling the inquiries.

You have the possibility of defining a global calendar for all groups, and then modifying them for certain groups or
experts directly in their files (this is only possible if you use the configuration with the Schedule folder tab in the
expert / group files).

Holidays
1. Inthe Holidays section, you find the drop-down lists days and months. Select a holiday. Click the Add

button.
2. The day is added to the global list of holidays. Proceed in a similar way for all the holidays for the group.

WARNING
You need to do this definition of holidays each year. As a default setting all the days of the week are
considered working days.

Schedules
1. Inthe weekly schedule text fields, fill in the working hours for the group. Please note that you must use the




format 00:00 when filling in the working hours.
2. Click the Save button and close the window.

Once the modifications have been saved, reinitialize the application.

4.8 Securing the connections

In order to secure the connections to Global e-line, the users must use a login and a password to log on to their
accounts. This is a traditional method of authentication. With Global e-line, you can choose among several
different authentication methods. Some allows you to avoid the request for a specific login and password.

It is possible to configure Global e-line to use an automatic authentication. If you wish to do the authentication
automatically, Global e-line can identify the user through the code and password used to log on to windows, or
through the IP address of the users computer.

It is strongly recommended to configure this before implementing Global e-line. The assistance of a BusinessLine
consultant is required.

Please see the Administrator Guide for further details about the possibilities of authentication and the
procedures to follow to implement them in Global e-line.

4.9 Advanced settings

An important part of the initial configuration of Global e-line is done in the Advances settings screen.

Click the icon to access this screen.

Fig. 27. Upper part of the Advanced Settings screen

The configurations and parameters of this screen are explained in detail in the Administrator Guide.




4.10 Managing the Data Dictionary

The modification of the tables is done in the Data Dictionary management window, accessible from the toolbar

through the Data Dictionary icon.

There are two types of tables: Data tables (with their associated fields) and reference tables (with their associated
values). The data tables are found in the upper part of the list, the reference tables in the lower part. A line
separates the two types of tables. The labels of the tables and their contents (the fields or values associated to
with the tables) are used in the software package in the tree views, the folder tabs, the drop-down lists, etc.
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Fig. 28. The Data Dictionary window (fields)

From the Data Dictionary management window, you can access the Fields and Values windows in order to
modify the vocabulary used in the fields and the values associated with the tables.

You can also modify the properties of the fields and the values. For instance, you can specify that a specific field
should be hidden or displayed in the interface.
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Fig. 29. The Data Dictionary window (Values)

The configuration of the tables is an important step in the implementation of the software. Ideally you should write
down your methodology, your procedures and your business vocabulary, in order to reproduce your work
environment in the Global e-line software package. This analysis should be carried out before the implementation




of Global e-line, with the assistance from a BusinessLine consultant. The configuration and implementation
procedures are detailed in the Administrator Guide.

You can modify the configuration later if your procedures and the needs of your company evolve. Each time you

modify the Data dictionary, you must reinitialize the application by clicking the icon.

Description of the Data Dictionary management window

In the left part of the Data Dictionary management window you find a list of existing tables. These tables are
sorted by importance (they do not appear in alphabetical order). Select a table. In the fields in the right section of
the screen, you will see the properties of the currently selected table.

Name
The Name field contains the internal name / the table identifier. You cannot change the internal names of
the data tables.

Singular
The Singular field contains the label currently used in Singular occurrences. You can change it.

Plural
The Plural field contains the label currently used in Plural occurrences. You can change it.
New
Click the New to create a new reference table.
Save
Click the Save button to save the modifications in the database. To display the modifications in the
software interface, you must click the refresh icon in the GL Manager toolbar.
Delete
Click the Delete button to delete a table. You cannot delete tables that are crucial for the software to
work. In these cases, the Delete button is grayed out.
Fields
If the selected table is a data table, the Fields button becomes available. This button gives access to the
Fields window where you can modify the properties of the fields that are associated with the data table.
Values

If the selected table is a reference table, the Values button becomes available. The reference tables are
tables containing lists of values used internally in the software (for example BLPriority, containing the
priority levels that can be assigned to the inquiries) or lists of values created by the administrator. The
Values button gives access to the Values window, where you can add, modify or delete values from the
currently selected reference table.

Modification of the table labels

1. Click the icon. The Data dictionary window displays.

2. To modify the Singular and Plural fields, click the field and fill in the appropriate text.

3. Click the Save button to apply the modifications.

4. Close the window and click the reinitialize icon to reinitialize the database and display the

modifications in the interface.

WARNING
Be very careful when modifying the vocabulary. Normally the tables’ labels are used in several places
in the interface. You must guarantee the coherence in the terminology.

Creating a new reference table

1. In the Data Dictionary management window, click the New button. A new reference table is added to the
table list.

2. Fillin a name for the table, as well as a label in Singular and Plural.

3. Click the Values button and fill in the table values.

4. Click the Save button. You can now use the new table.




4.11 Field management

You can modify the fields associated with a data table and specify the fields you wish to use in the software. The
management of text fields is carried out in the Fields window, which is accessed from the Data Dictionary
window.

This configuration should be carried out before the implementation of Global e-line, with the assistance from a
BusinessLine consultant. The configuration and implementation procedures are detailed in the Administrator
Guide. You can modify the configuration later if your procedures and the needs of your company evolve. Each

time you modify the Data dictionary, you must reinitialize the application by clicking the icon.

Fig. 30. The Fields window

Description of the Fields window

In the upper part of the Fields window, you find a drop-down menu with the data tables. The tables are sorted by
importance (and not in alphabetical order). The drop-down list displays the tables’ labels. You can modify these
labels. Below, the fields associated with the currently selected table are displayed.

In the upper right section of the screen, the identifier of the currently selected field is displayed. The identifier is
grayed out; you cannot modify it.

To distinguish the different fields and tables the software uses the identifier. For you, the identifier is the stable
element. The identifier allows finding and recognizing with certainty a field and a table, even after modifying the
labels.

You can modify the field properties (the exceptions from this rule are explained in detail in the Administrator
Guide):

Field Description
In this field you can enter an explanation, of up to 50 characters, of the fields use. This description will be
useful for you and for other administrators or BusinessLine consultants. The description is only visible in
this window.

Label
The label of a field is the text that the users of the modules GL Contact, GL Expert and GL Manager see
in the software interface. In order to change it, you simply need to click in the text field and fill in the




appropriate label. Click the Save button. The new label immediately appears in the list to the left. In
order to display it in the user interface, you need to reinitialize the application.

Type
The Type field is automatically filled in. You can choose one of the following types: Flag (check-box),
Reference (reference table), Text (text string), Date (date), Number (numerical data). Further more,
certain special fields, of which you cannot change the type, are of the type Memo (text string without size
limit) or Image (graphical field). In some cases, you cannot modify the type of the field, and the drop-
down menu is grayed out.

Reference
If you have selected the Reference type, you have to define a reference table. In that case, the list of
values associated with this reference table will be available for the user in a drop-down list for this field.
In some cases, you cannot modify the reference table, and the drop-down list is grayed out.

Max length
If you have chosen the Text type, you can specify the maximum length of the field (the number of
characters the user can type fill in the field). If it is not a Text type field, it is not necessary to fill in this
field.

Format
If you have chosen the Date field type, you can specify the format to use for filling in data in the field.
E.g. dd/mm/yyyy hh:mm.

Alignment
You can choose to align the field to the left, the right or to center it. This parameter concerns the
alignment of the date contained in the field, when displayed in a column in the inquiry list.

Unused
If you check this check box, the field will not display. You do not have the possibility of deleting the fields,
so if you wish to avoid a certain field, you must check the Unused box. If you do so, the fields will be
hidden in the interface. Some fields are required. For these fields, the Unused checkbox is grayed out.

Updateable
You can specify if the field should be updateable or not. If you check this box, the experts can modify the
data filled in the field in GL Expert.

Required
When checking this box, the field will become mandatory at the creation of a file or an inquiry. The field
label will be formatted in bold, and the field must be filled in, in order to consider the file creation as
complete. The field has to be filled in to save the file. It is recommended to check this box for the fields
containing crucial information.

Required - close
If you check this box, the field will be mandatory to close the inquiry (when the Closed on field is filled
in). If this check box has been checked, the field label will be formatted in bold and italics, and the field
must be filled in before the inquiry can be logged (and archived).

Field management

You can modify the fields associated with the data tables and specify the fields you wish to use in the software.

The field management is done in the Fields window, which is accessed through the Data Dictionary
management window.

1. Inthe GL Manager toolbar, click the icon. The Data Dictionary management window displays.
2. Inthe list in the left section of the window, select a data table.
3. Click the Fields button. The Fields window displays.

Hiding fields

It is not possible to delete the fields. If you wish to avoid displaying a given field in the interface, you must check
the Unused check box.

1. Inthe fields list, select the field that you do not wish to use. Check the Unused check box.

2. Click the Save button.




3. Confirm the modifications and reinitialize the application by clicking the icon. The field is no
longer displayed.

WARNING

A field can appear in several places. You should be sure that you wish to hide all the occurrences. Please
remember that several fields may have the same label; use the identifier to be sure that you hide the right
field.

Creating/displaying fields

You cannot create new fields. If you need fields other than those that are predefined in the software, you must

activate the additional customizable fields

1. In the fields list, select a field that is not yet used in the interface (an additional customizable field); these
fields are named e.qg. field8 or description5.

WARNING
If you define that e.g. field4 is a Reference type field, the associated field with the identifier description4 will
be automatically used as the label. For other types of fields, only the fields named « fieldxxx » are used.

2. Modify the properties to customize the fields to be compliant with your needs.

3. Save the modifications and reinitialize the application by clicking the icon.

4.12 Managing reference table data

The management of reference table data is done in the Values window, accessed through the Data Dictionary
management window.

To access this window, click the icon. Select a reference table in the list: the Values button becomes
available. Click it to display the Values window. It is recommended to configure the reference tables with the
assistance from a BusinessLine consultant before implementing Global e-line. You can modify the configuration
later when your procedures and the needs of your company evolve. Each time you modify the Data dictionary,
you must reinitialize the application by clicking the Reinitialize icon.

Description of the Values window

In the upper part of the window, you find a drop-down list with the reference tables that have been defined in the
Data Dictionary management window. The tables are sorted by importance (and not in alphabetical order).
Below, the existing values of the currently selected reference table are displayed.

WARNING
The two first reference tables in the list (Family and Priority) are different from the other tables.
Please see the Family and Priority Tables section below).

In the upper right part, you see the text fields.

Id
Fill in an Id for the value.

Description
The Description of the value will appear in the software interface as one of the options in the drop-down
list of the selected reference table.




Fig. 31. The Values window, Salutation table

Family and Priority tables

The reference table labeled Family is used in one specific place, i.e. in the first folder tab of the Product files
from the Products tree view in GL Manager. In the Data Dictionary you can adapt the values of the reference
table in the same way as for the regular reference tables (for further information, please see the Administrator
Guide, Product The tree view chapter).

The reference table labeled Priority can be used in the inquiry screen for GL Contact and GL Expert.

1. Inthe Data Dictionary, select the reference table Priority. This table contains the values that appear in the
drop-down list of the field Priority in the inquiry screen of GL Contact and / or GL Expert. Click the Values
button.

2. In the Values window, create the priority levels that the user should be able to give to his / her inquiries. For
example you can use Urgent and Normal. For each priority, you must indicate an Id and a description (as
normally for the values). Beside this, you also must define the resolution time accorded to an inquiry with the
given priority. In the Units list, select Minutes, Hours, Working day(s) or Calendar day(s). Then specify the
number of time units.

3. Confirm the modifications.

Management of the reference table data

The drop-down lists in the files and the forms in Global e-line are created from reference tables and their
associated values. If a drop-down list does not contain the values you need, you can add, modify or delete the
values in the Values.

To add values to areference table:

1. Inthe Values window, in the drop-down, list in the upper left corner, select the reference table you wish to
modify.

2. Click the New button. An empty entry is added to the list of values. Fill in an Id and a Description for the
value.

3. Click the Save button. Close the Values window.

4. Click the refresh icon.

To delete values from a reference table:

1. Inthe Values window, in the drop-down, list in the upper left corner, select the reference table you wish to
modify.

2. Select the value you wish to delete. Click the Delete button.

3. Click the Save button and reinitialize the application.

4.13 Managing the application vocabulary

The modification of the application vocabulary, i.e. the error messages and some of the labels used in the
interface, is done in a window accessed by the vocabulary management icon. Usually you will not need to modify
this vocabulary, unless you wish to change the language used in Global e-line. The application vocabulary is used
in the error messages and some of the labels in the interface.

It is recommended to contact BusinessLine technical support before you modify the application vocabulary. The
application vocabulary is found in the file Vocab_French.txt on the server. In the default settings, the file is placed
in the folder C:\Documents and Settings\All users\Application Data\Global e-line\<instance name>




To get a good overview, open the file in Excel (the file uses semicolon separators).

4.14 Display of Dialog Fields

The Display of dialog fields window makes it possible to organize the appearance of the fields in the most
frequently used screens of Global e-line (GL Expert inquiry screen, GL Contact inquiry screen, Customer files and
Contact files). For these screens, you can organize the fields that you wish to use in the order which is convenient
for you, and in as many folder tabs as you like. Thus you can completely adapt these screens to your needs,
procedures etc.

When the users of GL Contact and GL Expert wish to enter a question in the Global e-line database, they must
create an inquiry. When creating an inquiry, the inquiry screen displays. This screen contains several folder tabs
or sections, with text fields, drop-down lists etc., which have all been previously defined by the administrator in the
Display of dialog fields window and the Data Dictionary window.

An icon in the toolbar accesses the Display of dialog fields window: . The order of appearance of
the fields in the list Used defines the order in which they will display in the interface, as shown in the following
example:

Fig. 32. The inquiry screen in GL Contact




This configuration must be done before the implementation of Global e-line. For further information, please see
the Administrator Guide.

4.15 Building the inquiry list for GL Contact

The columns displayed in the inquiry list in GL Contact, as well as the general interface layout, need to be
configured. The GL Contact users will not be able to modify the interface layout later. Thus it is very important to
know the users needs when configuring this.

This configuration must be done before implementing Global e-line. For more details, please see the
Administrator Guide.

4.16 Using the Stored Procedures

The use of the Stored Procedures is done through the Stored Procedures tool, accessible from the toolbar by

the icon.

You have several predefined procedures at your disposal. These procedures allow you to execute procedures
outside the Global e-line software. The available procedures are explained in the annex Stored Procedures.

The Stored Procedures screen

In the upper part of the window, a drop-down list gives access to the Stored Procedures. Select a procedure to
display its parameters.

Execute
Click the Execute button to execute the stored procedure.

Refresh
Click the Refresh button to get back to the default parameters. The modifications you have made will be
deleted, and you can enter new parameters for the stored procedure.

Executing Stored Procedures

Click the Stored Procedure icon .

In the drop-down list Procedures, select the procedure you wish to execute.

Fill in the parameters for the procedure. Click the Execute button to execute the procedure, or the Refresh
button to get back to the default parameters.

4. The return code displays in the Status field. The result displays in the Return_Value field.

4.17 Administrative message

In GL Manager, you can configure administrative messages for groups of experts or for individual experts. The
messages will show in the status bar of the concerned experts screen in GL Expert.

wn P

To manage the administrative messages:

1. Inthe GL Manager Address Book tree view, select the group of experts or the individual expert for whom
you wish to configure an administrative message. If you do not select an item in the Address Book, the
message will be displayed for all users.

2. Click the icon. The Administrative message window displays.

3. If an administrative message has already been defined for the group or the expert, this message will be
displayed. You can delete it or modify it. If there is nothing, fill in the appropriate message.

4. Click the OK button to save the changes, or close the window without saving to cancel the modifications.

5. The message is displayed on the GL Expert screens as soon as the expert log on to GL Expert, and it will




stay as long as you do not modify or delete it.

WARNING
An administrative message configured for an expert will stay on his / her status bar, even if you
define a different message for the group as a whole.

Fig. 33. The Administrative Message window
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Fig. 34. Administrative Message

4.18 Reinitializing Global e-line

For security reasons (and to avoid inconsistencies in the database) most of the configurations you make in GL
Manager are not taken into account immediately.

Click the database Reinitialize icon in order to take into account and display the modifications in the
following windows: Database Parameters, Advanced Settings, Data Dictionary, General Tools (tool
management), and Display of Dialog Fields. For most of the modifications, once you have reinitialized the
application, the modification appears in the user interface. However, for some parameters, you need first to
reinitialize the application and then reconnect to the application (start a new session) in order to see the
modifications. Concerning these parameters, the users also need to start new sessions in order to see the
modifications.

If you have created of modified a file in a tree view, you need to click the refresh icon in the upper part of that tree
view

When you have opened a file, you also find a refresh icon in the upper part of the file . This icon is useful if you
use Netscape Navigator (on some sites, there can be problem of refreshing the modifications if several operators

modify at the same time). To be sure that your modification have been properly taken into account, you should
refresh the file by clicking this icon.

4.19 Creating tools

The creation of tools (for example to export or print inquiries) is an important step in the implementation of the
software. In Global e-line you can integrate the tools used by yourself and your experts. It is recommended to
create the tools before implementing Global e-line, assisted by a BusinessLine consultant. Later, you can add or




modify the tools to follow the evolution of your procedures and the needs of your company.

This function concerns the General tools, which are available for all the experts. If you wish to create specific
tools for some groups or experts, it can be done through the Tools function in the individual files.

Description of the General Tools window

Click the General tools icon to display the General tools window.
In the left part of the window, you see a list of tools previously defined.
In the upper right section the fields allow the configuration of the tools:

Id
In the Id field, fill in an Id. The software uses this code. The code can be digits or letters.

Description
In the Description field, fill in a description that can help the experts to recognize the tool in the GL
Expert tool list. It is very important to use coherent and easily comprehensible descriptions, especially if
you use many tools.

Type
In the Type drop-down list, select the type of tool you wish to create. The type is often equivalent to a file
format, like HTML.

Data file
If you wish to use a template for the tool, fill in the name of the template file in the Data file field.
Templates are used for HTML, e-mail, and RTF tools. The templates can be found on the Web server in
a folder corresponding to each file format, in the GLWeb\Templates folder. You can browse through

these folders to choose an existing template: Click the button to display the list of templates
available. The file list is dynamically updated according to the choice of Type (for instance, if you chose
EMAIL in the Type drop-down list, the template list will only contain templates usable for this type of
tool). In the Datafile window you see the list of available models. You can select a model by checking the
radio button next to it. When a model is selected, the path and the name display in the upper part of the
window. At the same time, the code content of the model displays in the text field on the right. The model
appears as if you had opened it in Note pad. You can modify the content and save the template.

Icon

Click the button to display the list of icons available to represent the tool in the toolbar.

Select inquiry
If the tool exports data from one unique inquiry, check Select inquiry. You must check the Select Inquiry
option for tools that export data from one inquiry, e.g. for an e-mail to send to a contact. You can also
check this option for the Knowledge Bade tool. In that case, the experts and the contacts will have to
select an inquiry before accessing the Knowledge Base (and they will thus exploit the fact that Global e-
line copy the question from the selected inquiry, making the search easy).

Activate this tool
The check box Activate this tool allows to specify if the tool is to be displayed in the tool list for all GL
Expert users. The Activate this tool check box is normally checked. If you do not wish to display the
tool in the tool list available in GL Expert, un-check Activate this tool.

You find the command buttons in the lower right section of the window.

New
Click the New button to begin the configuration of a new tool. All fields are emptied.

Save
Click the Save button to save the modifications. The tool will be saved under the name indicated in the
Description field.

Delete




Click the Delete button to delete the currently selected tool in the list.

WARNING
When you click the Delete button, the tool is deleted immediately.

Fig. 35. The GL Manager Tools window

Tool types

You can create several types of tools.

Export tools

The Export tools export the contents of one or more inquiries to a file (e-mail, Word, RTF, HTML etc.). The
merged file can be displayed in the web browser and then saved and / or sent. You must use a template for the
expert tools. The templates are found in a folder corresponding to the format, in the web servers’
\GLSrvFR1\Templates\ folder. If the export concerns data from one inquiry, the Select Inquiry box must be
checked.

Web site access tools
For tools accessing a web site, simply fill in the appropriate URL in the Data file field.

You can also create BAT tools (to launch an executable (.exe) file) or SQL tools (SQL inquiries in the data base).

Creating tools

1. Click the General Tools icon: . The General Tools window displays.
2. Click the New button to configure a tool. Enter a code in the Id field. Global e-line uses this code to sort and
distinguish the tools.
3. Inthe Description field, fill in a description that will help the experts to recognize the tool in the tool list in GL
Expert.
4. Select the file format in the Type drop-down list.
o If the tool you configure is to be based on a template, you can choose one of the available templates. Click
the Data file button to display the list of available templates for the type of tool you currently configure.
o If the tool is to access a web site, fill in the URL in the Data file field.
5. Check Select inquiry if the tool only concerns the data from one inquiry.
6. Check Activate this tool if you wish to display the tool in the tool list of GL Expert.
7. Click the Save button and close the General tools window.

Creating specific tools

The specific tools are only available when the GL Expert user has previously selected a specific item. You can
configure specific tools for
0 A Group or an Expert. These tools are only available in the tool list for the group or the expert. For
example, if a tool has been defined for the group R&D, all experts from the R&D group can access this tool
in the tool list.
0 A Product. These tools are only displayed in the list of tools if an inquiry concerning this Product is selected




when displaying the tool list.

0 A Vendor. These tools are only displayed when the currently selected inquiry concerns a product from this
specific Vendor.

o A Customer or a Contact. These tools are only displayed if the specific Customer or Contact is selected.

During the original configuration of Global e-line, you must decide whether you wish to use specific tools or not. If
you wish to have the possibility of defining specific tools for the Customers, Contacts and Vendors, the Tools
folder tab must be configured for these files.

If you only wish to use one list of common tools for all the experts, and perhaps specific tools for some groups
and experts, you can hide the Tools folder tab in the Customers/Contacts and Vendors files (this can be
configured in the Advanced Settings window, Display section).

Since the specific tools are only displayed when a specific item has been previously selected, the check boxes
Select inquiry and Activate this tool are not available when configuring these tools.

1. Open the file for the item for which you wish to create a specific tool.

2. Click the Tools folder tab. Configure the tool following the standard procedures.

3. The tool displays in the tool list when the appropriate item is selected.

Example of creation of an export tool:

To send an e-mail to a Contact to let him know that you have received his inquiry, and give an estimate of the
deadline, you could use the template “GLContactNewlInquiry.txt".

Fill in an Id, for example E-mailDeadline.

Fill in a Description for example E-mail contact: Deadline

In the Data file field, specify the name of the template: GLContactNewlInquiry

In the Type drop-down list, select EMAIL.

Check Select inquiry.

Click the Save button. In GL Expert, the tool E-mail contact: Deadline now appears in the tool list.

4.20 The statistics functions

oupwNE

Global e-line has some default statistical functions. The users of GL Expert can add the Statistics icon

and/ or the Reports - Statistics icon in the toolbar and thus access the statistical functions.
To access the statistical functions, the experts must have the right Use Reports.

For further information, please see the GL Expert chapter, Statistical functions chapter.

4.21 Managing files in the tree views

The management of the files in the different tree views is quite similar. You can search, display, modify or delete
the files, and you can create new files.

File search

To conduct a search in a tree view:

Click the search icon in the upper part of the tree view. A search window displays.

Fill in the search criteria in the text field (for example a name). Click the OK button.

In the tree view, the first occurrence of the searched criteria is highlighted. If you wish to continue the search
in the tree view, click the search icon again.

4. Once you find what you are looking for, close the window by clicking the cross in the upper right corner of the
search window.

wh

Consultation and modification of existing files

1. To open the file, click the name and then the icon next to the name in the tree view. The file is displayed.
2. Moaodify the information. In an expert file or group file you can change the rights, update the contact
information and the list of domains of expertise, create specific tools, etc. Click the Save button to save the




modifications. The modifications are saved on the server. Check if the modifications have been taken into

account by clicking the refresh icon in the currently open file:

3. Click the Close button.

Deleting files

1. Right click the file you wish to delete.

2. Select the Delete option in the displayed contextual menu. Confirm that you wish to delete.
Or:

1. Open the concerned file.

2. Click the Delete button. Confirm that you wish to delete.

Creating new files

You can create new files in the tree views.

1.
2.
3.

In the toolbar, click the file creation icon. A list displays; click the type of file you wish to create
A new file is automatically created. Fill in the required information and save the file.
To display the new file, click the refresh icon in the upper part of the tree view.

4.22 Customizing the interface layout

The display option allows you to choose and apply several interface layout options (font, background color, etc.).

Options Modification

1.

2.

Click your name in the upper right part of the toolbar. Your personal file displays. In the lower part of the first
folder tab, click the Options link.

The Options window displays. You can customize the interface layout options:

Background color

Click the button to choose a background color.

Font color

Click the button to choose a font color.

Font size

Choose the font size you prefer (between 5 and 20)

Font family

Choose the font you prefer (Arial, Arial Narrow, Verdana, Comic sans MS, system, Times, Courier).

Show codes

Display or hide the codes or identifiers in the tree views and the files, next to the labels.

Interface Layout

Select Tab view to display all files as folder tabs or choose Sections to display all files as lists, separated in
sections.

When you have filled in the options you prefer for your workspace in Global e-line, click the OK button.

The options are immediately taken into account. The next time you connect to your GL Manager account,
you find your customized workspace.

If you also use the GL Expert module, the parameters are also applied to your GL Expert account. In addition, in
the lower part of the Display options window you find supplementary parameters that only apply to GL Expert.




5 GL Solutions

GL Solutions is a module of the Global e-line software suite.

This module makes it possible to find documents in the knowledge base according to your search criteria. The
search text may be based on the content and certain properties a document. For example, you may make a
search based on the document'’s author, file type, size or last modification date.

The files listed in the results page of a GL Solutions search may be read by anyone having access to the GL
Solutions search start page. The files may be annotated, modified or deleted by authenticated users that have
administrator privileges.

This chapter provides an overview of GL Solutions and explains query-building rules.

NOTE

For GL Solutions to recognize a query based on the properties of a document, the Global e-line
administrator must specify the document properties within the solution sheet archiving template
used by the GL Archive module.

5.1 Connecting to the module

Connecting to GL Solutions requires knowledge of the URL address for the given knowledge base. A web
browser is required (Internet Explorer version 4.0, 5.0, 5.5, 6.0 or Netscape Navigator version 4.75).

A link to the GL Solutions module may be available:

- From a given start page, without requiring the user to be authenticated using a contact or expert profile.
After being identified (if identification is required). In this case, only the authenticated users (contacts or
experts of your Global e-line database) may access the knowledge base. The GL Solutions start page
forces the user to log on before accessing the search features.

Using the GL Contact or GL Expert module. In this case, GL Solutions will automatically recognize the
user’s privileges within the knowledge base module. The user accesses GL Solutions transparently,
without having to login separately.

For users running Netscape Navigator, it is strongly suggested to resize the browser window before connecting to
GL Solutions.

5.2 The screens in GL Solutions

The Knowledge base’s main screen

As you connect to the knowledge base, you will see several sections on the screen:

0 The Products section. This section contains a list of search scopes, as well as two radio buttons. The two
radio buttons are for choosing either Global scope (search all documents) or Specified scope (searches
only within the selected branches of the products list).

0 The Search Mode section. This section allows the user to choose the search mode (search modes are
explained later in this chapter).

On the lower right corner, the text field entitled Search Text allows the user to specify the search criteria. The
Search button launches the given search.




Fig. 36. The main screen of the knowledge base

Please note that in order to perform a search, the user must click on the Search button. In GL Solutions, hitting
the Enter key does not launch the search engine. Instead, it adds a carriage return just as in a conventional word
processor, making it possible to add several entire lines of text.

The Results Page

In the results page, you find useful information:
The top left part of the window recalls the type of search that was made.
A text field entitled Search within results makes it possible to make a more specific search within the
current one (unless the Advanced Query mode is used). After typing the search text, the Search button
must be pressed in order to launch the search within the results.
In the top right corner, the number of documents found is displayed.
The New Search button makes it possible to return to the original search page.
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Fig. 37. The results page in GL Solutions.

NOTE
On the Results page, the “search within results” is made using the same search mode as defined
on the main screen.

Solution sheets




Solution sheets are the documents found through searching the knowledge base. Certain features associated
with a solution sheet depend on the user’s privileges. GL Solutions distinguishes between two types of users:
those who may administer the knowledge base (read/write) and those who cannot (read-only).

The following paragraphs explain the available features according the type of user connected:

Regular user (no administrative rights)
The illustration below shows an example of a result file found by a user without administrative rights in the
knowledge base. All result files will be displayed this way for this type of user.

Fig. 38. A solution sheet in the search results list for a regular user without administrative rights
This illustration shows:

The highlighting icon . Click on the icon to display the text from the file highlighting each
occurrence of the search text.

The red bar on the left is a visual indicator of the relevance of the document according to the search
criteria.

Underneath the red bar, the relevance is shown as a percentage.

In bold blue, the document’s title. Click on the title to view the actual document. The appropriate
viewer should be launched automatically.

On the right, a short description of the solution sheet is displayed. It is meant to give an idea of the
file’s contents.

Beneath the description, the file’s size and last modification date are displayed.

User with administrative rights
Expert users with the administration right have the access to the same features as the regular users, as
well as the possibility to modify and/or delete the solution sheets.

The illustration below shows a sample result obtained by a user with administrative access to the
knowledge base. On the left hand side are three additional icon buttons than in the previous illustration.
All knowledge results will be of the same form for this type of user.

Fig. 39. A solution sheet in the search results list for a user with administrative rights

Description of the additional icons:

: Clicking on this icon will display the source of the solution sheet (for text or HTML files).

: Clicking on this icon will open a simple text editor window, thus allowing the user to modify solution
sheet (for text or HTML files. When the Save as button is pressed, the file will be saved in the location
specified in the text box just above the button. The text box already contains the path and filename of the
file currently being edited.

: This icon allows the user to delete the solution sheet.

5.3 Searching in GL Solutions

To invoke the GL Solutions search page from within GL Contact or GL Expert:
1. Select or open an inquiry in the list (optional).




2. Click on the Knowledge Base icon . The GL Solutions window opens.

3. If an inquiry was selected, the selected Product is automatically selected. You may modify it manually or
choose Global scope to search the entire knowledge base.

4. Select a search mode in the Search Mode section (the different modes are explained below). The default
search mode is “Similar words”.

5. Global e-line automatically copies the contents of the Question field from the inquiry into the Search Text text
area. You may modify this text.

6. Click on the Search button. A results list of the search will be displayed.

When the search page is opened without a selected inquiry, the steps are slightly different:
The Search Text text area is empty. In this case, a query should be typed in the text area. The product scope
must be selected manually if needed. Click on the Search button when ready to begin the search.

Search Modes — Similar words

The Similar words search mode makes a search in all solution sheets within the selected Product scope (or the
entire knowledge base, when Global Scope is used).

This type of search will return results for all the pages containing all or part of the words searched for, including
related words.

The intended result is a list of files that best meet the searched words and expressions within the typed query. In
other words, the list of returned files will attempt to follow the idea or subject matter around the query words used,
rather than the exact words used in the query.

Examples
A search on « product » will give a result based on words related to “product”
o “Products”
o “Produces”

A search on “a web based software” will give a result based documents containing the following text:
o “World Wide Web”
0  “Clobal e-line is a web based software”
0  “BusinessLine’s software product”
o “based on web-related technologies”

NOTE
For this type of search, GL Solutions does not take into account any Boolean operators, wildcards
or the proximity operator.

Search Modes — Exact words

The Exact words search mode searches all documents within the selected Product scope (or the entire
knowledge base when Global Scope is used). The text searched for is limited to the exact expression used in the
query text. The typed words and their order are taken into account.

The words from the Exception-Word List are ignored in the query. For example, a search on “Word for Windows”,
would match the expressions “Word for Windows” and “Word and Windows”, when the word “for” is part of the
Exception-Word List list. (For more details, see the Exception-Word List below). The system administrator can
modify this list by adding or removing certain words.

Example
An Exact words search on “product” will return all documents containing “product”.
It will not return documents that do not contain “product”, but will return documents containing similar
words, such as “products”.

ATTENTION
This type of search does not take into account any Boolean operators, wildcards or the proximity
operator.

Search Modes — Exact Text using wildcards (in title or summary)

This type of search mode will filter documents based on the text included in their title or summary description,
within the selected Product scope (or the entire knowledge base when Global Scope is used).




The simplest queries for this type of search mode use only a portion of a word and a wildcard. Combining
wildcards within the text of characters is permitted. The asterisk (*) and question mark (?) are authorized
wildcards. The asterisk matches any string of characters and the question mark matches a single character.

If an asterisk is placed at the beginning of the query text, but none at the end of the text, the results list will display
the documents whose title and/or description ends with the given text.

Exact Text using wildcards (in title or Result

summary):

Text begins with asterisk

*BusinessLine Documents whose title or summary ends with BusinessLine
*usinessLine Documents whose title or summary ends with usinessLine
*Marie. Documents whose title or summary ends with Marie.

If an asterisk is placed at the end of the query text, and none at the beginning, the results list will display the
documents whose title and/or description begins with the given text.

Exact Text using wildcards (in title or Result

summary):

Text ends with asterisk

Solution* Documents whose title or summary begins with Solution
Sol* Documents whose title or summary begins with Sol
Questio* Documents whose title or summary begins with Questio
Question. Answer. Conclu* Documents whose summary begins with this string

In order to find files whose title or summary contains a word, expression or part of a word or expression, the query
text must be surrounded (begin and end) with asterisks.

Example
Given the following document title:
BusinessLine Solution Sheet

The following queries using Exact text using wildcards (in title or summary) will find this document:
Bus*eet
BusinessLine*Sheet
*solution*
*Line*
?usiness*Sol?tion*
?iche de solution BusinessLin?

The following queries using Exact text using wildcards (in title or summary) will NOT find this
document (unless the summary of this document contains only the word “solution”)

*solution

*olution

solution*

solutio*

Example
Given the following document summary (abstract):
Question. Answer. Conclusion. Status. Site: West Point. Created on: 2002/09/25 21:00:00. Sgtgs :
TPS23. Interv. : John Michaels

The following queries using Exact text using wildcards (in title or summary) will find this document:

* Michaels *

*-Michaels. (The . (dot) character is sometimes useful to define the END of the
text, even when this character is not visible in the document)

*-Michaels? (There may be a space at the end of the summary text)

Question* Michaels.?
*Question*Answer*Conclusion*
Question*Status*M?ch*
*TPS23*

*PS2*

The following queries using Exact text using wildcards (in title or summary) will NOT find this
document (unless the title matches the query)
*clusion (Note that the document summary contains “Conclusion” but neither




the title nor the description ENDS WITH the letters “clusion”)

NOTE

The Summary of a solution sheet is an abstract generated either from specified description of the
document (using META tags in HTML documents, for instance) or using the beginning of the
document. The abstracts can be up to 500 characters in length, depending on server settings. The
rest of the document is not included in the summary.

If the query involves a word, which is situated beyond the 500-character limit, the solution sheet will
not be found using this search mode. This is a limitation of the Microsoft Index Server engine on
which GL Solutions is based.

Search Modes Advanced Query

This search mode is recommended for a more advanced use of knowledge base querying.

The most commonly used advanced queries use Boolean operators and/or wildcards:
Boolean operators make it possible to find documents containing (or not containing) several precise
values within the document’s properties.
Wildcards make it possible to find files containing similar or related words.

This list is not complete because it is also possible to make queries based on specific document properties
(DocTitle, DocKeywords, DocAuthor, etc.) depending on which properties are available in the solution sheets of
your knowledge base.

NOTE
For international compatibility (depending language / version of the operating system on the
server), use the short forms of Boolean operators:

& or AND

| or OR

&! or AND NOT
~ or NEAR

Advanced Query with Boolean operators

Boolean operators may be used, such as « AND », « OR » and « AND NOT » (see table below). To search using
Booleans, the operators must be used within the query text.

Below, the basic operators:
Operation Operator Result Example

Printer AND laserjet

Intersection X&Y - Finds documents containing the word Printer and the

word laserJet — without those words finding themselves
X AND Y necessarily adjacent to each other.
Printer OR Laserjet
. X|Y - Finds documents containing the word Printer or the word
Union LaserJet (as in Similar words).
XORY
X&ly Printer AND NOT Laserjet
Exclusion ’ - Finds documents containing the word Printer without
X AND NOT Y containing the word LaserJet.

Fig. 40. Basic Boolean operators

There are several other Boolean operators for use in advanced queries. For example, the proximity operator
(NEAR or ~) makes it possible to find documents in which two words are near one another (example: printer
NEAR HP or printer ~ HP).

Advanced Query with wildcard characters on groups of words
Unless advanced syntax is used, a typical advanced query will function much like a Similar Words query except
that wildcard characters can be used. The search is based on related words and is not limited to the 500 first




characters of the document / description.

Advanced Query using Boolean operators

A few commonly used properties in advanced queries are:
o0 Last modification date

o0 The document’s author

0 The file name and its extension

0 The file size

The Advanced Query search mode can combine document properties and Boolean operators to produce specific
search results. Here are a few examples:

Query Result
@DocAuthor = Donovan Evans Documents whose author is Donovan Evans.
#DocAuthor Donovan* Documents whose author name begins with Donovan.
@write > 02/03/2003 17:00:00 Documents modified after 02/03/2003 17:00 UTC
@filename= readme.??? Files beginning with “readme” having 3 characters in the
extension, such as readme.htm or readme.txt

@filename=*.doc All files with a “.doc” extension (MS-Word document)
@filename=readme.* All files beginning with “readme”, with any kind of extension
@size>500 Files whose size is greater than 500 bytes.
(@size>85000) AND Files whose size is greater than 85 Kbytes with a .doc
(@filename=*.doc) extension

NOTE

To search the DocAuthor, DocKeywords, DocComments and DocTitle properties, the solution
sheets in the knowledge base must be correctly prepared to include these properties. For HTML
documents, the <META ...> tag may be used to define these properties. For example:

<META name="Description” content="the description goes here...”>

5.4 Additional Information

General rules regarding queries

The following rules apply to all search modes:
The queries are case-insensitive
For word-searches, any of the words may be searched except those found in the Exception-Word List.

The following rules apply to advanced queries:
All characters, except for the asterisk (*), dot (.), question mark (?), and pipe (]), are literals and only
search themselves literally.
Literal text may be specified within double quotes (“ ).

Developer’s Note

GL Solutions is entirely based on Microsoft Index Server technology, a highly performing text-based search
engine. For more information concerning operators and characters used in advanced queries, please consult the
associated help files provided on the server.

Please note that the operators used in advanced queries depend on the operating system hosting GL Solutions.
The examples in this chapter are based on a Microsoft Windows 2000 Server configuration.




Annex. Exception-Word List

GL Solutions does not take into account the following words, letters and numbers:

[about |[can |[how |[of [[the |[were |
[after |[come ||if |[on |[their |[what |
[all |[could |fin |[only |[them |[when |
[also |[cid |linto ~|[or |[then  [[where |
lan |[do |lis |[other |there |[which |
[and |[does ||it |[our |[these |[while |
lanother  |leach ||its |[out |[they |[who |
[any |[else [liust ~|lover |[this [[will |
[are |[for |like ~|[re |[those ~ |[with |
as |rom  ||make |[said |[through |{would |
Jat lget___|[many ][same ]fto lyou ]
lbe |lgot [me |[see [[too |lyour |
[because  ||has |[might |[since |junder Jlabcde |
[been |[had  |[more |[should |[up llFanij |
[before |[he |[most |[so |[use |[kimno |
[being |[have  |[much |[some |lvery  |lpqrst |
[between |[her |[must |lstil  |want  Jluvwxy |
[both |[here [[my ]lsuch |lwas |lz $ |
[but |[him |[never |ltake  ||way |[12345 |
[by |[himself |[no |[than  |lwe 67890 |
came his now |[that well

This list is extracted from the Index Server Noise file. Your GL Solutions administrator can modify this
list using a text editor like Note Pad.




ii.  Annex: Stored Procedures

Global e-line allows the execution of certain database processes without using GL Expert. You can launch SQL
language processes directly on the SQL Server. These processes are called ‘stored procedures’. These
procedures interact directly with the schema for the database.

You have access to a certain number of pre-defined stored procedures. In the Procedure window, accessible by

clicking the Stored procedure icon in the GL Manager toolbar, a drop-down list contains the available
stored procedures. You can add procedures, which will be immediately available in the Procedure window.

Description of the Stored Procedures window

Execute
Click the Execute button to execute the stored procedure.

Refresh
Click the Refresh button to go back to the default parameters. The modifications you have made are
deleted, and you can enter new parameters for the stored procedure.

In the upper part of the window, a drop-down list gives access to the Stored Procedures. Select a procedure to
display the parameters. The text fields displays the entry and output parameters. When you select a procedure in
the drop-down list in the upper part of the window, the fields required for this procedure are displayed. You must
then enter the input parameters before executing the procedure.

Every procedure returns an execution return code. These return codes take the value 0 in case of success and
other values in case of errors. In the following paragraphs, every stored procedure delivered with Global e-line is
described in detail, with its function, its input and output parameters etc.

How to use the Stored Procedures (SQL)

1. Click the Stored Procedure icon.

2. Select the procedure you wish to execute in the Procedures drop-down list.

3. Enter the input data for the procedure. Click the Execute button to execute the procedure, or click the
Refresh button to clear all fields.

i.i. sp_ BLChangeCustomer

Input Parameters:

CldO: Native Customer Id

CCreatedByO0: Description: | | X:<external_base_name>
CCIdO: Native Contact Id

Cld1: Recipient Customer Id

CCreatedBy1: Description: | | X:< external_base_name >
CCld1: Recipient Contact Id

i.ii.Transfer of an expert: sp_ BLChangeDept

The procedure sp_BLChangeDept permits you to transfer all Experts from one Group to another Group.

Input Parameters:

Told: Recipient Group Id

Fromld: Native Group Id

Uid: Id of the Expert executing the function

Output parameters:

0: OK

-10: Unknown Expert

-11: Requested right not granted

-12: Unknown right

-33: Update of the table BLAddressBook failed




-34: Native and recipient group are identical
-35: Unknown group

Subsystem failure:
-1000: SQL Server failure
-3000: Application failure (followed by the failed value)

i.iii.Contact: changing codes and Customer adherence: sp BLChangeld

The procedure sp_BLChangeld permits to change the User Code for a contact or to transfer a contact from one
Customer to another.

The first 3 parameters are related to the native data. The 3 following are related to the recipient data. The last is
the sender of the demand.

Input Parameters:

Cldo: Native Customer Id
CcreatedByO0: Customer creator code
(Description: | | X:dbid)
CCldo: Native Contact Id
Cld1: Recipient Customer Id

CCreatedBy1: Customer creator code
(Description: | | X:dbid)

CCld1: Recipient Contact Id

RemoveOriginal: If you wish to delete the Customer if it no longer contains any contacts, enter the value 1.
Otherwise, you can leave the field empty.

uID: Sender of the demand

Examples of changing codes and adherence to customer

To change a contacts’ Code, enter the following values:
CId0: S0008

CCreatedByO: |

CCldo: 01

Cld1: S0008

CCreatedBy1: |
CCld1: 99

To transfer a contact from one customer to another while keeping or changing his Contact code, enter the
following values:

CId0: S0008

CCreatedByO: |

CCldo: 99

Cld1: S0010

CCreatedBy1: |
CCld1: 66

To transfer all contacts from one customer to another existing customer, enter the following values:
CId0: S0010

CCreatedByO: |

CCldo: *

Cld1: S0008

CCreatedBy1: |
CCld1: *

To delete the native customer, who has no more contacts after the transfer, enter the following values:
Cld0: S0008

CCreatedByO0: |

CCldo: *

Cld1: S0010

CCreatedBy1: |

CCld1: *

RemoveOriginal: 1

To transfer all Contacts from one Customer to a new Customer, enter the following values:
Cld0: S0010




CCreatedByO0: |
CCldo: *
Cld1: Nouveau

CCreatedBy1: |
CCld1: *

Copying the native Customer creates the new Customer. Only the Contact code changes.

Output Parameters:

0: OK

-11: Requested right not granted

-26: Unknown Customer

-27: Unknown Contact

-28: Failed insertion in temporary table

-36: Incoherent Parameters

-37: Customer / Contact already exists

-38: Failed creation of temporary table

-39: Failed insertion in the table BLCustomer
-40: Failed insertion in the table BLCustomerContact

Subsystem failure:
-1000: SQL Server failure
-3000: Application failure (followed by the failed value)

i.iv.Searching for a Contact in a Customer: sp_BLCheckContactld

The procedure sp_BLCheckContactld verifies the existence of a Contact in a Customer and return his name.
Such aresearch can also be performed directly in the tree view Customer / Contact, using the search function

activated by the icon !ﬁ

Input Parameters:
Contactld: Contact Code
Customerld: Customer Code

Output parameters:

0: OK
1: Unknown code

i.v.Verifying the existence of a Customer in the Address Book:

sp_BLCheckDept

The procedure sp_BLCheckDept permits you to verify the existence of a Customer in the Address book. Such a
research can also be performed directly in the tree diagram Address Book, using the search function activated by

the icon !ﬁ.

Input Parameters:
Id: Customer code

Output parameters:
0: OK

i.vi. Verifying the existence of a topic: the procedure sp BLCheckProductld

The procedure sp_BLCheckProductld permits you to verify the existence of a Product. Such a research can also
be performed directly in the tree view Products, using the search function activated by the icon !ﬁ

Input Parameters:
Productld: Product Code

Output parameters:
0: OK
1: Unknown code




i.vii.Checking the rights of an Expert: sp_ BLCheckRight

The procedure sp_BLCheckRight allows you to check the rights of an Expert. You can also display the experts’
file in the address book to check this information.

Input Parameters:
Uld: Expert Code
Right: Right code

The rights have the following codes:

1 = Handle Inquiries (UfHandlelnquiries)

2 = Delete others inquiries (UfDeletelnquiries)
3 = Write Address Book (UfWriteAddressBook)
4 = Administrator (UfAdministrator)

5 = Change routing (UfChangeRouting)

6 = Write Customers (UfWriteCustomers)

7 = Use reports (UfUseReports)

8 = Modify toolbar (UfModifyToolbar)

9 = Customization (UfSpecialRight1)

Output parameters:

0: OK

-10: Unknown Expert

-11: Requested right not granted
-12: Unknown right

i.viii.Searching for an expert in the Address Book: sp BLCheckUserld

The procedure sp_BLCheckUserld allows you to check if an expert exists in the Address Book, and access come
information from his file (who created the experts’ file, e-mail address, etc.).

Such a search can also be conducted directly in the Address Book tree view, using the search icon !ﬁ.

Input Parameters:
CreatedByld = Expert code

Output parameters:
0: OK
-10: Unknown expert

i.ix.Searching for an inquiry: sp_BLInquiry

The procedure sp_BLInquiry checks if an inquiry exists.

Input Parameters:
Inquiryld = Inquiry code

Output parameters:
0: OK
1: Unknown code

i.x.Searching for a Customer/Contact: sp BLLoginCustomer

The procedure sp_BLLoginCustomer checks if a Customer/ Contact exists. Such a search can also be conducted
directly in the Address Book tree view, using the search icon !ﬁ

Input parameters:
Customerld = Customer Code
CustomerContactld = Contact Code

Output parameters:
0: Code exists




1: Unknown code

i.xi.Searching for an expert in the Address Book: sp BLLogi

The procedure sp_BLLoginUser checks if an expert exists in the Address Book. Such a search can also be
conducted directly in the Address Book tree view, using the search icon !ﬁ.

Input Parameters:
BLUserld = Expert code
UserPassword = Password

Output parameters:
0: OK

1: Unknown code

2: Incorrect password

i.xii.Moving inquiries: sp_BLMovelnquiries

The sp_BLMovelnquiries procedure allows you to move all inquiries (active and logged) from a Contact to a
different Contact.

Input Parameters:

The 3 first parameters are related to the native data. The following 3 are related to the recipient data, the last is
the sender code for the demand. Example: To transfer the inquiries from the Customer ‘S0008’, Contact ‘01’
towards the Contact ‘99’ in the Customer ‘S0022":

‘sooog’, ‘I, ‘01, ‘S0022', ‘I', ®9©

Output parameters:

0: OK

-1: Failure (unknown cause)

-10: Unknown Expert

-26: Unknown Customer

-27: Unknown Contact

-28: Failed insertion in temporary table
-29: Failed update of the BLActive tables.
-30: Failed updating the BLLogged tables.

Subsystem failure:
-1000: SQL Server failure
-3000: Application failure (followed by the failed value)

i.xiii.Numbering the inquiries: sp BLSETNEXTINQUIRYID

The stored procedure sp_BLSETNEXTINQUIRYID allows the definition of the number of the newt inquiry created
in the database. Normally this procedure is to be used during the initial configuration and then once per year if
you use a prefix for the year.

If you wish to modify the prefix and reset the inquiry numbers to begin numbering from 1, use the stored
procedure sp_BLSETNEXTINQUIRYID. For instance, the first inquiry in the year 2003 could get the number 03-
0001.

1. Inthe Stored procedures window, select the procedure sp_ BLSETNEXTINQUIRYID in the drop-down list.

2. The entry parameters are displayed. To get the current values from the database, click the Execute button,
leaving the fields empty. The current configuration displays.

3. Inthe field Inquiryld, modify the number for the next inquiry to be created in the database. You can e.g.
enter the number 1.

4. In the field NewtPrefix, modify the prefix for the inquiries to come. You could e.g. enter the prefix 03-.

5. Inthe field FlagV, you must enter the value 1 in order to confirm that you wish to modify the values in the
other fields.

6. Click the Execute button to run the stored procedure. Once the procedure has been executed, the field
Nextlnquiryld displays what will be the number of the newt inquiry.

7. Click the Close button.




Please note that you should not modify the contents of the field NextInquiryld. This field simply displays
information.

i.xiv.Other Stored Procedures

In the drop-down list you also find some Stored Procedures that you should only use if assisted by a
BusinessLine consultant or support technician. Most of these procedures concern functions that you can find and
use without any risk in the user interface.

Taken in charge an inquiry: sp_BLTakeCharge: Allows you to take in charge an inquiry.

Un-logging an inquiry: sp_BLUnloglnquiry: Un-logs an inquiry. Un-logging an inquiry can be done in GL

Expert by clicking the unlog icon:

Route an inquiry: sp_BLRoutelnquiry: Routes an inquiry towards a different expert. The routing of inquiries is

normally done in GL Expert, by clicking the route inquiry icon

Logging an inquiry: sp_BLLoglnquiry: Logs an inquiry. Normally, an inquiry is logged in GL Expert by clicking

the Log inquiry icon

Delete inquiry: sp_BLDeletelnquiry: Allows you to delete an active inquiry. Normally inquiries are deleted in GL

Expert by clicking the Delete inquiry icon:

Creating a step: sp_BLCreateTransaction: Allows to create a new step for an inquiry. The creation of new
steps is normally done in GL Expert by selecting the Create step option from the Step drop-down list in the inquiry

screen:

Creating an inquiry: sp_BLCreatelnquiry: Allows you to create an inquiry. Normally, inquiries are created in GL

Expert or GL Contact by clicking the Create inquiry icon

Increment the inquiry number: sp_BLGetInquiryld: Increments the next inquiry number.

Refresh the archiving indicator: sp_BLReinitArchive: Refreshes the archiving indicator. This allows re-
archiving all the previously archived files, e.g. if the template used for archiving has been changed. If the
procedure is executed without purging the knowledge base, all files will exist in double.

Updating the Data Dictionary: sp_BLUpdateBLField: Updates the Data Dictionary after migrating a database.

Reintegrating an inquiry after routing: SP_BLReturninquiry: Reintegrates an inquiry after routing

Updating the name of the database: sp_BLUpdateBName: Updates the name of the database after
reconstructing the base with another name.




