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Appointment Scheduling Guide

How to use Q-Flow’s scheduling interfaces for scheduling appointments, creating
follow-up appointments, and rescheduling existing appointments.
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Creating a new appointment

Q-Flow offers an Appointment Wizard that's optimized for creating new appointments in
a few short steps, which will be described below. There are additional Q-Flow
interfaces for scheduling appointments, such as the Appointment page and the
Scheduling Console, both make use of parameters described below.

The Appointment page is accessed by clicking New & on the Calendar page ( 7ools
> Calendar). The Scheduling Console is also available from the Tools menu.

For the steps below start by opening the appointment wizard ( Tools > Appointment
Wizard).

Step 1. Identifying the customer

To create a new appointment you should first identify the customer. There are a
number of ways to do so:

@ If you know the customer’s Personal ID enter it and the ID Type.

@ If you know all or part of the customer's first or last name, click Find in order to
open the Customer Search pop-up, where you can look for customer based on
these details.

@ Create a new customer record by clicking New.

@ Click Reload Last to select the same customer you most recently selected
anywhere throughout the Q-Flow system.

Once you identified the customer, click the Select button or Change Customer in

order to clear your selection. Click the Next button to continue to finding a vacancy for
the appointment.
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Enter the entire name or part .

of it (with or without wildcards) e Q FIOW
and Q-Flow will find all
matching customer names

.
S Search by Name Search Results
"

\\:\\ Personal ID Last, First Name

'p)

mer Search

¢

Last Name 7785962 Armstrong Nil
E 77854962 Amson Peet
First Name 6695232 Berns Alley
1118 Dvash Rinat
77859854  Helmes Rick
1115 Hirsh Gal

7878493 Jameson Shelly
8879654 Peers Ronald
77744589  Philips Jane
4588965 Robinson Jack
4458963 Stocks Dean
6673890 Thomspon Ben
45788796 Willies Jack

A

PEEE@OOOOEDOEO

Click on the Personal 1D to
select a customer from the list

1 | Records:1..13 of 13

'::.'J Search results are splitto several
pages when necessary. Clickon a

page number to display it

x Tip

You may click the Reset button at any point in the process to reset all selections in
the wizard and start again from the first step. The Back button will move you a
step back in the process while keeping your previous selections.

Step 2. Finding a calendar
To define search criteria for a matching vacant slot:

1. From the Look In drop down, select a unit or a specific service. You may also
select one of the following.
@® The Service Type you are looking for.

® A Composite Appointment Type (consisted of a synchronized group of
services). You can read more about this option here.

@® A Treatment Plan. When you select a plan, its details are displayed on the
left-hand side of the screen.
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Customer m Date & Time Details Summary m
Customer
Look In Q-nomy Bank (v] ] Amson Peet
Service Type bl ;E
Treatment Plan Mortgage -
C ite A intment T -
e e
Start Date 6/21/2012 [ %] 1 Appl
The Treatment Plan and For: P_v
Composite Appointment Type Look Por: 2 Review
fields are visible only when Slots reserved for . 3 Contract
objects of these types exist in Appointment Type - ;
i \
the system @ Any type of vacant slot Include reserved slots in search \3
Any Time The steps of the selecte
treatment plan are
Any Da . -
ey displayed onthe side bz

Leave the Service Type box empty to include all service types in the search.
2. You may enter a Start Date, which is the day the search for a vacancy begins.

3. When you are not using a treatment plan or a composite appointment you may
choose to Look For slots by their Slot Reservation Reason, by Appointment
Type, or Any type of vacant slot either at Any Time of the day or by one or
more selected Day Period.

4. You may change the number of maximum results displayed. Once the search
criterion is set, click the Find button.

Step 3. Selecting a vacant slot

Q-Flow will now show all the services and resources found based on the search criteria
set in the previous step.

=00 warme and
Customer Find Date & Time Details Summary =
p—— name and, in

Amson Peet //I parentheses, its type

Matching Services Service
Service Name Date =P ™ E E | Mortgages (Private banking )

. R . Unit

Private banking B B sz 0o 0 4 0 0 0 Q-nomy Bank

Mortgages J_F,.Ff”/_' B sr302012 13 16 13 2 6 3
——

—————— Thursday, 8/30/2012 4:00 PM
Use the - and + buttons to move

between earlier and later dates
1 | Records:1..2 of 2 L RPPI'H'
Mortgages - Thursday, 8/30/2012 Afternoon Vacancy 2 Review
Working Hours: 8:00 AM - 6:30 PM 3 Contract
Tima Duration {Min.) Reservation Reason =
@ 4:00 PM 15
4:15 PM 15 £
) 4:30 PM 15
4:45 PM 15
) 5:00 PM 15
5115 PM 15
5:30 PM 15 i
[ Back |[ mext |

Use the + and - buttons to browse through available dates in each of the available
services and click on the date or on one of the numbers of vacant slots on a day period
in order to display the list of available slots. Select a slot by clicking the radio button on
its side, and click the Next button to continue to filling in the case details.

Step 4. Appointment details
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Now you may enter the case details such as Subject, description, and Language. If
the appointment is set for a walk-in customer, check the appropriate box to indicate
this fact. You may also select classifications that match this appointment.

If you want the customer to be queued
by a receptionist (as opposed to being
automatically queued using a kiosk)
check this box

Customer  Find  Date & Time m summawl./

Case Details

Customer
Arnson Peet

i Service

Subject  Mortgage reuest [Cprevent Auto Queue | Mortgages (Private banking )
Notes Asking for 300,0008 » Cwalk-In unit
Q-nomy Bank
= Thursday, 8/20/2012 12:45 PM
External
Reference
Language  English -

Classifications

B @Mortgage Types

& [ Mort_rate_2] Rate 2 mortgage -
@ [ [Mort_rate_vip] VIP rate mortgage Check the box next to one or
more of the Classifications

relevant forthis appointment

[ Back |[ Finish

Click the Finish button to complete the process and view the appointment summary.

Step 5. Summary

: Customer
The appointment was saved successfuly Amnson Peet
Service

Click to move to the selected day
on the selected service calendar

Sﬁaen Calendar [ Ok

|| Invitation _|| Brochure |

Mortgages (Private banking )
Unit

Q-nomy Bank

Thursday, 8/30/2012 12:45 PM

This button is available when an
invitation is selected on the Service
Profile page

You may now move to the calendar, print an invitation or a brochure for the customer,
or click OK to reset the wizard and start again from the first step.

Top

Scheduling a follow-up appointment

This option, accessible from the Appointment and Case forms, helps you arrange a
continuance appointment for the customer. The fact this is a follow-up appointment will
be evident in the Case form Thread panel.

Click to openthe Select Child Cases
popup, where you can select one or
more of the customer's cases to link to
this case as children

Click to create a
connection between
two cases

—' Click to break the
connection between
two cases

£ € 8/30/2012: Mortgages

- 298/30/2012: Mortgages
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Follow these steps to create a follow-up appointment from the calendar.

1. Go to Tools > Calendar.

2. Select the appointment for which you want to create a follow-up and click on its
case number in order to open its appointment form.

3. Click the Follow-up button on the Appointment Tasks panel.

Change Customer | Service Private banking 1
Date Sunday, June 24,
M Jameson Shelly 2012 | 1:45 PM
Personal ID 7878493 Duiration {mn.) 15
E-rnail Shellyl@gmail.com Appointment Type ['."N sat)
Tel, B855-697112 Customer Status S Expected [2) pocument
Humber1 Subject (mot set) € Cancel Appointment
Prevent Auto, Quews  No (Set) e
Case List... | Edit.. | Custemer Record Wwalk-in [ "_3'
Ticket No 113 T bvnt 1mvitation
Case ID 583 PR AT

This will copy the customer details to a new appointment form and move you to
the Date & Time tab of the Appointment Wizard where you may now continue
scheduling the appointment from step 3 above.

4. If the suggested services or date in the Date & Time tab do not fit your
requirements, you may click on Back and redefine the search criteria.

You may also create a follow-up appointment from the Case form by following these
steps.

1. Open the case form, either via the Tools > Case Search page or otherwise.

2. Click the Follow-up button to copy the customer details to a new appointment
form and move you to the Date & Time tab of the Appointment Wizard to
continue as explained on step 3 above.

*) Q-Flow Tools Management Design Monitoring  Administration

Follow -up Reschedule

Detalls | Atiachments
1 2/6/2012; Mortgages

| Mortgages (Customer)

Defining a new appointment as a follow up

Follow these steps in order to define a new appointment you are currently creating as a

follow up to a past appointment.

1. While creating the new appointment, select a customer (as explained on step 1
above) and then click on Case List in order to see the his or her case history.

New Appointment

Change Customer

MName Jameson Shelly
Personal ID 7878493

E-mail Shellyl@gmail.com
Tel. Numberi 855-697112

| Edit... | Customer Record |
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2. You may Filter the cases shown on the Customer Case List popup by the time
they were opened.

3. Select a case from the list to be the parent of the new case you are opening and
click on its number.

4. On the Thread panel, click the & button to open the Select Child Cases popup.

5. Check the box next to one or more cases you want this case to parent.
6. The Thread panel will now reflect your action.

= € 8/30/2012: Mortgages

- ©£78/30/2012: Mortgages

7. You may cancel the connection between the cases at any time by selecting the
child case on the Thread panel and clicking the "a button.

Top

Rescheduling an appointment

This option helps you move an appointment to a new time and date, or to place it on
another service’s schedule.
Follow these steps in order to reschedule an appointment.

1. Go to Tools > Calendar and select the appointment you want to reschedule.
2. Click on the appointment and select View appointment details.
3. Click the Reschedule button on the Appointment Tasks panel.

Appointment Tasks
@a, Enqueus
@ Document
x Cancel Appointment
@3 rint Ticket
l%.F‘rint Invitation
@Follow-up

ﬁReschedule

This will open the Date & Time tab of the Appointment Wizard on the same date.
Now you may select a new date, as explained on step 3 above.

Another option, available on the Appointment form, is clicking New request for an
earlier appointment in order to create a new Appointment Request in case an earlier
date becomes available. This option is not available for today’s appointments.
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Appointment Tasks

@iEnqueu—:
Iﬁ Document

K cancel Appointment

l@'F-rint Ticket
Create a future continuance
appointment l|a.|2'rir'|t Invitation
- )
T [%Follow—up Mav e the appaointment to

- another time, usually later
& reschedule = |

g = []ENew request for an earlier appointment

Add the customerto the

waiting listin order to move
the appointment earlier

Top

Communication panel

When available, the Communication panel displays notifications sent to customers,
including notification attachments. From the Communication panel you can manually
issue notifications and view the delivery status of naotifications sent to the selected
customer. For more information, read the Communication Panel Guide.

Top

The Acting as panel

This panel, available on the Calendar page, lists the usernames and status of the users
the agent may act on behalf. You can read about it on this article.

Top

See also

@ Refer to this article to learn how to schedule an appointment for a customer group
@® More information on standards used throughout the Q-Flow system.

® More information on the calendar.

@ More information on the waiting list.

@ More information on treatment plans.

@® More information on scheduling composite appointments.

Top
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