Communicating with the Customer Experience Dashboard

Purpose The Customer Experience Dashboard not only allows you to keep track of your
customer’'s communications with your shop, but it also allows you to send texts
or emails directly from the Dashboard as soon as an Opportunity is created. This
job aid describes how to set up message templates, identify the primary
customer contact, and send texts or emails from the Customer Experience
Dashboard.

Message To begin using this feature, you must first set up message templates for each

Templates type of message you want to be able to send. Message Templates are created
and updated in your Repair Facility Profile or Location Profile. You must specify
if atemplate is for text or email and then fill in the details. Once created, you will
then be able to select it on the Customer Experience Dashboard.

Step Action
1 Go to the Configure Menu and select Profiles.
Configure ~| Toaols - Seal
I My Account A
lProﬁIes
& Machine Settings
I Employees
Teams
Security Roles
| Work Hours
i Accounting Connections
Checklists A
CCC Secure Share™ A
: Grow My Metwork A
2 Open your Repair Facility Profile or select Edit.
Search Results
¥ New Profile [, Import Profiles £ Refresh
i Fender Bender Repair Facility
& ccc TRANNG Insurance Company
Eh CCCTRAINING:EAST ccce EAST C\imOfﬂ:e CHICAGO
Eh CCC TRAINING - WEST ccce WEST Claim Office: CHICAGO
£ TRANNG cCC cce3 Insurance Company
Eh TRAINING CCC - FELDTRAINING cccs TRAMN Claim Office CHICAGO
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Communicating with the Customer Experience Dashboard,
Continued

Message Templates, Continued

Step

Action
3

Profile Settings

Scroll down to Repair Management and select Customer Communications

File Help

|l Save o] Save and Close

Fender Bender

-- Basic Settings
+-47h Estimating

2= Repair Management
-..[0) Carwise

£ Central Review

= L] Customer Communication

Go to Message Templates and select Add.

Profile Settings

File  Help
| Save |l Save and Close

Fender Bender

X
Folow up with customers on opporturities older than

Contact eustamer when repairs complete is dus in
Call Plans

4-Add ¥ Delete & Edit

Set as Default
I Default

Name.

ViednesdayiFriday.

WoniwedrFri

Test template

5 The Communication Template window displays for you to complete. Enter a
Template Name and choose Email or Text as the Type.
\
[ o< [ coel |
6 Use Insert Field to pull information from the Workfile to personalize the message.
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Communicating with the Customer Experience Dashboard,

Continued
Message Templates,
Continued
Step Action
7 Enter the message you want displayed.
8 Select OK to add it.

Send Messages Once you have created Message Templates and have selected the Primary
Contact, itis time to go to the Customer Experience Dashboard to send your

messages.
From the dashboard menu, select Customer Experience.
CCC ONE
New - View -
&7 Quick Start
2, My Work
I |:=‘.J Customer Experience
E  Production Schedule
Calendar
Step Action
1 Select desired Workfile / Opportunity and select Contact Customer in the mini
toolbar.

Customer Experience

Al | ~F New Appointment | (Z1Print - [3>Export

s Customers

Priority RO Number Contact Customer Owner Vehicle Last Contact

To Do Due Date

2015 GMC Sierra 150... —

Opportunities 4 Sooorunty

Ooortunity 2019 TESL Model SA. —

In Process 1

Opportunity
Ready to Deliver 2
Delivered 0 Ooportunty
> Hotsheets

> Customer Replies

] reports

) Contact Customer
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Communicating with the Customer Experience Dashboard,
Continued

Send Messages,

Continued
Step Action
1 The Customer Communications window will appear.
Customer Communications - [m} X
Opportunity
Training RF12  estimator
§2,330.79 estimate total
Prefers email
2015 GMC Sierra 1500 Crew Cab 143.5" W.
Call customer ~
[ Follow-up required by
[ o |
2 Select the way you want to send your Message.
3 Select Send to send your email or Text.
4 Select OK to leave the Contact window.

The message displays on the History Panel after you select Send.

Contact Customer

[Send a text message

[F{epairs Update

7]
7]
TARAH Hello. Pleaze call the shop when you can. We have an update. m

Continued on next page

U‘ LEARNING ®2014-2024. CCC Intelligent Solutions Inc. All rights reserved.
" SERVICES CCC®is a trademark of CCC Intelligent Solutions Inc.



Communicating with the Customer Experience Dashboard,

Continued

Custom
Messages

Itis important to note that you cannot edit the Messages you send unless you
have the proper Security Permissions.

Step

Action

1

Select the Configure drop-down menu, then Security Roles.
'W‘ Tools - Sea

I My Account A

Profiles
I Machine Settings

Employees

I Security Roles
ork Hours

Accounting Connections

Checklists A
CCC Secure Share™ 2
Grow My Network A

Admin User > Edit.

Search Results

/P New Role 5 Refresh o= Print |3, Print Preview  BL] Export to CSV

S

P Admin User 9
§ Basic User . Edit X Delete %
abor ignmen DI

Ensure that the Customer Communication Permission box is checked to allow the
user to Send custom text and email replies.

Admin User - Role X

" Role |_Users(3)

Name: [adrmin user |

Description:

Select user permissions for this role from the list below:

[ Core ~
Bulletins - Manage insurance bulletins

Calendar Dashboard - Manage schedule of appointments

Central Review Dashboard -Manage estimates routed for central review

Contact Center - Search and view (read-only) items in Contact Center

Contact Center - View, schedule, and dispatch assignments from Contact Center
Correspandence - Create, view, and print correspondence

[ Customer Communication - Send custom text and email replies

Customer Contacts - Create, search, view, edit, merge, and delete customer contacts
Customer Contacts - Search and view (read-only) customer contacts

Customer Experience Dashboard - Manage customer communications on workfiles
Diagnostics - Perform diagnostic scans

Employees - Create, edit, and deactivate user login accounts

Employees - Create, search, view, edit, and deactivate employees

ERL Dashboard - View and access Allstate Express Repair Link

Indicators Dashboards - Provides access to DRP Scorecard and Indicators dashbaards
Invitations - Manage DRP invites

Lobby — Administer CCC ONE Lobby settings

Lobby — Allow access to CCC ONE Lobby

Machine Settings - Edit import and export settings

VMobile - Alow access to CCC ONE Mobile -

[ [ o= |

Select OK.
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Communicating with the Customer Experience Dashboard,
Continued

Notes Tab The Messages between you and the Customer also display on the Notes tab.

Contads | Insurance | Inspection | Rental | Vehicle | Estimate | Rates | Attachments | TutaanssVl Notes !Evems | Forms

= ew Note ontact Customer &= Print | nnt Preview
al New Note % C C p Print P

Type | Critical | DateMime Y|  Author Calegory
1082013 1111 AM  System

Customer Communication

Email, automatic status Subject: Update
update Hi Becky,

Ve are nearing completion. The last mile is the toughest If there are any delays, we wil call
you right away.

Thank you,
stimate Review
0a Cerrtos 03 =
wtended Condition W% Emai, automatic status _ Subject. fiello 1082013 1111 AM System Customer Communication
_4 Insurance Messages update HiBecky,

 Taving Warksheet Qa Cerritos 03 wil be sending you repair status updates

Th rancsl ranks with $ha waed "STOD" anhs Ao athar charastare wauld invalidabs tha
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