Solving E-mail Cases

FamilySearch Support System

Family history missionaries receive e-mails from patrons with family history problems. The goal of
FamilySearch is to give answers to family history questions. Each time a patron e-mails FamilySearch, a
case is created to track both the question asked, and the answer given to solve the problem.

1. In some areas, you may be assigned e-mail cases. These cases will appear in your default work
folder.

2. When you send an e-mail to a patron, you are representing the Family History Department of
The Church of Jesus Christ of Latter-day Saints. As far as the patron is concerned, you
represent the Church, and if you treat him or her well, the Church has treated him or her well.
Therefore, we suggest using the following guidelines:

a. Use upper and lowercase letters as you would in writing a letter.
Wrong: WE HOPE THIS INFORMATION WILL HELP YOU SOLVE YOUR PROBLEM.
Right: We hope this information will help you solve your problem.

b. Proofread your e-mail before you send it.
Use a subject line that describes the content of the e-mail and lets the patron know what
question you are answering.

d. Begin with “Dear” and include a title (such as Mr., Mrs., Brother, or Sister), the patron’s
last name, and a colon or comma.

. :ka’n = ==
Step 1: CENE IR i
Locate the My Folders pane in the ®_>m — =y = |
upper left. - = = = L

Step 2:
Under My Queues, double-click a
queue name.
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Solving E-mail Cases

W “NewF 3 o

Step 3: e
" Sesrchion] [ i} | unsavedSearch + [ @ ] @iweap [[view a1 ] [35+Records
. [FType v DYV Age (dh:m) ¥ | Create Date V' [Conditon v | Status v Priority V. Title v |
To open a case, double-click ;%—'- B— i e e e -
. . [ Case ™ ownzr 001 18:42 7202007 642AM  Open-Dispaich  New Please Specty  Rules Discrepancy | -
anywhere on the case information O N L A s | NS e s Mo o
temple cards
. 041436 1126 04:41 6/19/2008 8:11 AM Open-Dispatch  New Please Specfy  After Combining
line. I T g
041440 1126 04:41 6/19/2008 8:11 AM Open-Dispatch  New Please Specfy  Don't Have a Computer
041441 1126 04:41 6/19/2008 8:11 AM Open-Dispatch  New Please Specfy  Dead shows iving £
041446 1126 04:41 6/19/2008 8:11 AM Open-Dispatch  New Please Specfy  Can'tfind Memos.
041447 1126 04:41 6/19/2008 8:11 AM Open-Dispatch  New Please Specfy  Temple Ordinances by Proxy
041248 1126 04:41 6/19/2008 8:11 AM Open-Dispatch  New

changed to femaie
Piease Specty  Lets Me Clear Ordinances for the Living

7106 TeesTeelEe SEREELE 8f

041449 11260441  G1920088:11AM  Open-Dispaich New
041462 1126 04:41 AM New. Pease Names Submated before nFS
Iew |
041454 1126 04:40 New Piease Specfy  Mistake in a Temple Ordinance
041455 1260640 6192008812 AM New Please Specty  Find Contributor
041457 1260440 61192008 5:12AM New Please Specfy  Forgot to Check Confirmation
041458 11260440 6192008 812 AM New Please Specty  Ancestors Bom i the Covenant
041461 11260440 611972008 8:12 AM New Please Specty  delete chidren from a pedigree
041463 11260440 6192008 812 AM New Piease Specty | have a person s hersef and her mother.
041464 11260440 611972008 8:12 AM g New Please Specty | have two chidren wih the same name and one
has the wrong gender. How can | correct this?
041465 11260440 6/1922008 8:12 AM New Piease Specty | don't know how to correct an error in an entry
041468 11260440 61972008 8:12AM New Subject my -

é’
(

Step 4:

Read the e-mail message that
. . B L New Patron
describes the patron’s question. e D P OUCHIEAANGERA Ao, g Voo
Open-{ 6/1972008 8:12.02 AM Phone: Emat
Owner Queve KO Number 20 lsoocns Ot Tanmestuch oy ]
cfyemai New FamiySearch Area Support - English
Case: Find an Arsver | (SendEmal) (AddNote | (PrntCase] (Dispaich Case | | Close Case.
Step 5: ot O G| Gt G
st T T =
H ‘Search Now Search [ @ 4Records.
Click Accept Case. ) L Lo b e TRl
® Dispatch 6/19/2008 8:14:35 AM Cclarify from WIP default to Queue New FamilySearch Area Support - English.
- |, EmaiIn 6/1972008 8:12:03 AM cifyemai Emai received from peterpatron@dummy.net

Notes: Subject: T want my names back

Ireleased ordinances to the temple and they are gow “In Progress”, but I woukd ke to get them back. nFS

|, ChgStatus /1912008 8:12:02 AM cityemsi from status New to status New.
® Notes:
® Create £19/2008 8:12:02 AM cityemai Contact = Peter Patron, Prioriy = Please Speciy, Status = New.

| Desarption v

Step 6:
To save the case in your default
queue, click the Default button.

Step 7:
Click OK.
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Solving E-mail Cases

Tip: The FamilySearch Support System
will search for a knowledge document

based on the title of the case. The
title is created from the e-mail

subject line. The title can be edited.

Step 8:
Click Find an Answer.

Step 9:
Click Response To Customer.

Step 10:

Scroll to review the documents in the

search results list.

Step 11: (optional)

If you don’t find a document, edit the

words in the Search box.

Step 12: (optional)
Click Search.

Step 13:

Click the document name to open the
knowledge document.

I View Case: 041453 e=es |
Tioe: 10:
| want my names back | ‘041453
Category 1: Category 2- Category 3. § & -
Please Speafy | . o -]
Status: Zamee
New - A New Patron
Condition: Creste Date: PO U C HSE'ABANIGERIA Aba. Nigeria, Nigeria
Open 6/18/2008 8:12.02 AM Phone: Emat.
Rt 234 400001 EOH-Tranng@LDSChurch.org

(s anave | (i) epech e | (G e

Notes: Subject: I want my names back

&)l Chgstatus
® Hotes:
® Create

6/1912008 8:12.02 AM

61912008 8:12.02 AM

[ (s
Actity v | Login Name T Addonal Information ¥
@ Dispatch 8:14:35 AM clarity from English
- | EmalIn 12:03 AM cfyemai Emai received from peterpatron@dummy.net
® Extemal es
CC Ust:

I released ordinances to the temple and they are now “In Progress”, but I would lke to get them back.- S
ctyemai
cfyemai

. =mcm

from status New 10 status New.

Contact = Peter Patron, Priority = Please Speciy, Status = New

(©) Case Response

SRR $041453: | want my names back

| want my names back

Tope All Topics >
Dociment Types: Al Documents —> -

Resultszo)
moe.

Results 11001222

o oale supmited in

N0y Most relevant + Searcn wenn

" back tromine tempie? Once names.

ad History (102810}
3 temples g

106793)

= and:are no longer kept at e temple.

Mame shows properts in some views and a

an
9 selected3.

can see that e mame is now showing for tose persons.

s Uninown
&) datails page,

s
Ci

.name shows on Parents and Sidings tao|

07301)
ick the amow !

Attachments: | Adifle

Created By: Agent 4

Created On: 051908 0612 ottt

@ Internet | Protected Mode: On v R0% v

(5) Case Response

in progress get back
Topie. Al Topics > -

Document Types Al Documents —>

Mch “in progress get bac
Focus Your Results

Created by: Agent ¢
Crested Om: 0813108 08 12

Referance: | want my names back (Casell

Greeting: Select —> -
pr Other su Dear Patron,
trouble with? are you using? o7 assal
o abewFamiSearch)  eEamieTraelakens  yyre )
Messaces) «EamilSearch indesing = D) sl
g);ﬂmmmmmuxs ) «Organiznga) ) =|| sotr: Seleerics
UDEs) oMsmingRecordse = Yolund
1881 i han g FamilySearch Support.
+00180G00 (60004) 301 Canactan Consus .m; ] a
wEamilySearch Indeing L
ighichts z) more
e Closing: Select >
Sincerely
Results 140015 nextts Sortby: Most relevant ~ Search vann. FamilySeazch Suppo:
1 the temgis afier an FOR was printed (108836
2 ooz
ogr ady.
™ A ihers o o2 (10 [CSpoteg | [ vewenm | [5em |
progress *Once an ocgnance 110 rogress.” he terpe has pened h carc
ordeance
£ 11 June 2010 (111271)
E — cacxne
st thre s progress
“
Done

@ ntemet | Protected Mode: On

@~ mi% -
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Solving E-mail Cases

Step 14:
Read the document to make sure it
answers the patron’s question.

Step 15:
Click Close Window to close the
document.

Step 16:

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

Step 17:
Customize the following sections of
the response to customer e-mail
message:

e (Creeting

e Body

e Closing

Tip: Type the body of the e-mail in a
word processing document. Spell
check the message. Select the text.
Press Ctrl+C to copy the message.

Return to the e-mail template. Click
in the Body field. Press Ctrl+V to
paste the message in the template.

(&) Knowledge Base Document # 102180

Document ID: 102180

o

Cosevndon |

Can I reserve

le or after I have rel

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

d them for others to do?

Problem
Can I reserve temple ordinances after I have released them for others to do?
Resolution

from the Temple Ordinances list.

4

After you have released ordinances to the temple and they still show as "Reserved" on the individual's LDS Ordinances page, you still can print the Family Ordinance Request

Note: An individual shows as *Reserved” only until the temple accepts the ordinance, at which point it changes to *In progress.” Once an ordinance changes to *In
progress,” the temple has printed the card and the ordinance is in progress and cannot be called back. We have no way of knowing which temple has picked up the
ordinance until the completed ordinance appears in the new FamilySearch.

@ Intermet | Protected Mode: On v ®0% -

(©) Case Response

Guided Search e

Asvances Searen

in progress get back

Topic New FamiySearch
Al Documents >

Documant Types

<Try one of these alternative searches:
« packo)

Created By: Agest &

FCH-Training@LDSChurch org
Bee:

Subject:

Reference | want my names back (Casell

Groeting:
Dear Pacron,

17017 Sertey. Most releant

ing orcinances o he temple ater 3n FOR was printed (108838)

fhers 1o 927

2wz ~
sstus bock 10 Tn Progress: 1 Ready “Search lr 1 disus by he PD rumber
you wro down c
B¢ Can | resene tample ordinancas afier b
5 (102180)
progress In progress.”
s

120wng Which emple has pcked up the ordmance.

tequest messaoe

g There was an eror
[3 ¥heniningto open e Help Canter (3045m en)

“There was an
the Help.

Created Om: 06115108 0812

Select —>

coquest messace

e “There was an efror
[% whenningto open Help Caner (9048m en)
our

new
FamilySearch: “There was an error in processing your request” message when
Ining to open Help

+Ordinance _

@ intemet | Protected Mode: On G~ wwon -

Respond

Case Notes

To:
FCH-Training@LDSChurch.org
Bee:

Subject:

I
Greeting:

Dear Brother Patron,

Body:

Reference: | want my names back (Casell

Select —>

Select —>

Response To Customer

Thank you for contacting
ordinances "In progress"
back.

Closing:

FamilySearch about temple
that you would like to get

Select —>

Sincerely,
FamilySearch
support@familysearch.org

Linked Knowledge Document(s):

do?

Can | reserve temple ordinances after | have released them for others to
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Step 18:

At the bottom of the template, click
View Email to display the entire
message in a separate window.

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

Step 19:
At the top of the view email window,
click the Close button.

Step 20:
Make any corrections in the message.

Step 21:
Click Send.

Step 22:
Click OK in response to the message:
“The email has been sent.”

Step 23:
Click Close Window.

] Spelling | [ Viewy Email \ | Send |

18]

19)

= T
ail.do?

P

Dear Brother Patron,

back.

Sincerely,
FamilySearch
support@familysearch.org

Document Links:

Click anywhere on the blue link below for a document that answers your question.

Can | reserve temple ordinances after | have released them for others to do?

Spelling | [ Yiewy Email \ [ Send*—@

Message from webpage

y rh The email has been sent

Thank you for contacting FamilySearch about temple ordinances "In progress” that you would like to get

() Case Response

SRE: #041453 | want my names back
Customer Name: Peter Paron

Guided Search  Suech i Asvances Sesron
in progress get back

o New FamilySearch .

DoaumestTyess  All Documents > -

Your Search: “in progress get back">New FamiySearch

Alternate Searches
#Try one of these altemative searches:
=backen

Account:

Serch

Results 17017 Sortby. Most relevant ~

e tample after an FOR was I
2 1o
I Progress” to Teady.
You wrote down.
204 Canire: ater others to o7
£ (102180}

progress. n progress,

knowing which temple has picted up the ardnance.

vour request” message

a0 “Thece was an error in procs
[ Wheniving o open ine Help X0

3in in again,
qu

“There was an
e Help

cequest” message

am “There was an emor
[% #hentvingto open Help Conter (9049m gn)

out You il

ingto open Help.

y new
FamiySearch. Tnere was an error in processing your request” message when

FCH-Training@LDSChurch org
Bee:

Greeting:

Linked Knowledge Document(s):

ooy

Subject:
Referance. | want my names back (Casell

Select —>

Select —>

Select >

ViewEnm | [ Send |

oS s Rt @ Intemet | Protected Mode: On v K100% v
Step 24: Windows Internet Explorer 153
Click Yes in response to the message: [ﬁ The webpage you are viewing is trying to close the window.
“The Webpage you are VieWing is Do you want to close this window?
trying to close the window. Do you
want to close this window?” [ ve [ No |
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Step 25:
In the upper left, click the Category 1
drop-down arrow.

Step 26:
Click a category in the drop-down
list.

Step 27:

In the upper left, click the Category 2
drop-down arrow.

Step 28:
Click a category in the drop-down
list.

Step 29:
Click Save.

Step 30: (optional)

Click Add Note if you need to add
internal notes with confidential
information.

Step 31: (optional)
Type confidential notes in the For
Internal Use Only box

Step 32: (optional)
Click Log in the lower right.

Step 33:
Click Close Case.

1D

5 ViewCase: 041453 (=S~
Tite: 1D
|041453
=
y 5 Contact Name:
Please Specify.o> - . m
Y = Peigr. |Patron. [EdtPatron |
findexing Address:
i O C A ASANIGERIA Ao, et g
=
Phone: Emat: .
KD Number. 234 |[400001 |ECH-Tranng@tDSChurch.orq.
pa
poesossts —_“lie ] () ) (i) [Dopeth e [Gmcne
ot
[l socsoes |
(i) [ 5 )@ etz =/ &) @woo
Actvity V. [ CreateDate ¥ {Logn Name v [ Additional Information V'
® Dispatch 6/19/2008 8:14:35 AM clarify from WIP default to Queue New FamilySearch Area Support - English.
= | EmalIn 6/19/2008 8:12:03 AM cityemai Emai received from peterpatron@dummy.net
® Exteral emai
cCst:
Notes: Subject: I want my names back
I released ordinances to the temple and they are now “Tn Progress”, but I woud ke to get them back.-nFS
@ Create 6192008 8:1202 AM ctyemat Contact = Peter Patron, Priorty = Piease Specty, Status = New
5 ) Chg Status 6192008 8:12.02 AM ctyemad from status New to status New.
® Notes:
Cancel

|0s1453
CHegry Contact Name:
27 peter. [patron EdtPatron
‘Address:
0 C HAE ABANGERIA Ao Nigere Nioere I
KD Number: 234 {40000 |ECH-Trainng @ DSChurch.org
Close Case
() (5] @ i< | © J] e () )
Actity v TCreate Date v  Logn Name Information v
® Dispatch 61972008 8:14:35 AM ty 1o Gueue New FamiySearch Area Support - Engish.
& |, Emailn £/1912008 8:12:03 AM from petecpatron@dummy net
i 30
ccust:
Notes: Subject: T want my names badk
1 released ordinances to the temple and they are now 'In Progress”, but I would Ik to get them back.- S
e ceate 192008 8:1202 AM ctyemes Contact = Peter Patron, Priorty = Please Spect, Status = New
& |y ChgStatus. 6/19/2008 8:12:02 AM cifyemad from status New to status New.
® Notes:
Notes:
For Interai Use Only-
. The:
041453 | want my names back
Wattng for Patron Response Walting for -
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Step 34:
Click the Resolution drop-down
arrow.

Step 35:

Click a resolution in the drop-down
list. Note: Select Knowledge Base if
you attached a knowledge document

to the case response e-mail message.

Step 36:

Type any additional case notes. Note:
These notes are public and will be
seen by anyone who views the case,
including the patron.

Step 37:
Click Close Case.

1D; Tite:

Closed By: Close Date:

041453 | want my names back

35

36

Resoluton:

Gware Sent to Patron

(39)

Phone Log (d/him): o

Case Actua:
300 00:00 | (3

Research Time (dhm): 000 300 00:00 | (3
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