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Are You a Service Champion?

You've received this
communication because
you're a leader at a
credit union that is part
of the family of users of
Neocog software, espe-
cially ACE. Over the past
few years, many new
features have been
added to ACE. We want
to tell you about them if
you haven't heard, re-
mind you if you've for-
gotten, and clarify what
you may have been left
uncertain about. If there
are other staff at your
credit union who could
benefit from this publica-
tion as a means of keep-
ing up to date, please
send an email addressed

to info@neocog.com.

[
Let ACE help you become a
Service Champion!

g Entering a Member Concern in ACE

For the purpose of demonstrating the Member Concerns functionality in ACE we will be using an example of an upset member calling
the contact centre to let the credit union know that a merchant that they do business with did not receive their online payment they
made a week ago. Obviously this needs to be investigated.

After speaking with the member, the staff person will want to create a new contact in ACE so that other staff can be made aware of the
issue. Having searched the member in ACE and

opened the “Add Contact” window, they will select Add Contact

the “Member Concern” type of contact and then se- _ ] , .
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and has not been resolved, the user will select the i PipelinelBranch Location

“Open” option from the “Issue Status” drop down list : tive (Susan o igaTEs ~

as shown right. temat Projected Clos= Date: |[125/01/2010 v

Probability of Success: bt
The user will then add any pertinent comments and EMMA Prompt
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case of assigning it to someone else send a Notifica- | | siguonalinfo | Member Concern ' @® Member

tion. lssve Status: [ open o] StatusDate: 283202010 st

If the staff member determined that the member Importance

was quite upset they may wish to turn on the EMMA

prompt SO that +  IMember called contact centreto inform that the bill payment he made to Shaw Communications through internet ba_nking_ on
staff WhO are Work— 5919* Select ﬁsrrgferlﬁd was not received by the merchant, Member is upset because they are now in arrears at Shaw and is asking us
ing with the mem-
ber record in bank-
ing will be notified
of the situation so
they can deal with |54,
the member ac- received by the merchant. Member is Ssles Tracking Branch: | Londan v
cordingly. ipset because they are now in arrears s —_—
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g Closing a Member Concern

Drag a column header here to group by that column | Reset |

The “Red Flag” contact icon identifies an open ]

D] A] " tostchangedoy [isstchanged | rodoct | member |

Member Concern contact type in ACE. Thls_ is how TR DemoUser o 28012010 Chequing  PemeMartin
an open Member Concern contact appears in the Jan 28, 2010 (Demo User, London) - Member called contact centreto inform that the bill payment he made to
“Contacts” tab and the “Contact Details” form Shaw Communications through internet banking on December 3rd was not received by the merchant.

Member is upset because they are now in arrears at Shaw and is asking us to resolve.

(shown below). In this example the staff member
had the person responsible for bill payments do a trace on the payment. They found that there was an error in processing and then

_ : == fixed it. The issue was handled in a timely and courteous man-
Contact Details ’Dlﬁl . . . e
——1 ner and the member is quite satisfied. On the “Change Contact

State:  Member Concern / Bil payment error (EMMA Prompt Member)  Member: Pierre Martin, no: 5919 o “ ”
o S Details” form the user would change the “Issue Status” to
Subject: Payment Not Receved Probabilty of Success: Closed and then indicate the member’s satisfaction level. In
Merrber Concern Enterad on January 28, 2010 (Demo User, London) SicE this example they will select “Delighted”. If the EMMA prompt-
Inbound Call - Member called contact centreto inform that the bil payment he made . . . .
to Sha-; gom;numca:;sns :I:r‘ougbh internet b;nknq on December 3rd was not . I |ing was enabled and since this issue is resolved the user may
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Shaw and & sk Us T resoNg, e want to turn the EMMA prompt off by selecting “None” as
shown below:
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g Member Concern Icons

> Open Member Concern Contact — this red symbol denotes that there is an open member concern

r. Closed Member Concern Delighted — this green symbol denotes that there was a member con-
cern that is closed and the member is delighted with the outcome

r., Closed Member Concern Indifferent — this blue symbol denotes that there was a member con-
cern that is closed and the member is neither delighted or not satisfied with the outcome

Closed Member Concern Risk of Defection — this yellow symbol denotes that there was a mem-
ber concern that is closed and the member is not satisfied with the outcome and they are a risk to
defect to another Financial Institution

g Member Concerns Report

This report is available in ACE to allow staff and managers to track the progress of outstanding
Member Concern Issues. This report also allows users to look for possible trends, gauge member
satisfaction level and evaluate the speed of resolution at the consolidated or branch levels.
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