Handy Hints�
This section contains information to help use CICERO more effectively.�
�
�
�
�
To open the Inbox�
Select the menu option ‘File’, ‘Inbox’ to open the ‘Inbox’.�
�
�
�
�
Group Inbox�
It is appropriate for certain levels to have access to a ‘Group Inbox’ to enable complaints to be transferred or escalated to an area, rather than an individual.


A ‘Group Inbox’ is where several individual CICERO users have access to a single Inbox, which is identified by Region, Role, Section and Team. The following describes the organisation of Inboxes in CICERO:�
�
�
�
Level�
Description �
�
�
�
Front Line Officers�
FLOs within Commercial offices in C&C will each be allocated an individual Inbox.�
�
�
�
Front Line Supervisors�
FLSs within a section of Commercial C&C will share a ‘Group Inbox’, ie. FLS’s within a 132999 centre in a region will all share one Inbox.  They will send and receive complaints as do FLOs but will share and see all entries for each other in a single Inbox.


FLSs in TBS use both group and individual Inboxes.�
�
�
�
Front Line Managers�
FLMs will be allocated a personal Inbox.  The naming convention of these will be the same as that applied to Inboxes allocated to FLOs.�
�
�
�
Regional Customer Satisfaction Group�
Each RCSG will be allocated a Group Inbox, so the complaints being received by the RCSG may be allocated appropriately to staff once the requirement of the incoming complaint has been assessed.  The Group Inbox will be maintained by the Regional Customer Satisfaction Manager who will distribute complaints to RCSG staff for ownership as appropriate.  RCSG staff will each be allocated an individual Inbox.�
�
�
�
Major Disputes Unit�
CRC and Major Disputes Unit staff will be allocated a personal Inbox, but in addition a Group Inbox for the centre will be allocated and managed by a nominated officer within the group.  This will cater for those situations where regional staff do not know the individuals who will action a complaint but do know the appropriate organisational area.�
�
�
�
�
Description of picture buttons�
Click and hold the right mouse button.  A description of the picture button will appear at the bottom left of the screen.  This area at the bottom left of the screen will display messages to inform you on what CICERO is doing.  This feature is used throughout the system.�
�
�
�
�
Moving column borders�
You can move the column widths in the ‘Inbox’ screen and other tables by moving the mouse cursor over the vertical bar until the cursor changes from a pointer to a ‘split line’.  Click and hold the mouse button, then move the cursor until you have the desired column width.�
�
�
�
�
Search parameters�
Use the percent symbol “%” in the search field with the search criteria of “like” to help find a customer.  The percent symbol indicates any number of characters.  For example, “039634%” in the ‘Prime Number’ field will find all entries starting with that value.


The underscore “_” symbol indicates a single character.  eg “R_ _D” in the ‘Surname’ field will find all entries with the first character “R” and the fourth character “D”.  eg, “REID” and “RUNDLE”.�
�
�
�
�
Search Tip�
A search for a business name may return a large number of records. eg. Commonwealth Bank may have several hundred numbers.  Try to enter search information which is applicable to the particular service or range of services that you are trying to locate. eg 08 8223 41% will return all numbers in the range 08 8223 4100 to 08 82234199.


Do not use the ‘Search’ button without any search criteria specified, as this instructs the system to present you will ALL records in CICERO!�
�
�
�
�
Sorting records in the search process�
Access CICERO’s sort facility in the ‘Customer - Locator’ screen.  It can be used to sort a list of records using various criteria. For example:


Enter “Reid” in the Surname field, select ‘like’ as the search criteria, and sort by:


Surname


Firstname


Suburb


State


Ensure all are sorted in ‘ascending’ order.


Note the four fields will sort according to Surname, eg. all ‘Read’ will have the other three fields in alphabetic order, then ‘Reed’ with the other fields in alphabetic order, etc.�
�
�
�
�
Carrying over information using the equals sign�
The use of the “equals” sign ( = ) is often used throughout the system to help reduce the need for repetitive typing.  


For example, type an “equals” sign ( = ) in the ‘Contact Surname’ field of the ‘Notes/Actn’ screen, then press the <TAB> key; then whatever was entered in the Contact information fields of the ‘Complaint Information’ screen will appear.�
�
�
�
�
Combination fields�
Some pull down list box fields have the arrow detached from the field, such as the Street type, which provides a list of options and also allow you to enter text.  Although the list is comprehensive, you have the ability to enter another street type, but a selection from the list provided is strongly recommended to ensure data quality.


The area at the bottom left of the screen displays some system messages.�
�
�
�
�
Improving system performance�
If you have too many applications running, or windows being held open by an application, you will find that your computer will run out of memory resources.  If this happens, an error message will be displayed, and you will have to close some applications or screens.  The best way to avoid this situation with Windows is to ensure that you exit from applications when you have finished with them and only open one set of Customer and Complaint records in CICERO at a time.


Inform your LAN Support area if you have recurring problems with Windows.�
�
�
�
�
Copy and Paste from other applications�
You can copy and paste to CICERO from other applications including Mainframe applications running under Drift, as well as within CICERO itself.  Highlight the required text in any Windows compatible application, press ‘<CTRL> C’, then place the cursor on the destination area and press ‘<CTRL> V’.�
�
Correcting a mandatory field�
CICERO will check to ensure you do not skip a mandatory field.


At the time a warning message appears, you may need to complete the field you are in before moving back to correct a mandatory field.  You can press <SHIFT> <TAB> to move the cursor back a field, or use the mouse to move the cursor to the field you need. 


If you start to fill in a screen accessed from the ‘Complaint’ screen, and you find that you should have completed another screen before accessing this one (ie. a field in a previous screen should have been completed differently to enable subsequent fields in another screen to be valid), you can use the Screen Tabs to access the one you require without losing the information already entered.


You can also use the menu option ‘Window’ to see a list of all the ‘Customer’ and ‘Complaint’ screens you have open, and can select the appropriate customer or complaint on which you wish to work.�
�
�
�
�
Other Complaint Information Screen Items�
�
�
�
�
Field�
Description �
�
�
�
Status�
The current status of the complaint.  Use the ‘Refresh’ button to ensure the current status is displayed on the Title Bar.�
�
�
�
Owner fields�
Details of the current owner of the complaint ie their User Name, User Id and contact number if available.�
�
�
�
Print Complaint Detail button�
Prints “OD1 - Single Complaint Details” report.  Use this button to print the details of the complaint.  The ‘Print Complaint Detail’ button is only available after you have saved a new complaint or if you have opened an existing complaint.�
�
�
�
�
Reopening a Complaint�
Once a complaint has been ‘Closed’, no other data should be recorded against that complaint.  If you wish to add any further information to a closed complaint, you must re-open the complaint first.�
�
�
�
�
Entering multiple complaints for a customer�
You may need to enter two or more separate complaints for the one customer.  Once you have completed the first complaint and saved the information by clicking the ‘Save’ button, you can double-click on any of the following underlined titles: ‘CID/Prime Tel No/Silent Ind’ on the ‘Complaint Information’ screen to open the ‘Complaint Summary’ screen.  From here you can click on the ‘New’ button to create a new complaint.�
�
�
�
�
Printing a List of Complaints You Own�
You can manage your daily work by printing a list of complaints that meet certain criteria.  To generate a printout of a list of complaints generated from specific search criteria:�
�
�
�
Step�
Description �
�
�
�
1�
From the ‘Inbox’ screen, click on the menu option ‘File’, ‘Open’, ‘Employee’.  The ‘Open - Employee’ screen will be displayed.�
�
�
�
2�
Enter the Login ID in the ‘Login ID’ field .�
�
�
�
3�
Click on ‘Search’ to find this employee, and open the record�
�
�
�
4�
Once your ‘Employee’ screen is displayed, click on the ‘Summary of Complaints’ Screen Tab to list the complaints the Employee owns.�
�
�
�
5�
You can now print the list by selecting ‘Print’ from the ‘File’ menu.�
�
�
�
�
Identifying the Right Person to Send an Escalation�
There is an easy way of identifying the person to whom you wish to escalate.�
�
�
�
Step�
Description �
�
�
�
1�
Click the down arrow of the ‘Target Role’ field, and select the role of the person on the next level above your level, ie. if you are an FLO, select FLS.�
�
�
�
2�
Double click on the underlined ‘Target Role’ title.  Note that the search screen appears with the role filter already applied, and with all the users that match the criteria already listed.�
�
�
�
3�
You can also, if you know the details, enter either the ‘Target Surname’ or Target Inbox and press the <TAB> key.  The system should have enough information to identify the person and fill in the remaining fields.  If not, the search screen will be displayed with the appropriate filter already applied.  For example, all the ‘Smiths’.�
�
�
�
4�
FLS and above must complete an escalation checklist and note in the ‘Checklist Completed’ field if asked to do so by their next management level.  Usage of the escalation checklist is used as per Business Unit requirements.�
�
�
�
5�
The system also generates an e-mail message that includes the type of action requested, the CICERO Complaint ID and the ‘Action Description’.�
�
�
�
6�
Using e-mail will help ensure the recipient knows that a request has been sent to their CICERO Inbox.  Remember, you do not need to reply to the e-mail messages, just perform the action required.�
�
�
�
�
Accepting/rejecting an escalation or transfer of ownership�
An escalation or transfer of ownership of a complaint can be accepted or rejected.  A message is returned to the originator with the appropriate response.


To accept ownership of a complaint:�
�
�
�
Step�
Description �
�
�
�
1�
Click on ‘Notes/Action’ Screen Tab.  Select ‘Accept Ownership’ from the ‘Action Code’ pick list and complete the ‘Action Description’ field.�
�
�
�
2�
Once you click the ‘Save’ button, you are the ‘owner’ of the complaint and are responsible for it’s resolution.�
�
�
�
�
�
To reject an escalation or transfer:�
�
�
�
Step�
Description �
�
�
�
1�
Select ‘Refuse Ownership’ from the ‘Action Code’ pick list and enter an appropriate message.�
�
�
�
2�
Click on ‘Save.  Ownership of the complaint does not change until the transfer or escalation has been accepted.�
�
�
�
�
Serious Complaint�
If the user selects ‘Serious Complaint’ in the ‘Escalation Reason’ field, the user must enter the FLM or RCSG level or enter the individual’s name within the RCSG, or the person managing the ‘Serious Complaint’.�
�
�
�
�
If you are relocating�
Inform your RCO or Team Leader if you are moving to another area or going on leave so that you can be ‘de-activated’.  This prevents complaints being transferred or escalated to you when you are unable to action them.  The CICERO Help Desk will need to be informed of the change.�
�
�
�
�
Refer to a Non-CICERO User�
If the receiving area does not have CICERO access you should ensure all relevant details are included on a ‘Single Complaint Details Report’ OD1, then contact the relevant person to ensure they are aware of the situation, then either e-mail or fax the details.


You must also record the details of the person to whom you are sending the referral by completing the fields at the bottom of the ‘Esc/Tfr/Ref’ screen labelled “Referral to Non-CICERO site ONLY”.  The ‘Action Type’ must be “Referral”, and you enter the appropriate values for Business Unit Region and Section, as well as entering the Surname and First name of the recipient.


For areas that do not have access to CICERO, the ‘Single Complaint Details Report’ (OD1), which can be produced by all FLOs, is printed and faxed to the area, with date and time negotiated over the phone.


When a complaint is ‘referred’ to another staff member in another area of Telstra, you are requesting them to provide you with relevant information to help resolve the complaint.  You therefore are still responsible for contacting the customer and closing the complaint, ie. you retain ownership.


You are still the owner of the complaint and responsible for liaising with the non-CICERO site.�
�
�
�
�
Using Word and Excel to format reports�
Users with reporting responsibilities can save the report as a file, use “WORD” or “EXCEL” to convert it to the appropriate format, and send the document or spreadsheet as an attachment to an e-mail message.  Printer setup should be Landscape for CICERO reports.�
�
Changing the default printer�
You can change the default printer and the printer attributes.  You would only need to do this to change between Portrait and Landscape.  These are common ‘Windows’ functions.�
�
�
�
Step�
Description �
�
�
�
1�
From the ‘File’ Menu, click the ‘Printer Setup’ option.�
�
�
�
2�
Select the options you require.  Once all the appropriate options have been selected, click the ‘OK’ button.�
�
�
�
3�
Depending on the report you have selected, you will be asked to enter appropriate parameters.


Parameters include ‘Date Range’, ‘Complaint ID’, ‘User ID’, ‘Start Date’ and ‘End Date’, ‘Section’, ‘Team’, and ‘Region’, depending upon your level.�
�
�
�
4�
Select the parameters appropriate for the report you wish to produce, and click ‘OK’.  The report will be sent to your printer, display, or to a file, depending on the ‘Output To:’ selection.�
�
�
�
�
Printing records from the ‘Locator’ screen�
CICERO provides a ‘Print’ facility in the ‘ Locator’ screen.  You access this feature by clicking the ‘Print’ button once you have obtained a suitable list of complaints from the search process.�
�
�
�
Step�
Description �
�
�
�
1�
Perform ‘Locator’ screen search with the search criteria of:


Owner	(your surname to list complaints you own)


Status	(list all the complaints with required status)


Follow Up Date	(a date range to list complaints due)


This will return a list of records which can be printed.�
�
�
�
2�
You may wish to print a paper copy or ‘print’ to a file the listing of records produced from this search.�
�
Supervisors creating a list of employees�
Using CICERO, a Team Manager can create a list of employees that have CICERO access.  Such a list can be used for many purposes, including managing amendments to staff access to CICERO, etc.


To create a list of all the CICERO users in a centre, sorted by status, team, role and surname:�
�
�
�
Step�
Description �
�
Finding the correct Section:�
�
1�
Click on File, Open, Employee.�
�
�
�
2�
Enter your Employee Number (this step is to obtain the correct "Section" name) and click on Search.�
�
�
�
3�
Your details should now appear, locate employee count (at top of screen) should be 1.�
�
�
�
4�
Click on Open (system will now take you to the employee "Information Tab").�
�
�
�
5�
Highlight the details contained under the field called "Section" and click on Edit, Copy.�
�
�
�
�
Finding all employees for the Section:�
�
1�
Close down employee record (system will now take you back to the locate employee screen) and scroll down to the field called "Section" to copy relevant section name details, this is done by clicking on Edit, Paste.�
�
�
�
2�
Click on Search (system will generate a list of all employees created under this section).  Then click on Sort and enter the following sorting criteria:�1st field type = Status�2nd field type = Team�3rd field type = Role (click on descending)�4th field type = Last name�
�
�
�
3�
Click on OK.�
�
Creating a file of all employees for the Section:�
�
1�
Click on Print button (do not print yet).�
�
�
�
2�
In the dialog box, click on File and enter path where you want file to be saved.  For example, if you wish to name the file using a date format, into a directory called reports on your C drive the format would be as follows:  c:\temp\080797�
�
�
�
3�
Insert a cross into the fields “Column Headings” and “Use Comma Separated Format (*.csv) and click on OK.  A dialog box will appear called “File Write Status”, file will then be saved.�
�
�
�
�
Opening and saving the file in Excel:�
�
1�
Open Excel, click on File, Open.�
�
�
�
2�
In the open dialog box, choose the drive that you saved the file to (in this example “C” drive). From the “List Files of Type” hit the drop down arrow and choose “All Files”.  The file should be displayed under “File Name” (scroll down in necessary).  Select required file and click on OK.�
�
�
�
3�
From the dialog box titled “Text Import Wizard-Step 1 of 3”, click on “Delimited”.  Then click on “Next”.�
�
�
�
4�
From the dialog box titled “Text Import Wizard-Step 2 of 3”, remove cross from “Tab” and click on “Comma”.  Then click on “Finish”.�
�
�
�
5�
Click on ‘File’ then ‘Page set up’ and select ‘Landscape’ in lieu of ‘Portrait’.�
�
�
�
6�
The file will now open to a readable format. There are a number of columns which show information not required for role changes and can be deleted (to fit spreadsheet across page when printing).  These are:


ALIAS, 


BUSINESS GROUP, 


BUSINESS UNIT, 


BUSINESS AREA, 


REGION, 


SUB-REGION, 


SECTION, 


SUB-SECTION, 


PASSWORD PRIVILEGE, 


ROLE PRIVILEGE 


VANTIVE GROUP.�
�
�
�
7�
The spreadsheet lists the structure of the centre as it is currently appearing in CICERO.  Create a column “Amendments” at the end of the spreadsheet and list any changes required in that column.�
�
�
�
8�
In order to make it easier to identify particular teams within your centre, it is recommended that you insert a line between each team and highlight (bold) each team leader.�
�
�
�
�
Archived Complaints�
After 2 years, closed complaints are archived by CICERO and will not be available by the normal process using the complaint locator screen.


However, if the customer has complaints that are archived, the “Has Archive?” check-box on the Customer Information screen will be ticked.  To find information on this complaint and to request the complaint to be recovered:�
�
�
�
Step�
Description �
�
�
�
1�
On the ‘Customer’ screen, click the ‘Archived Complaints’ Screen Tab which will list any archived complaints.�
�
�
�
2�
Double clicking on the complaint will display basic information which may be all you require.�
�
�
�
3�
If you don’t have the customer’s details, you can search using the ‘Archive Complaint Locator’ screen which is accessed via ‘File’, ‘Open’, ‘Archive’�
�
�
�
4�
If an archived complaint is available for viewing, then the setting in the ‘Availability’ field on the Archived Complaints’ screen will be ‘Y’ for yes.�
�
�
�
5�
If the archived complaint is not currently available you can click the ‘Request’ button.�
�
�
�
6�
Once CICERO has received the request for the archived complaint, you will receive a message in your Inbox within approximately 48 hours alerting you of the availability of the complaint.�
�
�
�
7�
Run report AR1 within one working week of receiving the message, at which time the complaint will be archived once again.�
�
�
�
�
Modifying fields prior to saving�
Prior to saving a screen, all fields on that screen which have been entered by the user may be modified.  Once a screen has been saved then only certain fields may be modified.�
�
�
�
�
Audit trail�
CICERO is required to maintain an audit trail of any activity or information updates which may occur throughout the Complaint Management Process.


For each field that the user may change, a change record is written out to the audit trail.  The audit trail will detail the ‘table and column’ on the database which have been changed, who made the change and as well as the old and new values for the field.  These changes will then be reflected on complaints attached to the customer, if appropriate.


The audit trail may be accessed by the ‘Audit Trail’ Screen Tab in the ‘Customer’ screen and from the ‘Complaint’ screen.�
�
�
�
�
‘Close’, ‘Close Group’, and ‘Close All’ menu options �
CICERO provides a number of options to quickly exit from the current complaint, or all complaints:�
�
�
�
Step�
Description �
�
�
�
1�
Once you have completed the ‘Close Complaint’ record, you can exit from the ‘level’ you are on (relating to the hierarchy of the CICERO record structure), by selecting ‘File’, ‘Close’ from the menu bar.�
�
�
�
2�
If you wish to exit from the ‘Complaint’ and ‘Customer’ records in one step, choose ‘File’, ‘Close Group’ from the menu bar.�
�
�
�
3�
If you wish to exit from the ‘Complaint’ and ‘Customer’ records, and also close the Inbox window in one step, choose ‘File’, ‘Close All’ from the menu bar.�
�
�
�
4�
Typically, you would use ‘Close’ and ‘Close Group’, or just double click on the top-left control-menu box.�
�
Set Options�
CICERO allows you to set various options to make the system easier to use.  Most options are already set to the optimum level, but there are two which can be changed:


Colour of Disabled Text - from default light grey to blue, to make these fields easier to read


Open Window - from ‘Close’ to ‘Keep Window Open’, to keep the Locator screen open when a Customer screen has been completed and saved in order to perform another Customer search.


To change system options:�
�
�
�
Step�
Description �
�
�
�
1�
Select ‘File’, ‘Set Options’ from the menu bar.�
�
Changing the colour of Disabled Text�
�
2�
Click on the ‘Colour’ Screen Tab, and select ‘blue’ from the pull-down list next to the field ‘Disabled Text’.


Note:  The best overall colour scheme for your desktop is the Windows Default colour scheme.  If you need to set your desktop back to the Windows default, you should use the ‘Desktop’ option from ‘Control Panel’.�
�
Changing Open Window to Keep Window Open�
�
3�
Click on the ‘Other’ Screen Tab, and select the ‘Keep Window Open’ button.�
�
�
�
4�
Once you have selected the appropriate options, click ‘OK’.�
�






