Create a Telephone Case

FamilySearch Support System

Family history missionaries receive telephone calls from patrons with family history problems. The goal
of FamilySearch is to give answers to family history questions. Each time a patron calls FamilySearch, a
case is created to track both the question asked, and the answer given to solve the problem. The
FamilySearch Support system keeps track of each case for each contact.

1. When you answer the telephone, you are representing the Family History Department of The
Church of Jesus Christ of Latter-day Saints. As far as the people calling are concerned, you
represent the Church, and if you treat them well, the Church has treated them well. Therefore,
we suggest the following telephone guidelines.

a. Answer the telephone within three rings.

b. Have a pleasant voice. Smile, it makes a difference in your voice.

c. Speak distinctly.

d. Answer the call: “Thank you for calling FamilySearch. My name is Elder/Sister
I’m happy to help you with your [choose one: FHC | Indexing | new FamilySearch | OFO |
Research | Wiki] question, but first may | have your name and phone number?”

e. Obtain and update other contact information as necessary.

2. Be agood listener.

a. Refer to the caller by name.

b. Ask questions to understand the problem, but don’t interrupt the caller.

c. If acalleris angry or rude, listen and try to understand the problem. Empathize with the
caller. Apologize and acknowledge the problem. Do everything you can to make sure the
problem is resolved. Please do not respond in an unkind way, even if the caller is rude to
you.

d. Listen with the Spirit. Remember, you are representing The Church of Jesus Christ of
Latter-day Saints.

3. Provide as much help as you can.
a. Keep the caller aware of the progress of the call. If it will take a few minutes for you to
find an answer, ask if he or she would like to hold, have you call back, or have you send
an answer by e-mail. If you put the caller on hold, thank the caller for waiting.

4. |If you are teaching the patron how to solve the problem:
a. Ask the patron to stay with you as you teach him or her the steps.
b. Check often with the patron to make sure you are both on the same screen.
c. Let the patron know they can call back anytime.

5. Before closing a call:
a. Make sure the answer met the caller’s need.
b. Ask the caller if he or she has anything else you can help with.
c. Ask the caller if he or she would like you to e-mail the answer to him or her.
d. Close the call by saying, “Thank you for calling.”
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Create a Telephone Case

Step 1:

Answer the call: “Thank you for
calling FamilySearch. My name is
Elder/Sister . I’'m happy to
help you with your [FHC, Indexing,
etc.] question, but first may | have
your name and phone number?”

Step 2:

In the upper right, enter the first few
letters of the Surname and then the
Given Name.

Step 3:
Write down the caller’s phone number
in case you are disconnected.

Step 4:
Tell the caller, “Please give me a
minute to find you in our system.”

Step 5:
Click Find Patron.

Step 6:

If the patron is in the search results
list, click the button before his or her
name.

Step 7:
In the lower left, click Select.

Note: The contact information will
automatically be entered in the
patron information fields (upper
right).

Other cases with the patron as the
contact will be displayed (if any).

Step 8:
If the patron is not listed in the
search results, click Create.

Preferred Name: Surname: Given Name: Role:

| ‘*Patron ‘*Peted |

Phone: Email: Language:
At Prone: At Emo Status:
Mdress Time Zone:

| Previous Patron | | Find Patron tegf—=e e

5 Create Case > Search: Contact Results (E=jr=n |

{Searchiion] [ i Q| |unsavedsearch v [ & ] Fwep View Al | [1Records
Sumame v | Given Name v Phone V. [Emai v TRoe V. [Status v |Gy v [State V| Country v
Starts with | Starts with v Startswith | Starts with v Sartswith o= | Starts with v |Start... o |Starts vith =
Patron Peter [Actve
Patron Peter 000000000 FCH-Training@LDSChu Patron Actve  Aba Ngera  Ngena

Preferred Name: Surname: Given Name: Role:

[ batron Peter VPatrcm
Phone: Email: Language:
234 | [oooo00000 FCH-Training@LDSChurch.org | | Engish
Alt Phone: Alt Email: Status:
2 | - scoe
Address: Time Zone:
[POU CHAEABANIGERIA,, Aba, Nigera, , Nigeria | [Nome

Previous Patron | [Find Patron ) Edit Patron

[seect ) (Loeae ) [Edt )
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Create a Telephone Case

[E=zjren =)
Step 9: o= = —— .
Type information in the patron fields. == T s = - -
Note: The yellow fields are required. — : — =
City: State: Postal Code:
Important: Do not require the patron e
to give you information he or she
does not want to give.
Step 10: | save || Cancel |
In the lower right, click Save to save
the new patron information. @
R (=i~
Step 11: ome == = = =
Ask the patron, “How may | help you g o oo -
today.” @_.’rm'*'“’ ' - e
PO U CHEEABANIGERIA, , Abs, Nigeria, , Nigeris None
revious Pavon | (EndPaien) (2 Edtraien)
Step 12: e e
Starts with .‘Tsmw- .iw g;.)’?m«m s wt -
Click in the Notes field. Type notes as e SRS G == .|
the patron explains his or her family s s e
. s Rt s 4150011 154850 OvenChen Mo
history problem. orrn
. Category 1:
Step 13: e g @
Below the notes field, click the Category 2:
| 1
Category 1 drop-down arrow. e - J
Case Title:
*
Find an Answer
[Please Specify v

Step 14:
Click a category in the drop-down
list.

lOnline Fim Ordering "J
Patriarchal Blessing Request
Please Specify -

Step 15:
Click the Category 2 drop-down
arrow.
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Create a Telephone Case

Step 16: embership Change Request 4

Click a category in the drop-down

list. @

. Category 1:
Step 17: *ew FamiySearch =

In the Case Title field, type a title for Category 2:
the case (80 characters maximum). |

| Policy/Procedure v
Case Title:
?dciliL@ng Individuals to the new FaminqarchI

Note: Type a descriptive title. The title
will be used as the search words in
Find an Answer.

Step 18:
Click Find an Answer.

Diagnose
Ste p '| 9 . Background Search Collaborate
Guided Search  Switch to Advanced Search || Show Saved Documents/Searches.
On the left, scroll to review the Add Liing Indvicusls to the new Fam Sowen
knowledge documents in the search Topie Al Topics —> =
Dbosmen Types All Documents > -
results list. ,
Your cl dd Living Individuals to the new Family Searcl A
Focus Your Results
What are you having Which of our What are you trying Other support Sy|
trouble with? products areyou  todo? topics: ]
Ste p 2 0 = Changing user using? = contribute(15) = Membership record
name(1s) = Social Security  Correct information 20)
Click a document name that seems to sBedistalonsy  DELIMMS 1 AL
. earingin the ::1331 British = Merqing Records living individuals(12) =
. Wrong Order(3) Ensus(s) 15) = Restricted Record
answer the question. Notbodne =i88iCanadan  exady “
fncestorsry  Censusel «Qualitingfor  =Minimum
— = 1851 British temple ordi needed
iationshi Census() Tor temple
relationship(4) ! more.... ordinances(s)
more. = 1880 United States
Census(e) =BIC) L
more... more....
Results 1-10 of 49 next10> Sortby: Most relevant ~ Search Within:
Add Unable to add living indivi in new Famil (104247)
o 1am unable to add living individuals; it says the record is restricted. | cannot add a living
other family member to my pedigre...
Add What i for living indivi can | see in new Famil ? (100243)
o read-only or restricted error. Shoul living individuals to the new FamilySearch?
legally adopted children appearing in fhe new FamilySearch...
restricted reeords:Resﬁ:ted..

® Knowledge Base Document # 100243 22 Gose i

Step 21:
Document ID: 100243
Cal’efu I Iy I’ead the dOCU me nt tO make What infort ion for living individuals can I see in new FamilySearch?

sure it answers the patron’s question.

[To print this document, place your mouse pointer here, right-click, and choose Print Target.

[Problem

« Information cannot be seen for kving individuals. For example, a patron cannot see his or her living grandchildren.
« Icannot see my spouse’s family in the pedigree view.

+ Lknowthere s more iformation nthe system sbout my ing r8athes than the new FamiySearch s showing.How do [ see 7
« Tadded my iving relative to the new FamilySearch, and now it shows that person’s ordinances need to be don

2 [V wded Vg 9ib0m 1 the i FemiySes tch Bylw/ard Gen't Gomblns them: TAL S esonly o Fresticted smor

« Should I add living individuals to the new FamilySearch?

« Why aren't my legally adopted children appearing in the new FamilySearch?

Step 22:
Click Close Window to close the

privacy nights
Living ancestor not showing

[Resolution N

d ocument. Due to privacy laws, information for fiving individuals can only be viewed if you are a direct descendant from them or they are your chidren. Grandchidren and in-laws
wil not be viewable unti they are deceased. These indiduals must be manually entered into the system. When you manually enter data into the system, it wil only

be viewable by you. Also, married names for daughters are not displayed. Only the maiden name wil be displayed in the new FamiySearch. Birth dates for Iving

indwiduals over 18 years of age (other than yourse¥) are not displayed either. You are not able to see ordinance information for any individual who s stil iving,

including yourse.

For more information on this subject, see KD 1012455

What you see is based on the information contained in the Church membership records. If a living chid does not appear, contact your ward or branch clerk.

When a Church member dies, the new FamilySearch displays information from his or her Church membership record after the ward or branch dlerk enters the death
information in the membership record.

The new FamilySearch is well suited to records for the deceased, and not so well suited to records for the living. Please see KD 105366 for advantages and
disadvantages of storing genealogy onfine in the new FamilySearch versus keeping it on your own system.
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Create a Telephone Case

Step 23:

Click Add at the beginning of the
document name to link the
knowledge document to the case.
Note: You can choose more than one.

Step 24:
Tell the patron: “Thank you for your
patience. | have found an answer for

you.

Step 25:

Use the knowledge document to
assist the patron. Explain each step.
Make sure he or she is able to follow
each step.

Step 26:
Ask the patron: “Would you like me to
e-mail this information to you?”

Step 27:
If the patron says “Yes,” click
Response To Customer.

Step 28:
Close the call with the patron.

Step 29:

Click Add at the beginning of the
document name to link the
knowledge document to the e-mail.

Step 30:

Customize the following sections of
the response to customer e-mail
message:

e Greeting

e Body

e Closing
Step 31:

Click View Email to display the entire
message in a separate window.

Carefully proofread the e-mail
message. You cannot edit in this
window.

() Case Response

Add Liwng Indnaduals to the new FamilySearch Sewch

Tosie All Topics >

Documant Types:  AY Documents —>

Resolution:

End ResulvOther:

<23

Ut 1100148+ next1os Sonby: Most relevant v Search Wani

494 Una 104247

other tamiy member o ey pedire
= 100243}
legaly adopted chidren appearg 1 e new FamilySearch

494 Yihatis arestricied record in he new FamilySearch? (107501)

See kD
reatncied records Restrcted.

@ Intemet | Protected Mode: On Gov R10% v

Respond
Case Notes Response To Customer
i
To:
FCH-Training@LDSChurch.org
Bec:

Subject:
Reference: Add Living Individuals to the ne
I

Greeting: Select —> -

Dear Brother Patron, -

Body: Select —>
It was a pleasure to talk to you regarding your

question about how to view living relatives in the
new FamilySearch. Click on the blue link below to
open the document we discussed about this topic.

RN K]

Closing: Select —>

Sincerely,
FamilySearch
support@familysearch.org

L]«

Linked Knowledge Document(s):
What information for living individuals can | see in new FamilySearch?

What information for living individuals can | see in new FamilySearch? (100243
4 read-only or restricted error. Should | add living individuals to the new FamilySearch?

legally adopted children appearing in the new FamilySearch...

)gmr P TRy ot/ KanraStpponCanter/c > e ’

Dear Brother Patron,

It was a pleasure to talk to you regarding your question about how to view living relatives in the new
FamilySearch. Click on the blue link below to open the document we duscussed about this topic.

Sincerely,
FamilySearch
support@familysearch.org

Document Links:
What information for living individuals can | see in new FamilySearch?
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Create a Telephone Case

Step 32:
At the top of the view email window,
click the Close button.

Step 33:
At the bottom of the response to
customer window, click Send.

Step 34

Click OK in response to the message:

“The email has been sent.”

Step 35:
Click Case Notes.

Step 36:
Type case notes in the following
sections:

e Problem

e Resolution

e End Result/Other

Step 37:
Click Save.

Step 38:

Click OK in response to the message:

“The text will be saved to the CRM
system and the form will be cleared.
Continue?’

Spelling | l Wiewy Email | I Send*—@

\"M‘essage from webpage

4 l} The email has been sent

Respond
Case Votes Response To Customer

To:
FCH-Training@LDSChurch.org
Bec:
Sobct: @
Reference: Add Living Individ(iws®’the ne
1
Greeting: Select —> v

Respond

Case Notes | Response To Customer

Create Content
Problem:
The patron is concerned that he is not able to see a

his living brothers and sisters in his family
pedigree.

Resolution:

Using KD 100243, explained the privacy issues that -
restrict providing information for living
individuals in the new FamilySearch.

End ResultiOther: i - i

Discussed the pros and cons of adding living -
individuals to the new FamilySearch with the

patron. Sent him an e-mail with KD 100243 attached.

Attachments:

What information for living individuals can | see in new FamilySearch?

”M’esage from webpage

‘€Y Continue?

.

”_\\I The text will be saved to the CRM system and the form will be cleared.

ok || Cancel
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Create a Telephone Case

Step 39:
Click OK in response to the message:
“The case has been saved.”

Step 40:
In the upper right, click Close
Window.

Step 41:

Click Yes in response to the message:

“The webpage you are viewing is
trying to close the window. Do you
want to close this window?”

Note: A case ID number now appears
in the upper left of the case window.

Step 42:
In the lower left, click the Resolution
drop-down arrow.

Step 43:

Click a resolution in the drop-down
list. Note: Select Knowledge Base if
you used a knowledge document to
help the patron.

Step 44:
Click Close to close the case.

{ ii The case has been saved.

| Close Windowy

About Help

The webpage you are viewing is trying to close the window.

Do you want to close this window?

Yes || N

Case ID:
42191 4}—@

Category 1:
E'New FamilySearch = 1
Category 2:

(folicy/r;r“d.cedure =)

Find an Answer

hancement Request -
ardware Sent to Patron
Info Given to Patron
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