Using 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. This job aid describes how to identify the
primary customer contact and send texts or emails from the Customer
Experience Dashboard.

Primary The Messaging feature in the Customer Experience Dashboard uses the Primary
Contact Contact and Communications Preference settings you have selected on the
Workfile Contacts Tab.

All Contacts
4 Add - Remove

Contact Type

(123) 456-7830

Smith, Bob

ContactType: | Veehicle Owner - Insured ] Phone Number (s): Phone Type. Phone Number [
‘ Day - (123) 456-7890 |

Company: |

First Name: | \,| [Bob |
Last Name: [smith | [ | Comm. Preference: | cal - (123) 456-7830

Email: [tetsemail@emailtest com | (&) calPlan: [ Tuesday/Thursday ~|

Address(es): Type Address 1 Address 2 city State Zip
Home ~ 167 The Cn\ndGreen St Chicago L ~ 60607

The Primary Contact is shown in dark blue and if there are several Contacts, you
can select which one will be primary.

Remember: You must enter a valid email address and/or a Cell Phone number to
send email or SMS messages via the Customer Experience Dashboard.

Continued on next page

w LEARNING ®2014-2022. CCC Intelligent Solutions Inc. All rights reserved.
“? SERVICES CCC’isatrademark of CCC Intelligent Solutions Inc. 1



Using the Customer Experience Dashboard, Continued

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

oo

messages.
CCC ONE
New - View -
£7  Quick Start
S, Mywork
[3  Customer Experience I
E Production Schedule
Calendar
Step Action
1 Select desired Workfile and click on Contact Customer in the mini
toolbar.
Customer Experience
- New Appointment | (2! Print ~ [3 Export
o Customers Prioity ~ ROMNumber  Confact Customer Owner Vehicle Last Contact Te Do Due Date
Opportunty 2 B 2015 GIC Sierra 150 — -
Ooportunity l 2 Contact Customer xI
B o] 7 o : ,
Delivered o Opportuniy
> Hotsheets
> CustomerReplies
& Reports
The Customer Communications window will appear.
Customer Communications - m] X
Za Opportunity
(33 cell Training RF12 estimator
em Jmailbox.com $2,330.79 estimate total
Prefers email
2015 GMC Sierra 1500 Crew Cab 143.5" W...
ne proto z owner
Za (3
[ Follow-up required by
2 Select the way you want to send your Message.
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Custom
Messages

oo

3

Click Send to send your email or Text.

4

Click OK to leave the Contact window.

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

Contact Customer i

[Send a text message V]

[ Repairs Update - ]

Hello. Please call the shop when you can. We have an update.

It isimportant to note that you cannot edit the Messages you send unless you
have the proper Security Permissions.

Step

Action

1

Click on the Configure drop-down menu, then on Security Roles.

Configure ~| Tools~  Ses
My Account i
Profiles

Machine Settings

Employees

1
l Security Roles
y

Accounting Connections

Checklists n
CCC Secure Share™ n
Grow My Network 2

Select Admin User then click Edit.

Search Results

P NewRole & Refresh | gmu Print |3, Print Preview &%) Export to CSV

P Admin User 9
P Basic User &7 Edit X Delete %

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 (9]

Nome: [admin user |

Description:

Selectuser permissions for this role from the st below:
-4 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, schedue, and dispatch assignments from Contact Center

Correspondence - Create, view, and print corespondence

i is[isfis]sfis

]

Customer Communication - Send custom texct 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, edt, and deactivate user login accounts

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

ERL Dashboard - View and

llstate Express Repair Link
corecard and Indicators dashboards

INNRNNRREE

ter CCC ONE Lobby settings
[ Lobby - Allow access to CCC ONE Lobby
[ Machine Settings - Edit mport and export settings
-[A1 Mobill - Mlow access to CCC ONE Mabile v

Click OK.
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Using the Customer Experience Dashboard, Continued

Notes Tab The Messages you send, and your Customer’s replies also display on the Notes
tab.

Cuntadsr Insuran:er Inspection | Rental Veh\der Estimate | Rates | Attachments TutaILusq Nnts! Events I Forms

ER o | New Note % Contact Customer = Print |0}, Print Preview
@ General Critical DateTime ¥ Author
|5 Contact Center Email, automatic status Subject: Update 1052 System Customer Communication
@ contacts update Hi Becky,
tomer Communication Ve are nearing completion. The last mike is the toughest If there are any delays, we wil call
3 Damage you right away.
[ Estimate Thank you,

(2 Estimate Review

- ) Qa Cerritos 03 E
(4 Extended Condition W% Emai, automatic status Subject: Hello 1008 System Customer Communication
|4 Insurance Messages update Hi Becky,

(5 Towing Worksheet Qa Cerritos 03 wil be sending you repair status updates.

Th rancsl ranks with $ha waed "STOD" anhs Ao athar sharastare wauld invakidats tha
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