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About this Guide




Introduction

Welcome to the Cisco E-Mail Manager Agent Guide. This introduction contains the

following sections:

I Audience

I Cisco E-Mail Manager Documentation

I Getting Started with Cisco E-Mail Manager

I Getting Help

Audience

This guide is written for agents who read and respond to email messages. Tasks
described are those that an agent based on the ___averageuser role can perform.
Since Cisco E-Mail Manager is highly configurable:

I Agents, depending on their role flag settings, may not be able to access every
screen described in this guide.

I Not all features within a screen may be available to the agent.

Cisco E-Mail Manager Documentation

The following documentation is available for E-Mail Manager Release 5.0(0):

Document

Cisco E-Mail
Manager
Overview Guide

Cisco E-Mail
Manager
Administration
Guide

Audience

All E-Mail
Manager users.

Administrators
and managers
working with the
Administration
Desktop.

Description

An overview of E-
Mail Manager
functionality,
capability, and
architecture.

Conceptual
information about
typical
administrative
and managerial

Where to Find

Cisco E-Mail
Manager CD

Help menu in the
Administration
Desktop

Cisco Web site:
WWW.Cisco.com

Cisco E-Mail
Manager CD

Help menu in the
Administration
Desktop
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Cisco E-Mail
Manager Agent
Guide

Cisco E-Mail
Manager
Installation and
Configuration
Guide

Cisco E-Mail
Manager
Database Guide

Cisco E-Mail
Manager
Implementation
and
Customization
Guide

Managers who set
up agents and
determine how
they will respond
to e-mail
messages, as well
as those agents.

Those who install
and configure E-
Mail Manager on
the server.

Those who
maintain the
database used by
E-Mail Manager,
and those who
generate reports.

Those who are
implementing and
customizing E-
Mail Manager to
fit particular
business needs of
the customer.

tasks done
through the
Administration
Desktop.

Conceptual
information about
typical agent
tasks done
through the Agent
Desktop.

Instructions and
requirements for
installing and
configuring E-Mail
Manager on the
server.

Descriptions of all
database tables
and columns

Guidelines on
implementing E-
Mail Manager to
meet your
business needs,
instructions on
customizing the
look of the Web
interface, and
information about
extending the
capabilities of
rules and
templates.

Cisco Web site:
WWW.Cisco.com

Cisco E-Mail
Manager CD

Help icon in the
Agent Desktop

Cisco Web site:
WWW.CiSCO.com

Cisco E-Mail
Manager CD

Help menu in the
Administration
Desktop

Cisco Web site:
WWW.Cisco.com

Cisco E-Mail
Manager CD

Help menu in the
Administration
Desktop

Cisco Web site:
WWW.Cisco.com

Cisco E-Mail
Manager CD

Help menu in the
Administration
Desktop

Cisco Web site:
WWW.CiSCO.com
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Cisco E-Mail
Manager
Application
Programming
Interface Guide

Cisco E-Mail
Manager External
Data Access
Guide

Release Notes

Programmers and
developers
creating external
application to E-
Mail Manager that
work with agents
and messages.

Programmers and
developers
customizing E-
Mail Manager to
work with data
from an external
database.

Those who are
administering and
managing E-Mail
Manager.

Reference
information,
instructions, and
examples on
building
applications that
communicate with
the E-Mail
Manager API
Server.

Information on
the External Data
Access toolkit,
which
demonstrates how
data from

external
databases can be
used within E-Mail
Manager.

Information about
the current
release, known
problems, and
documentation
updates.

Cisco E-Mail
Manager CD
Help menu in the
Administration
Desktop

Cisco Web site:
WWW.Cisco.com

Cisco E-Mail
Manager CD

Help menu in the
Administration
Desktop

Cisco Web site:
WWW.CiSCO.com

Cisco E-Mail
Manager CD

Cisco Web site:
WWW.CiSCO.com

In addition, for all screens in the Agent Desktop and the Administration Desktop,

there is online help.

If you are integrating E-Mail Manager with ICM Software, you should also consult the
Cisco ICM Software documentation set.

Getting Started with Cisco E-Mail Manager

This section contains the following information:

I Browser Versions
I Browser Settings

I Desktop Colors

12
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I Logging In to the Agent Desktop
! Logging In to the Administration Desktop

For more information about getting started with E-Mail Manager, or if you cannot
successfully log in, see your system administrator.

Browser Versions

To use the E-Mail Manager Web interface, you must be using Internet Explorer 5.5 or
Internet Explorer 6.0.

Browser Settings
Before using E-Mail Manager, ensure that your browser is set up to:
I Always accept cookies.

I Compare the document in cache to the document on the network once per
session.

I Enable JavaScript
I Enable Style Sheets

Caution: Internet Explorer must use the Microsoft Virtual Machine for Java Applets.
Ensure that the Sun Virtual Machine is not selected in the Advanced Tab of the
Internet Options dialog box. (This option may or may not be available, depending on
whether the Sun's Virtual Machine was installed and the options selected.)

For specific instructions, see the documentation for your browser.

Desktop Colors

Your desktop computer must be set to display at least 256 colors in order for you to
use E-Mail Manager successfully.

Logging In to the Agent Desktop

To log into the Agent Desktop, you can point your browser to server in one of the
following ways:

13
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a. http://<host Nane>/ <i nst anceNane>
b. http://<host Name>/ <i nst anceNane>/ def aul t/ CEM i ndex. ht m

c. http://<host name>/ <i nst anceNanme>/ ui commander ?r eq=CEM user Mai nt ena
nce. CEM.ogi nSt ar t

Note: The instance name part of the URL is case-sensitive and must be entered
exactly as the instance was named on the E-Mail Manager server.

You may want to include your user ID in the bookmarked URL, to automatically
populate the Login Name field when the Log In page opens. To do this, you must use
the URL in option b above, and include the user iD as follows:

htt p: // <host Name>/ <i nst anceNane>/ def aul t / CEM i ndex. ht ml ?user=user| D

Caution: Do not attempt to run multiple browser sessions on the same desktop with
different user IDs or connected to different servers. Unexpected errors may result.

Logging In to the Administration Desktop

To log into the Administration Desktop, point your browser to the name of the
server, followed by the port number, as follows:

http://server-nane: port - nunber

The default port number for the Administration Desktop is 8088. If your installation
has multiple instances, other instances will have different port numbers.

In the Log In screen, enter your Login Name and Password.

If there is another active session with your Login Name, you are prompted to close
that session and log in again.

Caution: Do not attempt to run multiple browser sessions on the same desktop with
different user IDs or connected to different servers. Unexpected errors may result.

Getting Help

For issues with Cisoc E-Mail Manager, your system manager can open a case through
the Technical Assistance Center on the Cisco Web site: www.cisco.com. You will need
your Contract ID to open a case.

If you have questions, please call us at 800-553-2447, option #3, or send email to
tac@cisco.com. From outside of the United States, call 1-408-526-7209.

14
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Retrieving Messages

This topic describes the various methods you may employ to retrieve messages in
Cisco E-Mail Manager. You can access messages from several different screens in the
user interface.

This topic contains the following sections:
I About Pulling Messages from the Status Screen
I  How to Pull Messages from the Status Screen
I About Picking Messages from a Queue
I  How to Pick Messages from a Queue
I About Outgoing Queues and Queue Choosers
! About Push Mode
I About Message Searches
I  How to Search for Messages
! About MailTrack
! Menu Commands

Note: There are a wide variety of settings for E-Mail Manager. Consequently, your
screens may not exactly match the screen captures pictured here.

About Pulling Messages from the Status Screen

The Status screen shows the status of your personal queues, skill group queues and
messages. This section contains the following concepts:

I Status Screen Information

I The Workflow in the Status Screen

Status Screen Information

The Status Screen lists:
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The total number of messages in each queue you belong to
The number of new messages in each queue

The number of overdue messages in each queue

Ciseo Sustims Active Answered Longest Waiting ' Logged In 2
it 2 0 130:20:30:34 | 7d:21:53:05 =l

Log Out  Help

@ Open from all gueues

Get Next Personal/Skill Group Queue Message Counts
Total Hew Overdue
£
Jason 2 0 1
i
[ (== [Dacument: Done

The Workflow in the Status Screen

Status Screen

Fesponse Screen

17
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How to Pull Messages from the Status Screen
I Opening the Status Screen
I Opening the Response Screen from the Status Screen
I Opening Your Personal Queue from the Status Screen

I Opening a Skill Group Queue from the Status Screen

Opening the Status Screen

You may have the Status screen set as your default screen in your Personal Profile,
which means the Status screen is the first screen you see after you log on. If not,
you can access the Status screen by clicking Process Messages > Status on the
navigation menu.

Opening the Response Screen from the Status Screen

You have two options for opening messages in the Response screen from the Status
screen:

I Click Qﬁ next to a queue name to open the Response screen for a message in that
queue. E-Mail Manager opens the oldest message with the highest priority first.

. Open from all qgueues
Click é“% B 4 to open the Response screen for messages from any of

your queues. E-Mail Manager opens the oldest message with the highest priority
first.

Opening Your Personal Queue from the Status Screen

Click your Agent username to open your Personal Queue.

To Open a Skill Group Queue from the Status Screen

Click a skill group queue name to open a Skill Group Queue.

About Picking Messages from a Queue
I What is a Queue?

I Queue Workflow

18
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What is a Queue?

A queue is where messages are stored. Each agent has a personal queue, but can
also belong to skill group queues. You can also view system queues. This section
describes every type of queue.

Personal Queue

Your personal queue contains messages specifically assigned to you that you haven't
archived yet. The oldest messages with the highest priority are the first listed.
Depending on how your personal profile is configured, your personal queue may or
may not be your default screen. If you begin at the Status screen, you need to click
your username to open your personal queue. You can also access the personal queue
from the navigation menu by selecting Process Messages > Personal Queue.

Skill Group Queue

Created by an administrator, a skill group queue is a queue that a skill group of
selected agents have access to. These selected agents can choose messages in the
queue to read and respond to. Once you choose a message from a skill group queue,
however, you claim it. If you open a message from a skill group queue and do not
archive it, it moves to your personal queue. You can belong to more than one skill

group.

System Queues
There are four types of system queues:
Unassigned Queue
rejected Queue
admins Queue
external Routing Error Queue
Unassigned Queue

The Unassigned queue contains messages that have not been assigned to any agent
or skill group. You can open the Unassigned queue and claim messages to work on.
The Unassigned queue has the same options as a regular queue. Once you claim a
message, it belongs to you. If you close it without archiving it, the message goes to
your personal queue, not the Unassigned queue.

rejected Queue

The rejected queue contains messages that have been rejected by E-Mail Manager
agents or administrators. The rejected queue has the same options as a regular

19
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queue. From the rejected queue, you can open and work on messages. If you open a
rejected message, you own it; it no longer resides in the rejected queue.

admins Queue

Depending on your associated role, you can view messages sent to an administrator
through the contact admin function. The admin queue contains the same options as
a regular queue. The only difference is that the messages you view were created by
E-Mail Manager agents and sent to administrators; they are not messages from
outside customers. You can view, claim and respond to these messages.

external Routing Error Queue
The external Routing Error queue only exists when Cisco E-Mail Manager is
integrated with ICM. If there is an error when a message is being routed by the ICM,

Cisco E-Mail Manager puts it into the external Routing Error queue. You can claim
messages from this queue and work on them.

Queue Workflow

This diagram shows the typical work flow of a "_pick" agent once they access a
queue:

Cluels «

Fesponse Screen,
respondto a
message

How to Pick Messages from a Queue
This section shows you how to open a queue and retrieve messages from it.
Opening a Queue

Opening Messages in Your Personal Queue

20
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I Opening Messages from a Skill Group Queue
I Opening the Unassigned Queue

I Opening the rejected Queue

I Opening the admins Queue

I Opening the external Routing Error Queue

Note: The maximum number of route-requests allowed from CEM to ICM is 5000.
When you exceed this limit, no more route-requests will be sent to ICM from CEM
until the number of outstanding requests has fallen below the maximum number.

Opening a Queue

To Access a Queue:

! Click the Qﬁ icon in the Status screen
I Click Process Messages > Personal (for your Personal Queue)
I Click Process Messages > SKill Group Queues (for your Skill Group Queues)

I Click Process Messages > System Queues (for the Unassigned, rejected, admins or
external Routing Error Queue)

From a queue, you can:
I Open a message in the Response screen
I View a Message
I View the Message History
I View the Message Fields
! Use the Menu Commands

Note: CEM recognizes e-mail sent in any format other than plain text as an
attachment. For example: When a mail is sent in a 'Rich Text' format, it comes as an
attachment.
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Opening Messages in your Personal Queue

To open a message in the personal queue, click @ to open the Response screen for
that message.

Note: Depending on the message state and your role flags, you may open the
message in the Message screen.

See the image below for definitions of the queue options.

Cisto Svsmems 5 A m 2)
W User jt Queue J

Log Out Hel,

‘ Select Manage Special
Select Open View From : Status 0 Subject : Date : History
Personal Queve - @ ¥ jfushey@cisco.com - é dn #?52233230,:0:,‘ =]
) _ Jul 23, 2001 m
- @ 4 Juoheyi@eisco.cam P Hello 12:53:40 M m E E
r @ 14 Jucheyi@cisco.com - é Help Ju|.23., 2001 =]
12:53:42 PM
r @ ¥ Jucheyi@cisco.com - é Support Ju|.23., 2001 =
12:53:43 PM
11-4]

Opening Messages from a Skill Group Queue
To view a skill group queue, either:
! Click on the queue name in the Status screen.

I Select the skill group name from Process Messages = Skill Group Queues.

APISKIGroup

22
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To open a message in the skill group queue, click @ to claim the message.

Opening the Unassigned Queue

You open the Unassigned queue from Process Messages > System Queues >
Unassigned.

Opening the rejected Queue

To open the rejected queue, select Process Messages > System Queues >
rejected.

Opening the admins Queue

You open the admins queue by clicking Process Messages > System Queues >
admins.

Opening the external Routing Error Queue

The external Routing Error queue only exists in an integrated instance of Cisco E-Mail
Manager. You open the external Routing Error queue by clicking Process Messages
> System Queues > External Error.

About Outgoing Queues and Queue Choosers
This topic covers the following sections:
I Outgoing Queues

I Queue Choosers

Outgoing Queues

The outgoing queues contain the same options as your personal queue, only the
menu options differ. Messages in outgoing queues have been created and sent by
agents. You access an outgoing queues dialog, and select from:

I Sent Mail- Mail that has already been sent by agents.

I Error-Internal Mail- Mail that entered your queues through an internal address.
See the About Mail Errors section for more information about Error queues.
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Error-Archived Mail- Mail that could not be sent and was then archived. See the
About Mail Errors section for more information about Error queues.

MailTrack Sent Mail- The MailTrack feature forwards a copy of the incoming mail
to an agent on an external account. In order to do this, it has to send a piece of
mail out. This mail appears in this count. Notifications, forwards and MailTrack
errors may also be listed in this queue.

Any additional Mail Queues.

Outgoing Mail Queues

Queues: |-- Select One -- j

- Select One --
Sent (1)

Error--Internal (3
MailTrack Sent (5)

Queue Chooser

The queue chooser lets you open any agent or skill group queue. Thus, you can view
the messages in any queue. Although you can view every queue, you can only open

the Response screen for messages in your personal queue or skill group queues. For
queues you don't belong to, you can only view messages in the Message screen.

Note: Your associated role determines which queues you can access.

About Push Mode

Administrators can designate agents for push mode. E-Mail Manager pushes
messages to agents in push mode when messages enter the system. Thus, you do
not have to go to a queue and select a message, E-Mail Manager instead opens the
message on your screen. If you are a push agent, you enter push mode after login
by selecting Process Messages > Ready for Push. See Changing Your Working
Modes for more information on push mode.

Note: You still need to go to your personal queue to access messages that you
previously opened and postponed working on.
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About Message Searches
The Message Search results screen opens after you run a search for messages.
Viewing the Search Results Screen

Viewing Messages

Viewing the Search Results Screen

After you run a search from the Search Messages screen, the Search Results screen
opens. The Search Results screen displays all the messages in E-Mail Manager that
matched your search criteria. This screen resembles a queue. From the Search
Results screen, you can open, view and, in some cases, respond to messages. See
the Agent Help for more information on message options.

Note: If you run a search and do not have the associated role to view the messages
identified, you receive a blank page with a message indicating that your search could
not retrieve the messages matching that criteria. Talk to your administrator to
change your associated role and view the messages.

Search Results it ; .

Log Out Help

Select Manage Special

12:53:40 PM
DT20010720_0000000102  Jul 20, 2001
Docserver up with Drop § 4:39:55 P

Select Open View From = status () Subject = Date = Owner =
: _ DT20010723_0000000001  Jul 24, 2001 ;
o8 b s &= do 11084z am
I @ (3 mhoeher@cisco.com - @ Docserver up with Drop & ﬂfg;ﬁfﬁ Mark
b : - o DT20010723_0000000005  Jul 24, 2001 ;
roa Alias Support MAezrem
Il @ 3 jtuohey@cisco.com - |> Hello Jul 23, 2001 it
r& 2

b Alias -

Viewing messages
There are two options for viewing messages from the Search Results screen:
The View option

The Open option

25
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How to Search for Messages

The Search Messages screen lets you define search criteria and search E-Mail
Manager for messages that fit that criteria. This section covers the following
concepts:

Opening the Search Messages Screen
Creating Searches

Running Searches

Using Search Fields

Saving a Search

Using Saved Searches

Opening the Search Messages Screen

The search tool allows you to search for messages according to specific information,
such as date and content. To access the Search Messages screen, click Process
Messages > Search.

Creating Searches
To create a search, fill out the search criteria to fit your needs.

Note: You do not need to fill in every field in the Search Message screen to run a
search.

Running Searches

Fill out the search fields in the Search Message screen to customize your search. This
allows E-Mail Manager to quickly identify the messages you are looking for.

& 5earch

After you fill out the search fields, select to run the search. E-Mail
Manager runs a search for all the messages that fit your search criteria and the
Search Results screen opens.

Once you have run a search, the Search Results screen appears.

Using Search Fields

The Search Messages screen has numerous search criteria. The search criteria is
listed below, with links to detailed explanations.
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Type

Original Owner
Category

Field

Exact Search Fields
Date

Tracking Number

Type

This option retrieves messages according to their state. In the example above, the

search is looking for "Incoming Unread" messages.

Type Option

Definition

Incoming Archived
Unreplied

Incoming mail that hasn't been responded to, but is
archived.

Incoming Archived
Replied

Incoming mail that has been responded to and is
archived.

Incoming New

Incoming mail that hasn't been read by an agent
yet.

Incoming Read Replied

Incoming mail that has been read and replied to.

Incoming Read Unreplied

Incoming mail that has been read but not replied to.

Incoming Overdue

Incoming mail that is overdue for a response.

Incoming Warning

Retrieves messages that have passed the escalation
warning threshold, but have not passed the overdue
escalation point.

Outgoing Sent

A response that has been sent by an agent.

Outgoing Waiting

A composed response that has yet to be sent.
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Outgoing Error- Over A message that was not sent because of an SMTP
Retry Count gateway failure.
Outgoing Error-Internal A message that was not sent because of an internal

error, such as an invalid e-mail address.

Internal Unread A message sent to an administrator that hasn't been
read.
Internal Read Replied A message sent to an administrator that has been

read and replied to.

Internal Read Unreplied A message sent to an administrator that has been
read but not replied to.

Internal Archived A message sent to an administrator that has been
Unreplied archived but not replied to.

Internal Archived Replied A message sent to an administrator that has been
archived and replied to.

Note: Selecting Incoming Unread from the search screen only produces "new"
messages, not those in a warning or overdue state. Currently, you cannot find
unopened messages if their state is overdue or warning. These states cancel the
unopened state. If you wish to search for all unreplied messages, however, you
can select the new, overdue, read unreplied and warning options.

Search Field Option Definition
By Owner This option retrieves messages by the

agent who owns them.

By Original Owner This option retrieves messages by the
agent who originally owned them.

Category Categories are words and phrases that
a user or system rule associates with a
message.
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Field

This option allows you to retrieve
messages according to the messages':

I If any of these fields
I Subject

! Sender

I Recipient

! If all of these fields

You can further specify these fields by
typing word(s) to search for in
messages in the blank fields. Then, you
narrow the search with the second
drop-down list to identify messages
with:

! Any of the words you just typed
I All of the words you just typed
I None of the words you just typed

I Match exact phrases

Note: The By Field option is case-
insensitive.

Note: If you enter a search phrase that
has spaces, you need to put the phrase
in quotes (" ") in order for the search
to work. For instance, if you wanted to
search the subject for: Summary Test
Results, you would need to type
"Summary Test Results.”

Exact Search Fields

You'll notice that the three search fields
in the By Field option have And
following them. This means if you enter
information into more than one search
field, the search only finds messages
that meet all the criteria listed.
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Date You enter a date and time to search
for. You can search for messages from:

I Within a period of time
I Not within a period of time

You can also click the Set to Today
option to set the date to today's date.

Tracking Number Enter a tracking number to find the
messages associated with that number.

Note: The date/time format in the older versions of CEM was abbreviated, as in:
Thu, 12 May 2005 12:30 EST.

In Cisco E-Mail Manager 5.0 and higher versions the date/time format is changed to
a numeric value offset, as in: Thu, 12 May 2005 12:30:32 -0300.

Saving a Search
You can save any search you create, to reuse at a later date.
To save a search, select the Save Search option from the Special menu.

You access the Search Results by running a search from the Message Search screen.

30



Retrieving Messages

"OPEN SAVED SEARCHES

By Type By Owner By Original Owner By Category

--lgnare-- «| |--lgnare-- i’

Incoming Archived Unreplied Self

Incoming Archived Heplied apis sub302 apis_sub302

Incoming Mew atrasi atrasi

Incoming Read Replied x| |dhiren_test x| |dhiren_test x|

By Field

Exact Search Fields
|If5uhjec:t jlhaa any of these wards: jl"hulk mail” And
|IfSender jlhaa any of these words: jlgfrancn@hntmail.cum And
IIfRecipients jlhas any of these words: jl And

By $I_I'E:]T By Tracking Number [ exact match

Date I--Ignnre-- j

TODAY

Mid  =|[Jan =]
Mid | [Jan =]

=] |2000 +|
| |z001 +|

Using Saved Searches

Agents can save a search, so that they can use the same search criteria in the

future. Thus, you can use these previously created searches instead of entering new
information into the search fields.

- " ™ -
To access a saved search, click the ~OPENSAVEDSEARCHES. joon and choose one of the
searches listed. You save a search from the Search Results screen, which pops up
after you perform the search.

Note: Searches are saved on a per-user basis. Searches that you save are not
accessible by other users, and you cannot use searches saved by other users.

About MailTrack

This section describes the following MailTrack concepts:
!  What is MailTrack?
I Headings

I MailTrack Workflow
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What is MailTrack?

MailTrack is the forwarding of a message, as well as the tracking number, suggested
response, templates, comments, and any other system information associated with
the message.

Note: The tracking number is included in the subject, heading and body lines.

MailTrack messages get forwarded through Cisco E-Mail Manager to the agent's or
skill group's default notification email address.

An agent responds to a MailTrack message from the default notification address,
using a standard e-mail program. The response is sent through Cisco E-Mail
Manager. This ensures that the message gets properly tracked and that the customer
cannot directly respond to the default notification e-mail address.

MailTrack creates a new piece of mail which includes special headers, the original
mail, notes and suggested templates so that mail can be handled by a mail client.

To use mailtrack:
Enable MailTrack
Add Comments
Add Suggested Templates (Note: Any template attachments are NOT be available)
Add Signatures
Add Priority
Attach Original Message
Cisco E-Mail Manager qualifies the following clients:
Outlook Express
Outlook 2000
Netscape Messenger

Eudora 4.3

Headings

Featured below is a picture of the MailTrack headings.

32



Retrieving Messages

MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=
MTH=

Depending on how you're agent profile is configured, this section of the MailTrack

Thiz iz a MailTrack 30 mez=sadge.

Tou must not alter the coded header hlock helow

All lines or cguoted lines starting with "MTH>" mwmust remain.
A1l lines or guoted lines starting with "MT:>" must be removed.

Failure to do 2o will result in an error.

———MAILTRACE BLOCE BEGIN---

Q111NN ZE N e Y WA LS UA ID AN g3 ZETA I NwE 2 ZTEX ZDRR M2 Ox MDAEMD IS YIEwW
Nz IyDopDUWELTINAXI ] ZTogRG T2V ydWyDOp DT ZvhZ06IE L hewagaGol
TrWy IDxtacd 1 TV yoCHNpe 2 NvLndlvh TANCENEZVGE 6 IEpheZ29ulFR1bEhle3 Al
anBElbzhleUBijaXNibhySibe 0+LCBZ YT hwh v AR WFyaldoh2ViZEiJAeWFokbhi8n
TZ2OLPgOEOQ1LIEYER]IOiBGewksIDAOIEF 1 ZvAvMDAWIDEI O M1OJNE I COwND L
DopDWVN1¥p l¥3 Qe ICBEYWlsdHIhYasgoe i hwdlxk IGT 1 IHAvewt phincNC RN Z
T3duZZIeIGpo0dMIo ZXkNCgOEUGx 1TIN]IIGIuT2x1Z2GUgACGhl IGEvhGxwdZ 1u
ZvB2alWs lIGIuIGFshCEByZEEsallWVeLgOEVHILYZ tphicegbn Ve VoW yOiBEVD Iw
MDAwOD ANz AvMDAwMD AN TIgD QoNCgOEQ11Ealdle 30 IDEIMIEANDOQwZGIE
NGU4MwF lOTF ) ZTeeND YN EwOTLI1DOO=

———MAILTRACE BLOCE END--—-—-

End of the MailTrack 50 headers=.

could include:

A space for your response

The message text

Any notes associated with the message

Suggested responses you can use

The tracking number (in subject lines)

All your customized signatures
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MT> Prepare your response here:

Mark HcHMahon <{mmch@yahoo.com> wrote:

> My browser won't load certain applications.
>

HT> This HMessage®s Priority was Urgent
HT> Hotes: (1)

MT> Mote #1, author: system

MT> This is a sample note

MT> Suggested Responses: (1)

MT> Suggested response:1, Sample Template
Restart your computer and try again.

MT> End of suggested responses.

Please include the following line in all replies.
Tracking number: DT20000804 0000000812

HT> Choose one of these signatures:

MT> Signature # 1

Sincerely,
Gerrard Thock

HT> Signature # 2

Gerrard Thock
HMT> Signature # 3
Yours Truly,

Gerrard

MT> End of the MailTrack HMessage

You should either:

Type a response to the customer underneath the prepare your response here:
section, or

Use one of the suggested responses listed.

Warning: Don't alter any of the MTH> headings in the messages, and make sure
you include them in the response. However, you must delete the lines that begin
with MT>. If you do not, you get an error message when you try to send your
response.
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MailTrack Workflow

This workflow shows the steps involved in processing a MailTrack message.

M customer@company .com  e—0—————— Re sponse [N e

[Automatically archived)

Internet
| S eMail
= O=8
Original Message > Manager

elail

Manager
Processing or

MailTrack to user's
email address.

Actions Actions

Menu Commands

You can select commands from these three menus at the top of your queue screen:
Select
Manage

Special
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Message Fields in the Queue

This topic defines the fields in the queue:
Queue Image Map
Select
Open
Claim
View
From
Status
Subject
Date
Retry Count
History

Owner

i
Note: You can click the ¥ next to the headings to realign the order of the messages
in the queue.

Note: Depending on your associated role and the queue you are in, you many not
see all of these fields.

Queue Image Map

The definitions below explain the various message fields depicted in a queue. You
'y

can also click on this image map to see an explanation of that field. If you seea ¥
icon listed next to the field, you can rearrange the order of the field's contents by
clicking on it.
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Cisco SysTems e e :
W User jt Queue ..
’ ¥ Log Out Help
Select Manage Special
+ Process Messages Select Open View From : Status 0 Subject : Date : History
r & b juohey@ciscocom - & do Jul 23, 2001 [ =l
Status 12:52:38 PM
i - Jul 23, 200
¥ skill Group Queues r & b juohey@eiscocom P Hello e P El
iz s & b jtuohey@cisco.com - 4 Help ul 25, 2000 B
Search 12:53:42 PM
Outgoing Queues & b jtuohey@eisco.com - & Support :;'_5233_'42305;‘ =]
F Templates 1.4] o
b Create Messages

Select

You can make a check mark in this box to select that message. You select one or
more messages and then choose an option from the Manage menu.

Open

Click @ to view the message in the Response screen or Message screen, depending
on your preferences and the state of the message.

Claim

The claim option appears in skill group queues. Click @ to open the message in the
Response screen and claim it. Claiming a message means assigning it to yourself.
Once you claim a message from a skill group queue you own it; it no longer belongs
to the group queue. If you do not archive this message, E-Mail Manager stores it in
your personal queue, not the group queue.

View

You view messages in a queue. Viewing messages allows you to read a message text
without having to open the Response or Message screen.

If you click b next to the message you want to view, the message text appears
below.
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Select Manage Special

Select Open View From o= status Subject o Date = Owner =

) DT20010723_0000000001 Jul 24, 2001
v — - i
roa Alias & do 10ga2am N

i)

Please include the following line in all replies.
Tracking nurmber, DT20010723_0000000001

Note: You cannot view attachments when previewing a message.

From

The email address of the sender. The From option lets you run a search to organize
the message list. Click the word "from™ to open a search dialog box. Enter a search
word or phrase into the dialog box and click OK. Messages in your queue matching
the search appear at the top of your list. You don't need to put quotes around the
words you type in the search box.

Note: The search looks for any sub-string of the word(s) you typed, not merely the
word itself.

Status

i)

The status of the message. You can click the icon to view status definitions.
Subject

The subject of the message as entered by the sender. The Subject option lets you
run a search to organize the message list. Messages in your queue matching the
search appear at the top of your list. Click the word "Subject" to open a search
dialog box. Enter a search word or phrase into the dialog box and click OK.

Note: The search looks for any sub-string of the word(s) you typed, not merely the
word itself.

Note: If you search for a phrase or expression with spaces, you need to place
quotation marks around the phrase.

Date

The date the message was sent.
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Retry Count

For Outgoing messages, this is the amount of times that Cisco E-Mail Manager
attempted to send the message.

History

There are three icons under the History section you can select.
1 EL click this to open the Notes and Messaging screen.

! [+ Click this to open the Sender History screen.

! - Click this to open the Tracking History screen.

Owner

This field does not appear in a regular queue. However, it is in a Search Results
queue. This field shows the agent who owns the message.
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Changing your Working Modes

If you are a push agent, you can change your working modes. You can enter push
mode, and once there, you can change your availability to receive messages.

Note: This section only concerns push agents.
This topic contains the following sections:

! About Modes

! Entering and Exiting Push Mode

I Waiting for New Mail

About Modes
! About Push Mode

! Available Modes

About Push Mode

When you enter push mode, the highest priority message in the system that you can
work on opens. If there are no messages in the system for you to work on, the Wait
screen opens and you wait until a message is "pushed” to you. When a message that
you can work on enters the system, that message opens in either the Message or
Response screens, depending on your associated role. Once the message is pushed
to you, you work on that message. After you finish with the message, the next
available message is pushed to you. If there are no available messages, you return
to the Wait screen to wait for the next available message.

Depending on your associated role, you may automatically be in push mode when
you log into Cisco E-Mail Manager.

Available Modes

When in push mode, a traffic light icon appears in the upper left of your screen. This
traffic light indicates your status mode while in push mode. The two available modes
are:
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Iﬁ The green light icon means you are in push mode and
s, ready to receive messages. If you click on the green
EER light icon you enter the Not Ready mode, meaning

you can work on the message you have open, but
when you complete it no additional messages are
pushed to you.

[g] The red light icon means you are no longer ready to
receive messages. If you enter the not ready mode
Mot Ready when you are working on a message, you may

continue working on that message. To enter the push
mode, click the not ready icon.

Entering and Exiting Push Mode
I Entering Push Mode

I Exiting Push Mode

Entering Push Mode
If you are a push agent, you enter push mode by:

! Selecting Processing Messages = Ready for Push.

[ﬁ] Enter Ready for Puzh Mode
I  Select on the Status screen.

&

I Click MotReady \yhile in push mode.

Exiting Push Mode

I

If you want to exit push mode, select the =3  icon.

Waiting for New Mail

When there is no mail in the Cisco E-Mail Manager system that can be pushed to
you, you enter the Wait screen. The Wait screen monitors your recent activity,
listing:
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Your current mode
Message counts from User and Group queues
The Agent Real-time Status

Once a message enters the system, E-Mail Manager automatically retrieves it for
you. Depending on your associated role, the message may open in either the Read or
Response screens.

Giseo SYsTEMS

current Mode: Push (waiting for new mail)

Personal’Skill Group Queue Message Counts
Total New Overdue
jt2 g i 1
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Working with Messages in the Queue

This section describes:
I Working with Messages
I  How to Work with Messages

I  Menu Commands in the Queue

Working with Messages

This sections discusses the options you can use to view, claim and open messages.
I About Claiming Messages
I Working with Archived Messages

I Working with Attachments

About Claiming Messages

If you belong to a skill group queue, you need to claim messages from that queue
before you can begin working on them. Claiming a message moves it from a skill
group queue to your personal queue, making you the sole owner of that message.

Working with Archived Messages

When an agent archives a message, it becomes unavailable. Archiving a message
takes it out of any queues. Agents should only archive messages when they are
finished working on them, or if they do not need to work on the message for an
extended period of time. You can retrieve archived messages by using the Search
Message screen.

Working with Attachments

Attachments are any type of file that accompanies a message. Often, attachments
are provided to give additional information about the message. Messages may
contain multiple attachments. You view and save attachments from the Response
Screen, or the Message Screen, depending on your preferences. When you select to
view an attachment, it opens in a separate window. Similarly, when you save an
attachment, a separate window opens so you can select save options.
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How to Work with Messages
This sections shows you how to work with messages.
Viewing Messages
Opening Messages
How to Claim Messages
How to Open Archived Messages
How to Open Attachments

How to Save Attachments
Opening Messages

To open messages from the Queue, click @ next to the message you want to read.
The Message screen opens first, allowing you to view the message.

Note: Depending on your associated role, the Response screen may open instead of
the Message screen.

How to Claim Messages

You claim messages in skill group queues to work on them. Once you claim a
message, it belongs to you.

Click @ next to the message you want to claim. The Response screen opens (or the
Message screen, if you're a read-first agent).

Note: As soon as the Response screen opens, that message belongs to you. If you
close the message without archiving it, it is saved in your personal queue, not the
group queue.

How to Open Archived Messages

You can access archived messages through the Search Message screen. Just set the
search options to either Incoming Archived Unreplied, or Incoming Archived
Replied. Your search returns a Search Results screen.

The Search Results screen strongly resembles a queue.
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To work with an archived message, click @ and the Message screen opens. Use the
Unlock, the Unarchive or the Unarchive and Claim options to work with the archived
message.

How to Open Attachments

Attachments accompany messages, but are not displayed openly. You need to open
attachments in order to view them in E-Mail Manager.

To view an attachment to a message, click m above the message text box in either
the Response screen or Message screen. If there is more than one paper clip icon,
click on the one to the right. The attachment opens in a separate window.

; mhtml:http:/ /docserver: 8088/~ +mz_2l/unnamed - Microzoft Internet Explorer

To the best of my knowledge, the CCBU tech doc attendees at the Help
Technology Conference will be:

Kelly O'Reilly
Christy Mathewson
Carol Hardy

Joe McGinnity

Hugh Duffy

As Joe and T discussed, it would make sense for the six of you to sit down
together and discuss which sessions and seminars are going to be attended
by whom, so that we get the best coverage. Carol, since you are the "group
contact” for the conference, perhaps yvou could set this up.

Joe and I -- az well as the other members of the CCBU tech doc groups -- =
look forward to reading your exquisitely written trip report.

=
T ol

How to Save Attachments

In the Response or Message screens, click the -rrﬁ]
field.

icon above the "original message"
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Menu Commands in the Queue

The gray command bar provides four menus. Click on a link below for a list of the
available options in that menu:

Select
Manage
Special

Help
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Working with Additional Message Information

This topic discusses additional message queues. The screens and concepts in this
section elicit historical information about the message and the sender.

This topic contains the following sections:
About Notes
Adding Notes to a Message
About the Sender History
Viewing the Sender History
About Tracking Numbers

Viewing the Tracking History

About Notes
What is a Note?
Viewing Notes on a Message
Viewing Responses Sent to this Message

Viewing a Message Action Report

What is a Note?

Adding a note to a message allows additional information to be associated with the
message. You can elaborate on the subject, include a warning, or just note anything
important. Notes can also be added by rules. Notes are only used internally; they are
not sent with messages and thus customers don't see them.
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Cisco Svstems

Notes and Message History

Hotes on Message Agent Date

This problerm has been resolved jtuohey Sep 10, 2001 10:56:23 AM
Hotes on Tracking Number DT20010907_0000000101 Agent Date

Mane

Notes on Sender jtuohey@cisco.com Agent Date

This sender has a history of configuration problems jtuahey Sep 10,2001 10:56:39 A

Add Note
Add Note to | This Message j 4=

Message Action Report

Action Code Time Report Status Code Rule
Offer Sep 7, 2001 2:07:37 PM Rules process started 200 BefareRules
Auto Assign Sep 7, 2001 2:07:37 PM Doc 0 To doc

Viewing Notes on a Message

This section lists the notes already associated with:
The message
The tracking number
The sender

Also provided in this section is the name of the agent who created the note and the
date of the note's creation.

Viewing Responses Sent to this Message

This section lists all the responses that have already been sent to the message.
Listed in this section is the:

Owner- The agent who claimed the message.
Time- The date and time the response was sent.
Link- Click OPEN to view the response in the Message screen.

Status- The status of the response.
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Owner
Jaszon 02 Jun 00 11:52
Jason 16 Jun 00 14:36

Viewing a Message Acti

This report lists the follow

RESPONSES SENT TO THIS MESSAGE
Time

on Report

ing information for the message:

Action Codes- The action performed.

Time- The date and time of the action.

Reports- A brief description of the action.

Link

Sent

Status

Status Codes- The status code associated with the action. Rserver indicates a

status code of '0' for success, while Tserver shows '200".

Rules- The rule associated with the action.

Action Code Time
02 Jun 00 11:42
Auto Assign 02 Jun 00 11:42
Received 02.Jun 00 11:52
Mailrap 02 Jun 00 11:42

02 Jun 001322

MESSAGE ACTION REPORT
Report
Rules process started
Jasan
Initial rules assign to Jason,DT20000602_0000000010
To assighee
harked warning

Adding Notes to a Message

Accessing the Notes and Message History screen

Adding a Note to a Message

Accessing the Notes an

d Message History screen

To access the Notes and Message history screen:

From a message queue, click Elunder the History section.

From the Response screen, click View = Notes and Actions.

Status Code
200

0

200

200

Rule
BeforeRules
Jason
FromRSemer
Jason

StatusManager
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Note: If the N is in boldface (in the History section), then a note is associated with
the message. If not, there are no notes associated with the message.

Adding a Note to a Message

Enter the note into the Add Note field. Select where you want the note added from
the drop down menu (your choices are The Message, the Tracking Number and the
Sender address).

You can add as many notes as you need to.

About the Sender History
I What is a Sender History?

I About Older Messages

What is a Sender History Screen?

The Sender History screen lists every message sent to Cisco E-Mail Manager by the
current sender address. Thus, an agent can view all past messages sent from that
address.

About Older Messages

To view older messages from the same sender that have been moved to the LAMBDA
database, through the View Older Messages option. A new queue opens listing the
older messages. These messages are read-only.

Viewing the Sender History
I Opening the Sender History Screen
I Viewing Messages

I Viewing Older Messages

Opening the Sender History Screen

There are two methods for opening the Sender History screen:
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Click View > Sender History from the Message or Response screen.

Click the icon in a queue

Note: If this is the first message sent by the sender, no Sender History screen
exists.

From this screen, you can view the messages listed.

Sender History for it i : A m

jtuoheyiggcisco.com T e Log out Help
Select Manage Special

Select Open View Owner o Status (£ Subject = Date o History
- - ° o =
& b - Hello Jul 23,2001 B
- - 2
- e oo - s =

[1-4]

The Sender History screen strongly resembles a queue.

Viewing the Messages
There are two ways to view past messages from the Sender History screen:
The View option

The Open option

Viewing Older Messages

To view older messages from the same sender that have been moved to the
secondary database, click View Older Messages. A new Tracking History queue
opens listing older messages that have been moved from the main Cisco E-Mail
Manager database. These messages are read-only.

About Tracking Numbers
What is a Tracking Number?

What is a Child Tracking Number?
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I About Older Tracking Numbers

I Workflow

What is a Tracking Number?

Every message is assigned a tracking number. Subsequent returns and responses to
that message maintain the same tracking number. This allows an agent to view all
the messages associated with a certain issue.

What is a Child Tracking Number?

The child tracking numbers are numbers that have been split off from the original
tracking number. An agent splits a tracking number when the message deals with
more than one issue, so that each issue has its own tracking number. Thus, you can
view all the tracking numbers that stemmed from the messages listed, as well as the
messages themselves.

Note: You can only use the split, thread and reassign or split, thread and
escalate options one time per original message. In other words, if you split a thread
and reassign the child thread to another agent, that agent cannot split the thread
again. However, you can use the split a thread and archive and split, thread and
keep current options multiple times per original message.

About Older Tracking Numbers

If messages with the tracking number have been moved to the LAMBDA database,
they are considered "older messages" by Cisco E-Mail Manager. You can view these
messages from the tracking history screen through the View Older Messages
option. These messages are read-only.

Workflow

This diagram shows the typical workflow of a tracking number and child tracking
number.
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35U One
Customer Sends

Issue Two

Wessage

Tracking Number
Assigned

Cisco E-Mail Manager
Applies a Different Tracking
rurnber to the Mew Issue

Agent Responds

Customer Responds
to Agent, but includes

to Customer
Tracking Mumber
Associated with Respanse

The child tracking numbers are listed below the
Comment section shows the agent assigned to

another issue in the
hessage

tracking number messages. The
the tracking number. The Time

Created section shows when the child tracking number was created. Click on the
child tracking number to view all the messages associated with that number.

Child TracKing Numbers Cormment Time Created

DT20000613 0000000002 Mew Tracking Murmber DT20000813_
DT20000613 0000000003 Mew Tracking Murmber DT20000613_

0000000002 assigned to Jason 13 Jun 00 1452
0a00000003 assigned to Jason 13 Jun 00 15:52

Viewing the Tracking Number History

Opening the Tracking History Screen
Opening Messages
Viewing a Child Tracking History

Viewing Older Messages
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Note: To prevent the tracking number from appearing in the subject line, add the
following line in the tserver.properties file: NOTNSUBJ=true

Opening the Tracking History screen

To access the Tracking History screen:

I Select in a queue

I Select View > Tracking History

Note: Not all messages have Tracking Histories.

Tracking History for

DT20010723_0000000002

Select Manage Special

Select Open View From :

Child Tracking Numbers

DT20010724_ 0000001001

- @ r Juohey@cisco.com - ,lﬁ? Hello

' DT2001 0723 _000000000:
- (EEE !

& Alias Hello
b . - = DT2001 0723 _000000000:

r @ Aligs Hello
I . - = DT2001 0725 _000000000z2

Il @ Alias Hello

[1-4]

Comment

Mew Tracking Murnber DT20010724_0000001001
assigned to |t

Jul 23, 2001
12:53:40 PM
Jul 24, 2001
12:56: 45 PM
Jul 24, 20M
12:57:45 PM
Jul 24, 2001
1:06:03 PM

Tue Jul 24 13:13:21
GMTHI1:00 2001

History

E
&

B E
E E
W m m

E
El

Time Created

Opening Messages

There are two ways to view past messages from the Tracking History screen:

! The View option

I The Open option

Viewing a Child Tracking Number

To view a child tracking number, click on the child tracking number you want to
view. The Child Tracking number screen appears:
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Tracking History for

DT20010724_0000001001

Select Manage Special

Select Open View From o status @ Subject = Date o History
: DT20010724_0000001001  Jul 24, 2001
- N \ T
& b A e Hello 113.21 PM E
[1-1]

Parent Tracking Number:
DT20010723_0000000002

The Child Tracking History queue lists:
I The messages associated with that Child Tracking number

! The Parent Tracking number

You can click the Parent Tracking Number to return to the Parent Tracking Number
Queue.

Viewing Older Messages

To view older messages with the same tracking number that have been moved to the
secondary database, click View Older Messages. A new Tracking History queue
opens listing the older messages. These messages are read-only.
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Reading Messages

This topic contains the following sections:

What is a Message Screen?

Message screen options

The Wrapup Screen

Menu Commands

What is a Message Screen?

The Message screen allows agents to read a message before responding. Agents with

read-first options have to read the Message screen before they can proceed to the

Response screen.

Lisco Sverems

Message

Manage View

From:

To:
Subject:
Time Sent:

Status:
Last Hote:

Message:

Respond Reassign Escalste Exit Message

= h

hiark Hoeber +
<mhoehetECiEco Cotn=
doc@fingerd.cisco.com

test

vied Aug 28 21:53:08 GMWT+01:00

2001 Tracking Humber:

é Priority:
None | Last Owner:

Categories:
[

DT200105829_0000000301

= Normal

hdark
Mane

Tracking Histary

3]

Sender History

The Message screen lists:

The message text

Priority

Who

assigned the message
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Who sent the message

The subject

Any notes or categories associated with the message
The time the message was sent and received

The last owner of the message

The last note added to the message

The status of the message

The tracking number

Attachments

Message Screen Options

There are always options provided at the top of the page, right under the gray
command menu. However, the links change, depending on the state of the message
being viewed.

@ This option allows you to claim the message and opens
S the Response screen, so you can respond to the
Claim and Respond message.

@ This link returns you to the screen you opened the

) message from.
Exit Message

=] This brings you to the Notes and Message screen,
allowing you to add and view any notes associated with

HIES the message.

The Tracking History screen displays all the messages
associated with a known issue. This may or may not be
applicable, depending on whether the message is a
continuation of a previous issue.

Tracking Hiztary

(2] This brings you to the Sender History screen, allowing
you to view the history of the person who sent the email.

Sendet Hiztary
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ﬁ This link brings you to the Response screen, so you can
create a response to the message. You can only access
Respand the Response screen for messages assigned to you.
@ Takes the message out of the archive and opens the
Response screen, allowing you to work with the message.
Lnarchive
@ (if you don't own the message) Takes the message out of
the archive and assigns you as the owner. The Response
Unarchive and Claim screen opens and you can work with the message.
Sometimes, a message is "locked." This means you
cannot respond to that message without "unlocking" it
Unlock first. To unlock a message and open it in the Response
screen, click the Unlock icon.
This icon allows you to reassign the message to another
_ agent.
Reassign
= This icon lets you reassign a message to another agent
(or manager) and also escalates the priority to the next
Escalate level of severity.
X | If the message screen opened in a separate window, click
this icon to close it.
Cloze Wiincowy

Menu Commands
You can also select an option from the gray command menu at the top of the screen:
! Actions

I View
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Working With Internally Generated Messages

I About System Messages
I  How to Work with System Messages
! About Mail Errors

'  How to Work with Mail Errors

About System Messages

A System Message is a text notification generated by Cisco E-Mail Manager to inform
you when an action has completed. System Messages appearing in the Agent Ul are
generated by an event. Thus, they appear immediately after the event occurs.

This section contains the following concepts:
I System Message Information

I System Message Situations

System Message Information
A System Message features:
I Header information
I The action taken
I Whether or not the result was successful

I The time (in milliseconds) it took to perform the action

System Message Situations

Cisco E-Mail Manager generates a System Message during the following instances
when a bulk action is performed. A bulk action is an action that is performed on
more than 10 messages simultaneously.

System Messages are generated for the following bulk actions:
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Archiving messages

Deleting messages

Changing the priority of the messages
Escalating messages

Reassigning messages

Note: If you generate multiple System Messages before first viewing them, Cisco E-
Mail Manager lists them in succession in the iSystem MessagesT dialog box. Thus, if
you perform multiple System Message generating actions, you may have multiple
actions listed when you open your System Message.

How to Work with System Messages
This section contains the following concepts:
Opening a System Message
Saving a System Message

Closing a System Message

Opening a System Message

. » Systemn Message . .
Click the icon to open a System Message. If there is no icon, no
System Messages currently exist.

Saving a System Message
To save a system message, select the box next to "Save Messages" and click OK.

The System Message icon remains on your interface and you can access the saved
System Message in the future.

Closing a System Message

To close a System Message, click OK.
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About Mail Errors
What is a Mail Error?
The Outgoing queue - Error screen
The Archived - Internal Error queue screen

The Repair Messages screen

What is a Mail Error?

Mail errors appear when Cisco E-Mail Manager experiences problems sending
messages through the SMTP gateway (the gateway which handles outgoing mail). If
a message cannot be sent, it is routed to an error queue and a Mail Error icon
appears. Usually, the reason for the send failure is an incorrect address, and Cisco E-
Mail Manager lets you repair the message and resend it. When a Mail Error appears,

_ @ Mail Errors
you receive a icon.

The Outgoing queue - Error screen

The Outgoing queue - Error screen opens when you click the Mail Errors icon. The
Outgoing queue - Error screen acts like a queue, allowing you to view the messages
that encountered problems while sending. When you click on a message, you open it
in the Repair Message screen.

The Archived - Internal Error queue screen

If you have administrative privileges, you can also open the Archived-Internal Error
queue from the Outgoing queue chooser option. The Archived-Internal Error queue
displays messages that had problems being sent and were subsequently archived.
This screen acts just like a typical Outgoing queue. When you open a message from
the Archived-Internal Error queue, it appears in the Repair Message screen.

The Repair Message screen

The Repair Message screen resembles the Message screen in both appearance and
functionality. The only difference is that you can correct and change the To:, CC:,
and BCC: fields in the Repair Message and then attempt to resend the message.
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How to Work with Mail Errors
This section covers the following concepts:
I Opening Mail Errors
I Using Error Queues

I Repairing a Message

Opening Mail Errors

) @ Mail Errors . )
Click on the icon to open the Outgoing queue for Error messages.

Using Error Queues

Error queues work just like a regular queue, only they store messages that were not
sent due to an error. See the About Picking Messages from a Queue section for
information on how to use queues.

Repairing a Message

To repair a message in the Repair Messages screen, first review the information in
the To:, CC:, and BCC: fields to confirm the validity. If this information is incorrect,
enter the correct information and click the RESEND icon to try and resend the
message.
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Responding to Messages

This topic contains the following sections:
I About the Response Screen
I Opening the Response screen
I About the Response Screen Options
I  How to Use the Response Screen Options
I  Sending a Response

I The Wrapup screen

About the Response Screen
!  What is the Response Screen?

I  Response Screen Details

What is the Response screen?

The Response screen allows you to respond to a message. Depending on your
associated role, you may either read the message before in the Message screen, or
the original message is included in the Response screen. You compose your response
here, and you can either send your response or you can save it to work on at a later
date. If you do not respond to a message, it still shows up in your Status screen and
queue.

Response Screen Details
The Response screen shows you a variety of details for each message, including:
! The sender
I The subject
I  The time the message was sent
I The tracking number
I The last owner of the message

I Any categories associated with the message
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Any notes associated with the message
The status of the message

The original message

Any attachments

Note: The original message text may or may not be displayed, depending on your
associated role.

Note: In instances when mails are re-assigned or escalated within the CEM domain,
The "Last Owner" field displays the name of the agent from whom the mail was
re-assigned/ escalated, and when the same mail is re-replied by the customer (from
outside the CEM domain) to the Agent, it is considered as a new incoming message
and the last owner shows "“"Unknown".

Opening the Response screen
Click the following links to view how to open the Response screen:

From the Queue (or the Notes and Messaging, Tracking History or Sender
Screens).

From the Message screen
For Agents in Push Mode

From the Status screen
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