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. LOGIN

The mechanism for using Omni Channel SRM 3Dolphins v4.8.2 is as follows :

f
il

Open the Web Browser on the computer.

Enter the URL address in the web browser and login as a 'Trainer

Type your ‘'Username’ and ‘'Password' in the column provided.
Note : Password is a combination of capital letters, lowercase letters, numbers,
and symbols ,

Press the 'Sign In' button or press the 'Forgot Password' button if customer

forgot password,

3DOLPHINS SRM
Version 4.8.2

Well, @ Hello there!

e

g c
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2.1

EMAIL TEMPLATE

In 3Dolphins, the email template feature allows you to create templates such as,
email reply templates, email signature templates and templates for auto reply
emails.

Go to customer service menu and click the email template menus, then you will see

a email template page such as images below.

0 mum= e — T

( Produk Information Temp.

« <El>

Create New Email Template

You can use the email reply template to answer the same questions or frequently
asked by customers via the email channel or even global questions about products or
services that have default answers. So, you don't need to retype answers that can
lead to different answers to the same questions. You can add new ones email

template in the Customer Service menu > Email Template.

For example, we will explain to you how to create an email template and how to
apply it when you will reply to an email message. In the upper right corner, click new
email template button. So, you will see a blank page in the new email template form,

enter the email template name and email template message, such as images below.
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EY O oo o )

= Email Template 4+ New Email Tomplate [l # AutoReply | # Signature
Email Template Name
@E Email Template Messages
Z  InformationPf  Adal s 1ipx : BIUS AW xxX HH»+» EEZEE 9= @28 &
aar {cusiomer_name}
« <H>

Field component explanation :

Field Name Description

Email Template Name | Name of template message.

Email Template | Enter a custom message that will appear in the
Message notification emails that are sent. You can insert images or

links in email message.

Click the save button, if email template success created, you will see a success
notification pop-up and email template will display on the list of email template such

as images below.

oL s EDY & O oo )
&= Email Template 0 Success

Yo s

info & Produk information Temp.

R

K‘nbﬂ
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The email template that you have created will also appear on the form of email
message reply by clicking on the Customer Service menu > Customer Support >
select email tickets > click reply email. Then you will see a form of reply email
message, click the email template icon, and then you will see a list of email

templates such as images below.

2.2 Edit an Existing Email Template
Sometimes, you might need to edit a email template. Maybe it’s because the
information on the template has been obsolete. Select a template from the list of
the email template page and click the edit button.

= rr—rrerreEn

= Email Template 4 New Email Templato | # Auto Reply

i

r Info & Produk Information Temp..

Update new information as needed and then click the save button to apply changes.
If the information about the email template has been successfully updated, you will

see a successful notification pop-up as shown below.

s EEEY ¥ O O o o ()
& Email Template O Success

e

# Example Email Template # Produk Information Temp.

K(nbﬂ
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2.3 Remove Email Template
Sometimes you need to remove email template from a system when it is no longer
needed. Select template and click delete button. Then, you will see a pop-up confirm
to remove request. Click yes button to proceed or you can click no button to return

to the auxiliary mapping page.

Remove Email Template

x

Are you sure to remove ?

24 Email Signature
E-mail signature is a personalized block of text automatically appended at the
bottom of an e-mail message. Supervisor can create signature email for each email
channels in customer service menu > email template. By default, each e-mail
channel only has one e-mail signature. In 3Dolphins, it is possible to make signatures
in text and image formats. In the upper right corner, click signature button.

o= EXY ¥ O S o e )

= Email Template 4 New Email Template ] # AutoReply | # Signature

e

[ Produk Information Temp...
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Select email channel and click edit button, then you will see a form to create email

signature. For example, we create signature of 3Dolphins as shown images below.

# Signature
Z© 3doiphins.helpggmail.com

Aral 3 px ¢ B I UGS AN xxx HH»® EEEE

Best Regards

PT InMotion Inovasi Teknologi

3DOLPHINS

Al For Customer Experience

# Auto Reply | B8 Email Template

K(.PN

When you make an outbound email or reply to a customer's email, the message will

automatically be accompanied by an email signature. For example, go to Customer

Service menu > Customer Support > click the 'Email Outbound' button. On the

outbound email form, the email signature will automatically be used as shown

below.

Write your email here

@ Total TH Arial s px : BIUSsS AR x x* H

k3 f= @8 L
Filter Customer Tickel Best Reg
Channel Type ) Telephony < PT InMotion Inovasi Teknologi

SDOLPHINS
f o ' Q Al For Customer Experience
=0 e
Assigney

2 4 & — . ~
8 © a
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Category

> Severity
2 Language Category
> Gender Category

2 Service Category
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Auto Reply

The auto reply feature allows you to create templates that you can use to
automatically reply to customer messages. You can create an auto reply template in
the Customer Service menu > Email Template. In the upper right corner, click the

auto reply button. By default, each email channel only has one auto reply template.

= Email Template + New Email Template | # Auto Reply | # Signature

e

(Z Produk Information Temp.

K{nbﬂ

Select email channel and click edit button. Then you will see a form to create auto

reply message, as shown images below.

# Auto Reply # Signature | B8 Email Template
Z© 3dolphins.helpgbgmail.com
Adal 3 x ¢ BIUGSG AN x;x¥ HH®»® ESEEE 9= @8 &
Halo. N <« n > M
Terimakasih sudah menghubung! kami, pesan anda akan dibalas secepatnya oleh customer representative kam
Saiam Hangat
Bela
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For example, when a customer sends a message to the company's customer service

email, a reply message will automatically be sent to the customer, as shown images

below.

IDOLPHINS SRM b ) Agustin Misa
Version 4222
Q JR- SVEE SRS - .
Filter Customer Tickets Q) (= ?) (&) (W) (m) (+) (= Category
= - R A . >
Channel Type (Dretephony (D Escalated () Tokeover @) Unassigned  ()Bot @ Team  (7) Closed ..

2 Language Category

f ©

’ Q A ? Gender Category
=0 & sl
SN & 7 Q
8 © ] R =

w\ ents 2
<> @ & A s L)

D Ssubject: Test Auto Reply

© Team Member Updated

Ticket By Date

Hallo

Terimakasih sudah menghubungi kami, pesan anda akan dibalas secepatnya oleh customer representative kami

Salam Hangat,
Ticket by Severity

Critical Bella
o |-
Medium |
Low Severity: Nt Set

[Agngngtgss

Notes is not avallabie

> Customer Case
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