80000069#95

Company

(i

243 Damiel Wabster ighmay
Mernmacks W 03054 us

. 603-583-5200 . 603-595-6993

actual Bed

iwﬁj
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From: = February 1« 2010 PO Humber
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D00 1365374

o 0052008501 WARRANTY
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User Login and Forgot Password

1.

From the login screen click on the Enter your Tuthill E-mail address and your
password. Click OK to login.

Tuthill.com Login Screen

1 Tuthill

Please enter your email address and password:

Email Address:

Password:

Forgot your password? Click Hera...

2. If you forgot your password, click on Forgot your password? Click Here...
3.

Enter your e-mail address and click Submit. A link to reset your password will be
sent to your e-mail address.

m Tuthill ; o s |

ooking for a Distributor? &7
Tuthill brings customers and

produrts tngether.

Sign-On

Activate My Account

Forgot My Password

Helpful Links =
=] P
% Downlnad Product Specificatinns
¥ Looking for = Distributor? Please enter the email address you used to register your account:
[@ Ercwse Product catalog

4.

When you receive the e-mail from the system, click on the link. A page will load
prompting you to enter a new password.

5. Enter your new password twice and click Submit.
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Managing Toolbox Users

Toolbox user administration is done through the secure area of Tuthill.com. Standard
work has been published on myTuthill for how to access the user administration portion
of Tuthil.com. Below is a sampling of the standard work to refresh your memory, but for
the complete standard work search for “manage tuthill.com users” on myTuthill.

Nogakrwdh -~

Visit http://www.tuthill.com

Login using your Tuthill.com username and password

Once logged in click on the Secure Area link at the top of the site

Click on the Employees Only link

Click on the User Administration link

Search for the user that you want to manage using the filter near the top
Assign appropriate security groups to user by clicking on the groups icon

Toolbox Security Groups

There are several groups that user administrators can assign to Toolbox users. The
explanations below will clarity what each of the security groups entail.

Toolbox Admins

Toolbox Admins can do everything that plain Toolbox users can do plus they can
add VMCs to T.O.P.S. and manage all items under the T.O.P.S. Settings menu.
This includes setting LOB permissions, configuration, publishing announcements,
managing feedback categories, and managing Tuthill contacts.

Toolbox
This group is the basic Toolbox user group. No administration can be done in
this role alone. It does not include selling and credit functions.

Toolbox Selling

This group is reserved for Tuthill salespeople. It includes basic Toolbox group
functionality. It allows them to manage their LOB’s sales funnel. A “My Sales
Funnel” button appears for these users in the left navigation panel.

Toolbox Credit

This group is reserved for individuals that manage customer credit. It includes
basic Toolbox group functionality. Toolbox Credit group members can generate
D&B credit scorecards and view credit history.
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Preferences

Users can set a preference for which tab of a customer view that the customer locator
will take them after a search has been executed and a result has been found.

1. Click on the Preferences link near the top of the left navigation panel to open the
preferences window.

28, 2010 1:47 PM

Sign Out

Quick Search

Applications -

Customer I_ut:iiior

2. Select which tab you want the customer locator to take you to when a result is found
from the Customer Default Tab drop-down menu.

Preferences ®

Preferences

Customer Default Tab: Orders -

Save Preferences

3. Click the Save Preferences button to save your preference and to close the
preferences window.

If you don’t want to make changes to your Customer Default Tab after opening the
preferences window, click on the “X” near the top right of the mod-window to close it.
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The User Interface

The Toolbox’s user interface was designed to be as intuitive as possible with input from
real CSRs, salespeople, marketing folks, and credit management. The interface will
undoubtedly change as we spin the Cl wheel on it. In fact it already has changed since
its initial release in November of 2009.

Top Navigation Panel

The top navigation of the site, pictured below, contains links to administrative and
reporting tools throughout the Toolbox.

Dashboard Applications Product Series Reports Customers P.S. Settings Need Help

Here is a snapshot of where this menu can take you:

Dashboard: Returns to the “home page” of the Toolbox, the dashboard
Applications: Tools to manage applications of our products
Product Series: Tools to manage product series for your LOB
Reports
0 Opportunity Matrix: View your LOB’s opportunity matrix
o Outbound Calls: Consolidated view of all outbound calls
0 Pre-Authorizations: Displays a list of credit authorizations run by the
credit management team for your LOB
0 Feedback: A report containing all feedback (and interactions) for your
LOB
0 TOPS Users: A list of all users that have been given access to T.O.P.S.
e Customers
o0 Add VMC: This is how you grant customers access to T.O.P.S.
o Manage SAP Accounts: Tools that allow you to manage existing
T.0.P.S. accounts
e T.O.P.S. Settings
0 Permissions: Set permissions for what your LOB’s customers can do on
T.O.P.S.
o Configuration: Manage various settings for T.O.P.S.
0 Announcements: Manage announcements that appear on the T.O.P.S.
home page for your LOB
o0 Feedback Categories: Manage your LOB’s feedback categories for the
lake room
0 Tuthill Contacts: Manage your LOB’s contacts that you want to appear
on T.O.P.S.
e Need Help: Access this very document, the Toolbox Handbook
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Left Navigation Panel

The left navigation panel contains the most frequented tools of the Toolbox and even
offers some shortcuts for users to perform valuable searches within our data repository.

Sign Out

Quick Search

Applications -

Customer Locator
Pr'lcing & Leaﬂ Time

Product Cross-Reference

Calculate Shipping Rates

P T T T T 3

LOB Link List

#® How are we doing?
View Survey Results

Toolbox acting
slow? Click
here to notify IT.

Y Tuthill

Date and Time

Personalized Greeting
Preferences: Set User Defaults
Sign Out: Log out of the Toolbox

Quick Search: Applications, Product
Series, Interaction Number, Track
Shipment (by PO#), Invoice by Delivery #,
Order Search (by PO#)

Customer Locator: Locate customers

Pricing & Lead Time: Lookup pricing and
lead time

Product Cross-Reference: Lookup
customer, competitor, and obsolete parts

Calculate Shipping Rates: Lookup live
shipping rates from Tranzact

LOB Link List: Shortcuts for you LOB
How are we doing? View Survey Results
from T.O.P.S.

Launch Chat: Web-based chat operator

console.

Scratch Pad: Your individual electronic
notepad.

Turtle Button: Report slow performance
of the Toolbox to Corporate IT



Dashboard Overview

" |Dashboard] Applications Product Series Reports Customers T.0.P.S. Seftings MNeed Help

Submitted Interactions In Process Interactions Open RGA Requests
«  There 2re no Open RGA's

Quick S

ch

Customer Locator

My Sales Funnel

77777 Upcoming Calls

Thersrerocalzhe oneazows @i wee IR TN

77777 Sales Manager 12/01/2009
Happy Birthday 09/03/2010

of Business:

Pre-Authorization for VMC's Recent Feedback
Set Location: [company ______________[sous [ -

Furl Waaym: - . W, Gramnaer, Inc.

Toelbex acting

The dashboard is the screen that will initially load when you login to the Toolbox.

Submitted Interactions
These are new interactions that have been submitted from T.O.P.S. that require an
answer to a customer. These have not yet been assigned to a location or individual.

In Process Interactions
These are interactions that are in process, but not yet closed. They have typically been
assigned to a location and individual.

Open RGA requests
These are new RGA requests from T.O.P.S. users. These will need to be reviewed and
confirmed by the customer service rep for the customer to receive an RGA number.

Blocked Orders
These are new orders entered via EDI or T.O.P.S. that have lines containing items that
exceed their specified large order quantity.

Upcoming Calls

This list contains the outbound calls that are due to be completed in the current week
(Monday through Friday) by the CSR that is logged in. Visibility of upcoming calls can
be expanded to the next 30 days by selecting the appropriate radio button.
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Past Due Calls
This is a list of calls that are not marked as complete and that have due dates that occur
in the past. This list is specific to the individual CSR that is logged in to the toolbox.

Pre-Authorization for VMC'’s

This list is used by Toolbox users that have access to the credit management tools. It
displays credit pre-authorization requests that need to be done by the credit
management team.

Recent Feedback

This list contains feedback that has been recently added to the repository by all users,
including customers by way of T.O.P.S.
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Customer Locator

The customer locator is a tool for locating a specific customer using various search
criteria such as company name (or partial), SAP account number, order number,
customer part number, contact full name, phone number, city, state, or country.
Customers can be located within one LOB or all LOBs by using the “My LOB” / “All LOB”
filter option. If your location is using screen-popping the customer locator will
automatically populate with caller ID information in the phone field and search for based
on contact Phone 1 and Mobile numbers stored in SAP.

1. Click on the orange Customer Locator button in the left navigation panel to launch
the customer locator tool

Customer Locator

Customer Locator My LOB @ All LOBs
Company: Full Name:
Account #: Phone:
Order #: PO #:
Cust. Part #: City:
State: - Select State — - Country: - Select Country — -
Go to: Orders - \ Subrnit I

Enter your search criteria

Press your Enter key or click on Submit

If multiple results are returned click on the row containing the customer you're
attempting to locate.

howh

You can also choose whether the results returned are from your LOB or all LOBs using
the radio buttons labeled “My LOB” or “All LOBs” at the top-right side of the customer
locator.

When multiple results are found, users will be presented with a list of matches to select
from. These results can be filtered by customer type: All, Ship To, Sold To,
Prospective. By hovering over a result users can see the primary phone number for a
customer in a black tool-tip box. All of these features can be seen in the image below.
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Customer Locator

Customer Locator
Company:
Account #:
Order #:
Cust. Part #:

State: - Select State — -

Go to:

Show: Sold To Customers

-mm

Z001 Frederick 0000065903 Bp Solar 0000065503
£ - Changzhou Trina Electronics
Changzhou City, Jiangsu
Z001 Province 0000090573 Solar Engergy PE_lrk_New 0000090578
Co.lt District
Z001 Hazelwood 0000405174 Confluence Solar 0000405174
Merrimack 0000069495 Gt Solar | |ooooosz49s ME
Z001 Wuxi, Jiangsu 0000400532 Konca Solar Cell 0000400532

Z001 Carson 0000062513 CA

Z001 Souderton 0000068760 PA he

Z001 Belle Vernon 0000085387 PA

Industries

Go To
The “Go To” feature allows users to go to specific places within the portal after a
customer has been located. For example, when “Orders” is selected in the Go To menu
and a user clicks on the Submit button, the resultant search will load the orders tab for
that specific customer. The default value for this menu can be set under preferences.

Y Tuthill

{Wuxi) Co. Ltd
Z001 Hinkley 0000069144 CA Luz Solar Par

Solar Power

linitad Salar

Full Name:
Phone:

PO #:
City:

Country:

Orders

Solar Atmospheres

My LOB @ All LOBs ©

— Select Country -~

SET

&

0000068760

0000085387



Customer Tabs — Orders

The orders tab of the customer view contains information about orders placed by a
specific customer along with a filter to locate specific orders based on date range, status,
PO number, delivery number, part number, or SAP order number. All columns can be
sorted in ascending/descending order by clicking on the column header.

1.

If you’re not already viewing the Orders tab click on it
If you need to see more than a 60 day window of orders placed, specify a From and
To date range along with a status and click on the List Orders button (or use the

default order list)
Enter filter criteria and click on the Search button (or use the default orders list)

Customer - #0000069495

Company
Gl Sular

747 Naniel Wehster [lighwey
Metrimnenk, NH 03054 US

p. 603-883-5200 [ 603-595-6993

li] Y11 Plan Vs, Actual Heport

Invoices RGA's Motes Contacts  Interacbions  BS/GS  Funnsl Outbound Calls

Orders

Search Order llistory

From: = February 1, 2010 Status{optional) ~ PO Number -

To: September 24, 2010 Jist:Daless E—Ssa\m’?
Orders
4500014591 $984.00 Complste

0001366027
0001365374

0001355279 1.
non1355392 Aspnngzena

Note: The filter criteria for date ranges and status types are not linked to the search box

for the orders tab in any way. In other words, if you specify a date range of 9/1/2010

through 9/30/2010 and then enter a specific PO number in the search box on the right,
clicking the Search button will not incorporate the dates that you just specified. And
likewise, entering a specific PO number on the right and then clicking the List Orders
button on the left will not search for the value entered on the right, but will list orders
within the specified date range and status.
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4.

Click on any row to view order details

Customer - #0000062195

Company

GT Solar

243 Danial webeter Highway
Morrimadk, NH 03054 Ut

p. GO0-0A0-5200 . 6073-585-6990

|iat] ¥YTD Plan VS, fclual Reperl
[ Hequest scoracard

Orders | Invoices  RGA's| Notes Contacts Interactions BS/GS Fumnel Outbound Calls

VIEW UHUEHS

4= View Order Confirmation

PO Number: 4500014512 Order Status: Complete

Comimenls:

Descripbion

000010 **=nSEALMECHANICAL WITH VITON W/HE-11 $2.709.00 usD 10 10 05/21/2010

00000 0000040019

Cssl &2 nfa
000010 o 0040013 &*.SEALMECHANICAL WITH VITON W/HE-11 $2.709.00 usp 10 a o0s/z7/2010
oar R ~SEALMECHANICAL WITH V WYHE- 2,709. = o 27/2010
000020 0000011748 SEAL,LIP W/VITON $225.00 uso 10 10 05/21/2010
000020 SEAL,LIP W/VITON $225.00 usop 10 a 05/27/2010

Shipmenls Fur This Order

Tracking Number
05/27/2010 51914045 0032334594 $2,534.00 176694540366374534 nfa

On the “Order Details” page you can see the PO number, line numbers, part numbers,
descriptions, item price, currency, quantity ordered, quantity delivered (red if delivery for
line isn’t complete), and scheduled ship date. Shipment information for the order is also
available and includes the invoice date, invoice number, delivery number, invoice
amount, tracking number, and carrier for shipments already made.

5.

6.
7.
8

Click on the View Order Confirmation link to view the actual SAP output captured
as a PDF document

Click on a tracking number to view available tracking information

Click on an invoice number to view the details of an invoice

Click on the View Orders button to return to the initial list of orders on the orders tab
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Customer Tabs — Invoices

The invoices tab of the customer view contains information such as the date created,
status, invoice number, delivery number, PO number, SAP order number, total, and due
date on invoices for a specific customer. Red/Green/Black color coding is also present
to identify which invoices are late, on-time, or paid according to that customer’s terms.
All columns can be sorted in ascending/descending order by clicking on the column
header.

1. Click on the Invoices tab within the customer view
2. Click on any row to view invoice details.

Customer - #0000069405

Vdlue Minded Cuslomer

Company

G Solar

243 Caniel Webster Highway
Mcrrimack, NH U354 Us

p- G02-0ANT-5200 & GAO-595-0390
il ¥TD Blan VS, Actual Bepurl

[ Legucst Scorceard
Orders | | Inwoices | RGA's | Notes Contacts Interactions  BS/GS Funnel  Outbound Calls

- bte Crestes :Status |- Imoices ——[<veiwerys —— Jsvor |omers  oTom sowcome
919159 179,754, 010

060372010 LATE 82337875 4500013116 1339439
06/02/2010 LATE 82337221 4500012378 1334505

£§2336441

6027
61 9

)10 8 & 9

/2010 LATE 9. 4 82334551 O 1339439

/2772010 LATE 9. 2 82334541 4500012724 1343855
05/27/2010 LATE 9. L] 82334554 4500014512 1363326 06/26/2010
n5262010 LATE gia1=113 A2333543 Asnnng 2724 13a38ce 4130 620 77 06252010

On the “Invoice Details” page can see the invoice number, line numbers, material
names, descriptions, discounts, unit, quantity, list price, net price, sub-total, and total.

Customer 0000U6Y4US

Value Minded Customer

Company
Gt Solar

243 Lanicl webster Highway
Mermnmack, NIl 00054 LIS
p- 603-883-5200 . 6D3-555-6003

Wl YLD 1an ve. Acual ucport

i Reguesl Suaevad

Orders | Invoices RGA's MNotes Contacts Interactions BS5/GS Funnel Outbound Calls

VIEW ALL INVULLES

Invoice Number: 01914046 2~ New Invoice
0010 000000000000040019 10 $301.00 1EA $3,010.00
**reSEAL,MECHANICAL WITH VITON W/HE-11
Ticing Liscount % 100U (FauL.ou)
Tlean Ml Salus Price $270.90 1EA £2,700.00
0020 000000000000011745 10 $22.50 1EA $225.00
SEALLIP W/VITON
SubTotal: $2,934.00
Tomal: £27,934.00

3. Click on the View Invoice link to view the actual SAP invoice output in PDF format
4. Click on the View All Invoices button to return to the default list of invoices on the
invoices tab.
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Customer Tabs — RGAs
The RGAs tab of the customer view contains a list of RGA information such as the date,
RGA number, PO number, amount, and status. All columns can be sorted in
ascending/descending order by clicking on the column header.

1. Click on the RGA’s tab within the customer view

Customer - 0000060806

Value Minded Customer View Customer Perspective: — Select User — ~

Company

Tha Inc - (Do Not Mail Invoices)
11944 W. Ysth St. Sta. 345

Lenexa, KS 55215 US

p. 913 883 8486 F. 913 838 7476

i) ¥10 Hizn vs. Actual Heport

Orders | Invoices | RGA's | Notes | Contads | Interactions || BS/GS || S5I's || Outbound Calls  T.0.P.S. Settings  Tuthill Contacts

N L T N -

04/29/2010 TO063703 105876 $1,521.30 Pending
01/04/2010 FO068072 105843 $252.00 Open
20 - Entries Per Page [ (4 (k] [m Displaying Fage 2 of 1

2. Click on any row to view the details of an RGA.

Cnstomer 00000606

Value Minded Customer View Customer Perspective: — SelectUser—

Compdany

tha Inc (1) Nor Mail Invainns)
11544 W. 95Lh SL Sle. 345

Ienea, K5 66715 LIS

p. 913 ARA R4RR [ 913 RAR 7476

bt YT Plan WS, Srdvinl Repunl

Orders | Invoices | RGA's | Notes Contads Interactions | BS/GS | SSI's | Outhound Calls T.0.P.S. Settings  Tuthill Contacts

WIFW REA'S

[ anfi -

PO Number: 105843 Order Status: Open

Credil Memo#: n/=
Credil Memuo Dale:
Cumimenls:

Delv. Qty Sched. Ship Dats

000000000000029238
Customer part =: n/a
000000000000029238
Customer part =: nfa

000010 KIT,REP 3200-17/456 £$352.00 uso 1

000010 KIT,REP 3200-17/46 $252.00 uso 1

On the “RGA Detail” page can see the line number (item number), part number,
description, item price, currency, quantity, quantity delivered and scheduled ship date.
The header information also contains the PO number, Credit Memo #, Credit Memo
Date, status, and the reason for the return (comments).

3. Click on the View Order Confirmation link to view the official SAP output for this
RGA in PDF format.

4. Click on the View RGA'’s button to return to the default list of RGAs on the RGA’s
tab.
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Customer Tabs — Notes

The Notes tab of the customer view contains chronological notes on a customer entered
by any Toolbox users (CSRs, salespeople, credit management).

1. Click the tab labeled Notes on the customer view to see or add any notes to a
customer.

Cuslomer - #0000016228

Company

Caterpillar Forest Products Inc - Accounts Payable
Pu Bux 999 Mail Drop Dy

Ulayton, NC 2/528 Us

B TSIGI624 F H1SIAFET

hi| YTD Plan V5. Actual Report

’s | Notes || Contacts | Interactions | BS/GS Funnel  Outhound Calls

Credle
S Chnd Grbriel ot
Sco | Dnwnload Attachment

29 | CrldTusan Secinty Sample note Ueleta
Wed
11:42 am

G chnd Gahriel 114 =
Sep Caterpillar iz spelled with two L5, Delata
29 Browsae:
Werd
11:42 am Mdd Mot

You will see who and when any notes were entered on the left (A).

2. To add a note on a customer, simply enter the information you want on a note in the
text box (B) labeled Create.

3. If you'd like to add an attachment to the note click on the Browse... button and
choose a file from your computer

4. Click the Add Note button.

Y Tuthill



Customer Tabs - Contacts

The Contacts tab of the customer view contains a list of contact information such as
name, title, phone, and e-mail. All columns can be sorted in ascending/descending
order by clicking on the column header. The navigation buttons at the bottom of the
screen will allow you to set how many items are visible per page, go to the next page,
previous page, last page, and first page. The information located at the bottom-right tells
you how many pages of results there are and which page you are on.

1. Click the tab labeled Contacts on the customer view to see and manage customer
contacts.

Customer - #0000016228

dinded Customer

Company

caterpillar Forest Products Inc - Accounts Payable
Pu Bux 898 Mail Drup Oy

Claylun, NC 27528 US

p- 9162092524 f. 9152092631

] YT Plan s, Actual Report

& Hequest scorecard

Orders  Inveoices | RGA's | Notes  Contacts | Interactions | BS/GS | Funnel | Outhound Calls

ADD CONTACT

T P L S S U S U R N
YOREK, LISA Buyer 9192092624 york_lisa@cat.com Edit Delete

5l - Entriecperpage [ [=[=|m picplaying Page 1 of L

Adding a Contact

1. Click on the Add Contact button to add a new contact for this customer. This will
bring up the screen below for you to add your contact.
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Add Contact b4

Add Contact

First Name*:

Last Name*:

Title:

City:

State:

Country*: Choose. .. >

Phone*: Ext.

Mobile:

Fax:

Email:

( Cancel ” Add Contact J

Press Cancel if you don’t wish to add the contact.

Populate your available contact information. Fields marked with the red asterisk (*)
are required.

4. Press Add Contact to add the contact to the customer once you have entered the
required fields.

wn
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Deleting a Contact

ADD CONTACT

vork_lisa@cat.com

Displaying Page 1 of 1

1. To delete a contact, simply click the Delete button as pictured above. Clicking this
button will bring up the screen below.

Delete Contact

First Name: pj||
Last Name: Worster
Title: sales Rep
Phone: 8385551212
Mobile: 8385551200
Fax: 8885551100

Email: bworster@tuthill.com

[ Cancel ] [ Delete Contact

2. If you change your mind and don’t want to delete this contact, click Cancel.
3. If you want to continue with deleting this customer, click the Delete Contact button.
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Editing a Contact

| ADD CONTACT |

vork_lisa@cat.com @ Delete

Displaying Page 1 of 1

1. To edit the information on a contact, click the Edit button in that contact’s row as
pictured above. This will bring up the screen below.

Edit Contact
First Name*: EhH
Last Name*: Waorster

Title*: Sales F&ep

Phone*: 8885551212
Mobile: (3385551200
Fax: (8885551100

Email *: bwnrstef@tutﬁi“.cnm

| Save Contact |

2. Change any of the information that you wish to change and click the Save Contact
button. Please note that items with the red asterisk (*) beside them are required.
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Viewing a Contact

1. To view all the information on a contact, simply click anywhere on the row of the
contact. Clicking on a contact will bring up the screen below.

View Contact

View Contact

First Name: | J5A
Last Name: YyORK
Title: Buyer
City:
State:
Phone: 9192092624
Mobile:

Fax:

Email: york_lisa@cat.com

2. Once you have finished viewing the contact data, click the X in the upper right hand
corner to close the View Contact box.
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Customer Tabs — Interactions

The Interactions tab of the customer view contains information on Interactions such as
date, status, ticket number, origin, category, and sub-category. All columns can be
sorted in ascending/descending order by clicking on the column header. The navigation
buttons at the bottom of the screen will allow you to set how many items are visible per
page, go to the next page, previous page, last page, and first page. The information
located at the bottom-right tells you how many pages of results there are and which
page you are on.

Customer - #0000017750

Currently Not a VMC View Customer Perspective: — Select User — -

Company
W W Grainger Inc ¥V4180% - ** Accounts Payable **

Dept C

Sknkis, Tl AO077-3543 LIS

p. 3476478900 t. 8479137476
la] YTD Plan V5. Actual Report

B Revesd New Sooresrd
Wiew Seasresand 27 - Wiew Hisdory

1= Send Customer Credit Application Keguest

& Interachons & Meedback

CRFATF NFW TNTFRACTTON

ome — osttus |omckets Jooman  Jocatenon |+ subcatenons

05/20/2010 In Process 10057 T.0.P.5. Quality General
04/07/2010 Submitted 10054 T.0.P.5. Pricing General

In Process 10052 Email Applications Competitor

In Process 10051 Fax Catalog General

In Process 10047 Email Applications General

In Process 10042 Chat Applications Generzl
12/02/200% In Process 10041 Chat Applications Competitor
11/23/2009 In Process 10040 T.Q.P.5. Pricing General
11/13/2009 In Process 10038 Fax Catalog Generzl
11/12/2009 In Process 10037 Chat Applications Competitor
11/10/2009 In Process 10036 Chat Lead Times General
11/10/2009 Closad 10035 Email Catalog Competitor
11/10/2009 In Process 10034 Chat Catalog Competitor
11/10/2009 In Process 10033 Chat Applications Competitor
11/04/200% In Process 10032 Email Applications General
11/04/2009 In Process 10031 Chat Catalog Competitor
11/04/2009 In Process 10030 Chat Applications Competitor
11/04/2009 In Process 10029 Chat Applications Competitor
11/04/2009 In Process 10028 Chat Applications Competitor
11/04/2009 In Process 10027 T.0.P.5. Pricing General
20 ~ Enines Per Page |[M4||4||k]|¥ Displaying Page 1 of 2

Note: Both Interactions and Feedback are both managed within the Interactions tab and
show up within the feedback reports for the lake room. The difference between
interactions and feedback is that an interaction signifies that we owe a customer a
response, feedback does not.

The contact information located on the top-right of this page will only show up if this
screen is accessed through a screen-pop as displayed below.
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Adding an Interaction

1si BS/GS Funnel | Qutbound Calls | T.0.P.S. Settings = Tuthill Contacts

‘ CREATE NEW INTERACTION ,
S — |
- ongn | cotepory - Subcategory
T.0.P.5. Quality General
T.0.P.S. Pricing General
Email Applications Competitor

1. Select the Interactions radio button if it's not already selected
2. Click the CREATE NEW INTERACTION button. The screen below will open.

Add Interaction

Contact: Denise |saacs > 4
Category: Choose One_.. - Sub-Category: Choose One.__. -
Origin: Choose One._.. - Series: Choose One... -

Please note details of your situation and what outcome you seek.

Attach File: Browse...

3. Select the Contact, Category, Sub-Category, Origin, and Series from their respective
drop down menus.

Note: Contacts must be entered as a contact under the contact tab on the customer
before it shows up as a selection on the contact drop down.

4. Enter an explanation of the interaction in the large text box and be sure to capture
any deliverables due and golden nuggets

5. If you want to attach a file click on the Browse... button and choose a file from your

computer

Click the Submit button to save this interaction

Give the customer the newly generated ticket number for future reference.

No
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Editing an Interaction

1. To edit an interaction, simply click on the row containing the interaction.
2. Verify that the correct location (A) is chosen. Correct if necessary.
3. Assign a specific Tuthill Contact from the Assigned to list (B) to this Interaction

Customer - #0000017750

Currently Not a vMC stomer Perspective: — Select User — -

Company

W W Grainger Inc ¥*V4180* - *= Accounts Payable **
Dl F

Skokie, IL GOO77-0540 US

P. B1/6158900 £ 8179135176

|1} YT Plan WS, Actual Report
[ Regusst Hew Scorecard

& Wiew Scurevard 2 20100 - Wiew Hislury

Orders | Invoices || RGA's Notes  Contacts | Interactions | BS/GS Funnel Outbound Czlls T.O0.P.S. Settings Tuthill Contacts

@ Inleracbions O Feedbadk
INTERACTIONS CREATE NEW INTERACTION
Details Update

Locanon: ramwayme - _Ellnnpt
Assigned to Mark fimeids -

Cleas: [ e Trifeer e dions

worklog
Wil Peedlic i
May Interaction hac been aceigned:

20
Thu
1:22 pm

4. Verify the Category (C) and Sub-Category (D) fields. Correct if necessary.

Attach File [ Browse.. |

[Update |

You will see all Work log entries that have been entered for this Interaction at the bottom

of the page.

5. To add to the work log, enter any new information to the work log text box (F)

6. If this Interaction has been resolved and this is the last work log entry for it, you can
close the interaction by checking the Close Interaction box (G).

7. Click the Update button to save your changes and to send an e-mail notification to
the customer
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Customer Tabs - Feedback

The Interactions tab of the customer view also contains information on feedback such as
date, individual, category, sub-category, and product series. All columns can be sorted
in ascending/descending order by clicking on the column header. The navigation
buttons at the bottom of the screen will allow you to set how many items are visible per
page, go to the next page, previous page, last page, and first page. The information
located at the bottom-right tells you how many pages of results there are and which
page you are on.

Customcer - #0000017750

Currentiy Mot a VMC View Customer Perspective: — Select User — -

Cumpdny

W W Grainger Inc *V4180% - ** Accounts Payable **
Dept £

Skakie, IL 60077-8518 US

p- BA76478900 f. 8179137176

I Y11 Man Vs, nctual Report

B Mcgucs: tow = -
B View Scorecard (v o spiv) - Wiew History

ww S2nd Custemer Cradit Application Requast

Orders  Invoices | RGA's |Notes Contacts | Interactions | BS/GS Funnel  Outbound Calls T.0.P.S. Settings  Tuthill Contacts

T Interachinns @ Fesdhack
ATT FEFDRACK |

Click on a feedhack ta view details

* ntorsdoy 1 stachnent

09/0&/2010 W W GRAINGER INC Applications Competitor Yacine3 Merdjemak Vito Pellicano

09/06/2010 W W GRAINGER INC Applications Competitor na Yacine3 Merdjemak Vito Pellicanc Downmad
W W GRAINGER INC Applications Competitor 100 Yacine3 Merdjemak Vito Pellicanc Dewnload
)/ W W GRAINGER INC Catalog General 100 Shayne Hahicht Vito Pellicano nfa
05/20/2010 W W GRAINGER INC Quality General 100 Vito Pellicano Vito Pellicanc n'a

Select the Feedback radio button to view feedback within the Interactions tab

2. Click on the row containing the feedback you wish to view. You will see the category
and sub-category of the feedback along with the data entered. At the bottom you'’ll
see the origin and date of the feedback

Feedback X
Applicalions * 1 Cuinpelilor »

serles: 100
Download Attachment

Their pump can be used for pumping feathers. Ours can't. =

Ongin: Service Call 09/08/2010

3. Verify the category and sub-category. Correct if necessary and click Save.
4. Click the X in the top right corner to close this window.
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Adding Feedback

tbound Callzs ' T.0.P.S. Settings = Tuthill Contacts

{ ADD FEEDBACK >

100 Yacine3 Merdjemak Vito Pellicano n/a
n/a Yacine3 Merdjemalc Vito Pellicano Download
100 Yacine3 Merdjemak Vito Pellicano Download
100 Shayne Habicht Vito Pellicano n/a
100 Vito Pellicano Vito Pellicano n/a

1. Select the Feedback radio button if it's not already selected
2. Click the ADD FEEDBACK button. The screen below will pop up.

Customer Feedback

Contact*: Choose One -
Category*: Choose One.__ - Sub-Category*: Choose One._. -
Origin*: Choose One__ - Series: Choose One. . -

Description*:

Attach File:

Submit

3. Select a Contact (must be a contact under the contact tab for the customer),
Category, Sub-Category, Origin, and Series from their respective drop down menus.
Note that any field with a red asterisk (*) beside it is a required field.

4. Enter the feedback from the customer in the text box labeled Description

5. Click the Submit button to save your changes
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Customer Tabs - Blue Sheets & Green Sheets

In support of the TBS Selling process Blue Sheets (BS) and Green Sheets (GS) may be
attached to a customer within the Toolbox. These sheets are visible to all Toolbox
users.

Blank Blue Sheet and Green Sheet templates are available at the top of this tab for your
convenience. To access these templates simply click on the Download Blank Sheet
link.

Customer - #0000017750
Currently Not a VMC View Customer Perspechive: — Select User — -

Company

W W Grainger Tnc *V4180% - =* Acrounts Payahle %=
Dept E

Skuikie, Tl GO0TT-RS4A 1S

P. BA/6A/BYUU . BA/Y13/1 /6

la] ¥TD Plan VE. Actual Report

) Rruussd Nea S card .
‘EEIQ!‘“!III 23 3 - Wiew Hisluey
= Send Customer Credit lication Request

Orders Inwoices RGA's | Notes | Contads Interactions | BS/GS | Funnel OQutbound Calls || T.0.P.S. Settings || Tuthill Contacts

Download Dlank Sheet Download Dlank Sheet

Blue sheets Green sheets

Tuthill Blue Sheet all tabs - 1030094.x1s edit delete Tuthill Blue Sheet all tabs - 1030097 .xls edit delete
Vito Pellicanc Vito Pellicanc

Tuthill Blue Sheet all tabs - 1020093.xls edit delete

vito Pellicenc

Viewing Blue Sheets & Green Sheets

1. Click on the BS/GS tab to view any available Blue Sheets/Green Sheets associated
with a given customer
2. Click on the bold sheet name to open it

Attaching Blue Sheets & Green Sheets to a Customer

1. Click on one of the two big buttons that say Attach Blue Sheet or Attach Green
Sheet depending on what type of file you'd like to attach.
2. Browse to file you'd like to upload on your local computer or network drive.
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3. After selecting the file you'd like to upload, click Attach Blue Sheet or Attach Green
Sheet to upload it

Attach X

Attach Blue Sheet

Choose File: | Browse...

Attach Blue Sheset

Note: When updating Blue Sheets and Green Sheets you’ll need to open the file and
save it locally. After making your changes save it again and then return to the view page
of the SSI. Click on the “edit” link and re-upload your updated file.

Deleting a Blue Sheet or Green Sheet

1. Click on the delete link next to the file you'd like to remove. You will then see a
confirmation message like the one below.

2. If you no longer want to delete the file click the No, Cancel button

3. Click Yes, Delete to delete the file

Are you sure you want to delete?

Tuthili Green Sheet all tabs - 1103091 xls

Yes, Delete

No. Cancel
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Customer Tabs - Funnel (Formerly SSI's)

The funnel tab of the Toolbox allows salespeople to track opportunities within their sales
funnel. Within the Funnel tab of any customer, Toolbox users can view opportunities
and their respective statuses for the selected customer. Salespeople can view a
personalized consolidated funnel by clicking on the “My Sales Funnel” link located in the
left navigation panel.

Cuslumer  #0000017750

Currently Mot a WML

Company

W W Grainger Tnc *V4180% - *= Accounrs Payahle ==
M F

Orders  Inwoicss RGA's MNotes Cortacs  Interactions  BS/GS | Funnel | Outbound Calls | T.0.P.S. Settings  Tuthill Contacts

W CHAINGHH e O

inFumnel ~| Senice GRAINGER INC “V4180* | Chad's Auto Warshouse CHG FRI210C $50,000.00 £20.000.00
$50,000.00 $20,000.00

Rt bew

BestFew  ~| NC VW GRANGERING *V | Jason's Junk Pile 5 Chemtravelier $10,000.00 ) $4,000.00 )
%10.000.00 %4,000.00

s - | © VW GRANGERINC *V | Vitr's Whelesale P 400 $20,000.00 $3,000.00

Funinel Sublolal $60,000.00 £24,000.00

sl Subatantd L0100

1 astfillad Subtor=l SO0 £

Adding a Funnel Iltem

1. To add a new funnel item start by choosing a funnel category in the first column of
the grid

2. Populate all remaining fields within the row of the funnel item that you’re adding

3. Click the Add Item button at the end of the row to save it

Editing Funnel Item

1. Click into any cell that you'd like to edit and make any changes that you need to
2. Clicking out of each cell will automatically save the data that you have just entered

Deleting a Funnel Item

1. Scroll to the right side of the funnel item that you’d like to delete

2. Click on the Delete button

3. Click Yes when asked if you really want to delete the funnel item, click No if you
change your mind
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Exporting the Sales Funnel to Excel

1. Click on the Export to Excel button
2. Click through any warnings that Excel issues as you open the file. These warnings
will vary based on the version of Excel that you're using.
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Customer Tabs - Outbound Calls

The Outbound Calls tab contains a customer-specific list of outbound calls that selling
and customer service have completed and need to complete in the near future. All
columns can be sorted in ascending/descending order by clicking on the column header.
The navigation buttons at the bottom of the screen will allow you to set how many items
are visible per page, go to the next page, previous page, last page, and first page. The
information located at the bottom-right tells you how many pages of results there are and
which page you are on.

Customer 0000017750

Currently Not a VMC View Customer Perspective: — Select User — -
Company

W W Grainger Inc ¥V4180% - ** Accounts Payable **

Dept E

Shuikiee, T GOO7T7-R548 1S

P. $1/64/B900  f. BA/YLEA/B

la] YTD Plan VE. Actual Report

B Resoesd New Sosresord
] View Stawensand (o 27 20i0] - Miew Hisdory

= Send Customer Uradit ication dequest

Orders  Invoices RGA's MNotes Contacts Interacions  BS/GS  Funnel | Outbound Calls | T.O.P.S. Settings | Tuthill Contacts

CREATE CUTBOUND CALL

e [Pareaes S
12/13/2010 test Pellicane, Vito No Complcte

1213/2010 test vellicane, Vite He Upen

12/24/2009 This is a test Pellicanc, Vito Yes Open

12/33/2009 Thig is a test Pellicano, Vito Yes Open

12/22/2009 This is a test Pellicanc, Vito Yes Open

12/21/2009 This is a test Pellicano, Vito Yes Open

Adding an Outbound Call

1. Click on the CREATE OUTBOUND CALL button shown on the screen above. After
clicking on that button the screen below will load.
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2. Complete all fields on the form below

Company

W W Grainger Inc ¥*V4180* - ** Accounts Payable **
Lept

Skokie, IL 60077-8518 US

p. 8476478900 f. B479137476

] YTD Plan VS. Actual Report

P Reguest New Scorecard
B View Seorecard - View History

== Send Customer Credit Application Request
Orders  Invoices  RGA's Notes Contacts Interaciions | BS/GS || Funnel | Qutbound Calls || T.0.P.5. Settings  Tuthill Contacs
Tille:

Intention:

Call Attempt: 151 ~

Assigned To: Choose Caller

4

4

Contact: Unknown

VOC Occurred: Yes @ No

Notification:  abnel, Chad -
Pellicano, Vito

Test User, CSR Admin
Test User, CSR Admin
Scott, Michael =

Scarpelli, Jason ;
Almeida, Mark = ==
Janking, George o
Cray, Jeanice <]

<<

Other Notifications: =x=mple_i@tuthill.com, ex=mple_2@tuthil.com

Recurrence: Yes @ No

Due Dale:

Create Task

3. Click Create Task to save the new call and to send the individual that it's assigned to
an e-mail notification

If you choose to create a recurring outbound call like the one pictured below you will
need to choose the frequency of the call: Daily, Weekly, Monthly, or Yearly. For any of
these three types of recurring calls you'll have to specify a start date and a range. You
can have a recurring series of calls be ongoing by choosing “No end date”. You can
have the series end after a certain amount of occurrences or you can have it end by a
specific date.

If you choose Weekly you will be asked which day(s) of the week you'd like this call to be
completed on.

If you choose Monthly, you will be asked which date of the month you’d like this call to
be completed on.
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If you choose Yearly, you will be asked which date or which specific weekday (i.e., first
Monday of January, last Friday of October)you’d like this call to be completed on.

Recurrence: @ Yes ( No

Recurrence Type: |- hd

Weekly: Recur every week on
TIMon [|Tue [[Iwed [[IThu [CFn

Start: |:‘i“

Range: @ No end date

) End after 1 occurrences

™ End By| -

Viewing/Completing Outbound Calls

1. Click anywhere on the row of the Outbound Call you’d like to view. You will see all of
the call details along with a place to save the result as shown below.

2. When the call is completed enter your call summary in the Result box and Add
Feedback for any information that needs to go into the lake room

3. Check the “Task Completed” box
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4. Click Save Task to save your data.

Customer  #000H01 7 750

Currently Not a vMC View Customer Perspective: — Select User — -

Company

W W Grainger Inc *V4180% - ** Accounts Payable **
Ml F

Skokie, IL GO077-0540 US

D. 81/64/8500  F. 84/915/176

i} ¥TD Blan VS, Actus| Report

A Reuuesl Hew Suwevard
B view scorecard (w22, 20:0) - View Higtory

Send Customer Credit Application Reguest

Orders || Invoices  RGA's Notes | Contacts Interactions BS/GS | Funnel | Qutbound Calls | T-O.P.5. Settings  Tuthill Contacts

VICW ALL CUTDOUND CALLS

Netails Tntention
Follow-Up Call: New Purchase Ask how new pump is working cut for Grainger.
09/23/2010 Resull
SN0 She loves her new pump. We should try to sell her more. -
Chad sabriel =
Chad sabrisl
Claudin Schimek  Codit —_—
Suyer reedback ADD TTLDDACK
817535053/ Apphcatinna ng/79/2010

Fax: R4ATSI51175

Claudia.Schimek@Grainger.com

I"] Task Completed Save Task

VMC Conducted: Falsc

If the call you’re working on is a recurring call you will see a Call Log area as in the
screen below. This list contains the due date of a call, the date the call occurred, the
next call intention, and the call status. It is made up of all past calls and calls to be made
in the next 14 days. Click on any of the calls in this list to view or edit the results of the
call. You'll also see a new box called “Next Call Intention”, which will aid in gaining
clarity over what the intention of the next call is.

Call Log

+ Date Called |+ Next Call Intention | + Status
12/8/2009 n/a Open
12/7/2009 n/a Open
12/4/2008 n/a Open
12/3/2009 n/a Open
12/2/2009 n/a Open
12/1/2009 nfa Open
11/30/2009 n/a Open
11/27/2009 n/a Open
11/26/2009 n/a Open
11/25/2009 n/a Open

|10IJ vl Entries Per Page  HWi| 4| %) W Dusplaying Page 4 of 4
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Editing Outbound Calls

1. Click on the Edit button in the row of the call you’d like to edit from the main list of
calls on the Outbound Calls tab.

2. Make any changes to the call that you've selected as shown in the screen below

3. Click Save Task to save your changes.

Deleting Outbound Calls

1. Click on the Delete button in the row of the call you'd like to delete. You will see a
confirmation message like the one shown below.

2. Click on No, Cancel if you would no longer like to delete the call.

3. Click on Yes, Delete to confirm deletion of the call.

Outbound Calls on the Dashboard

Outbound calls show up on the dashboard in two places. Calls that need to be made by
a specific CSR will appear under the section titled “Upcoming Calls”. Calls that are past
due appear under the section titled “Past Due Calls”. A sample of what this looks like is
shown below. The dashboard contains calls that are assigned to the user that is signed
in to complete, not the user that created them.
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Customer Tabs — T.O.P.S. Settings

T.0.P.S. Settings is used to give permission to VMC's for the different functions within
T.0.P.S. that they can see. The tab within the customer view contains only the current
customer’s permissions, not permissions for all customers for your location.

Customer - #0000017750

Currently Not a VMC Jiew Customer Perspective: — Select User — -
Company

W W Grainger Inc *V4180* - ** Accounts Payable **

Dept C

Skolde, 1L 50077-8548 US

p. B476478000 . B470137476

P Reguest New Scorecard

[ view Scorecard i s 0 - View History

2 Scnd Customer Credit Applicabon Reguest

Orders Invoices RGA's Notes Contacts  Interactions BS/GS  Fumnel Outbound Calls | T.n.p.5. Settings | Tuthill Contacts

Enable or disable TOPS functonality for this customer.

¥ Inwuices
Cnline Chat
Oniinc Payment Processing
[@ order Entry
[#] Order Hislony/SLalus
[ Part Number Cross Reference
[ Product Lead Time & Pncing
[@ shipment Tracking
Shipping Rates Integration (Disabled for this LOB)
7 Warranties/Retumns

Zawve Changes

1. Check the boxes next to the permissions that you’d like to enable for this
particular customer

2. Click Save Changes to save your changes.

Note: Functions that are not enabled for your LOB will appear as options in this list, but
will be grayed out with a note stating “Disabled for this LOB”. To enable features of
T.0.P.S. for your LOB you’ll need to select T.O.P.S. Settings >> Permissions from the
top navigation menu. Only T.O.P.S. Administrators can do this.
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Customer Tabs — Tuthill Contacts

The Tuthill Contacts tab is where we can set the contact(s) for each of our VMC'’s so that
they are in contact with the right Tuthill employee in T.O.P.S.

Select the contact you want to be set as primary from the choosen contacts below.

Primary: | Choose . 'v] [Save]

Check the contacts you wish to show up on T.O.P.5. Save Changes

“* ! Tamara Coday

Account Administrator/Shipping
B Manager

tcoday@tuthill.com

p. 4174477372

f. 4174477226

Jason Dooley
Account Administrator
B jdooley@tuthill.com

p. 4174477287

f. 4174477226

Teresa Irvin

International & Truck Account
Administrator
tirvin@tuthill.com

p. 4174477285

f. 4174477214

(M8 Jenni Hull
e Scrvice Co-Ordinator
jhull@tuthill.com
p. 4174477378
f.

| Ted Kehl

0 Application Engineer
" tkehl@tuthill.com

p. 4174477339

f.

Veronica Parker-Sartin

Lead Account Administrator
vparker-sartin@tuthill.com

p. 4174477264

f. 4174477226

1. Choose the primary contact for this customer. When the customer is prompted to
contact their CSR they will be shown this primary Tuthill contact.

2. Check the box next to the contact(s) you'd like to associate with this customer

3. Click the Save Changes button

Note: Tuthill Contacts are maintained under the T.O.P.S. Settings area of the Toolbox
by Toolbox administrators only. To access this area Toolbox administrators will have to
select T.O.P.S. Settings >> Tuthill Contacts from the main navigation menu.
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Pricing & Lead Time

1.

3,
4.

5.

Click on the Pricing & Lead Time button located in the left navigation of any page of
the Toolbox

Pricing & Lead Time

Pricing & Lead Time for W W GRAINGER INC *¥V4180%*

Account #%: 0000017750 Find
Product #*: () Starts With @ Exact

v

Insert customer Account #. If you don’t know the customer Account # use the Find
button to locate a customer’s account number using the Customer Locator. This field
will already be populated if the Pricing & Lead Time tool is opened within a customer
view.

If you know the exact Product # select Exact and click on Lookup. Skip steps 4-5.

If you do not have the exact Product #, input the first three (3) characters and select
Starts With and click on Lookup. This will return a list of matches.

Choose the product from the list by clicking on it.

Below is the results window that will appear for a pricing/lead time inquiry.

Pricing & Lead Time

Pricing & Lead Time for W W GRAINGER INC *V4180%
Part #: FR1210C
Description: 12y DC PUMP 1200C
Weight: 33.0LB
Dimensions: n/a
Qty: 5 Submit
Lead Time: 3 pays
List Price: $183.50
Cust. Price: £183,50

Line Net: $917.50

MNew Search

If necessary, adjust the quantity being inquired and click Submit to get updated
results

To perform another search click on New Search otherwise, click the X to close the
window
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Product Cross-Reference

The product cross-reference tool allows Toolbox users to lookup Tuthill part numbers by
entering customer, competitor, or obsolete part numbers.

Product Cross-Reference

Product Cross-Reference

Choose a Type
Customer
Compstitor
Obsolete

Type: Choose a Type [:|

1. Choose the type of part number you are using to cross reference:
a. Customer — Is the customer’s part number
b. Competitor - Is the competitor’s part number
c. Obsolete - Is an old Tuthill part number

After making a selection, one of two following screens will load. If you chose “Customer”
you will see the left screen below. For “Competitor” or “Obsolete” you'll see the right.

Product Cross-Reference

Product Cross Reference

Type: -
Account #%: 0000017750 Tind
Product #*: Lookup

7 starts With © Contains @ Exact

Insert Product #

LN

Product Cross-Reference

Product Cross-Reterence

Type: [CRTTERUN ~
Product #%: Lookup

~) Starts With 0 Contains @ Exact

For customer lookups insert customer Account #

Click the Lookup to see the Tuthill Product #. You can lookup the price and lead

time from this page by clicking on the link provided.

Y Tuthill




Calculate Shipping Rates

For U.S. locations using Tranzact as their shipping rate provider, Toolbox users can
calculate shipping rates for orders.

1. Type in the product you would like to see shipping rates for
Click the Search button

Calculate Shipping Rates
Search and Add Products Products Chosen

Product #*: spfl2

O starts With @ Exact

3. Enter the quantity and click Add.

Calculate Shipping Rates
Scarch and Add Products Products Choscn

Product #: Search I

& starts with (0 Exact
Cnter Qty: SpE(2 1000

You can add more parts by searching more products and adding the quantity desired.
4. Enter the From and To Zip Codes

Caluulale Shipping Rales

Scarch and Add Products Products Chosen
Product #*: Search I Product £
® 5 th O SPF12 =] 1000 = 1Emuye
%) Starts with (0 Exact spEa = =7 = remaove
Total Weight: 675.47 | hs

From Zip Code: 46774
To Zlp Code: 531M

5. Click the Get Rates button to get a real-time rate lookup provided by Tranzact.
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Chat (Web-based Operator Console)

The web-based Operator Console is opened in a browser window. It looks like a
webpage. Its URL is http://operator.providesupport.com.

As you can see from the comparison chart, the web-based Operator Console is less
powerful than the Stand-alone one. But it still can be useful for operators who travel a lot
and work from different computers, who cannot install the stand-alone Operator Console
due to some security policy, etc.

The web-based Operator Console is common for different operating systems: Windows,
Mac OS, Linux. It supports most of popular browsers.

The console has the following look:

/> demo - test - Live Support for Web Site - Operator Console - Online - Windows Internet Explorer I;II_IETI’Izll

Currently in room: John, Demo1 -4-@ : > Customer Support

John:
I'have a question sbout your products, @

B Welcome John! Your request has been directed to the Customer Service department. Please wait for our operator to answer vour call.

B Call accepted by operator Demo1. Currently in room: Demol, John.

Demol:
Hello John

Thomas

1 Accept Call

| Select Canned Response v[_.

How can | helpyou? @ .

A
QOperators Visitors =
IP Address Hits, . .
Host Name' Duraﬂ'on Details Duticne
Lacahon: bt oo beite catdonldresses bl
| aassieee Lowabur: b
121.96.182.69.bti.net.ph i ' Mozilla/d g Eages
”‘—"'“’%ﬁa-ﬁnﬂim 1:43:39 | Browser/OS: o) 0'5 5 30729; MET CLR 3.0.30618; OfficeLiveConnector.1.3; OfficeLivepatch.0.0) Call
189.78.4,224 )
189-78-4- 1 Location: hbtp: o rvwebsite. comfinden himl Pages
224 .dsltelesp.netbr | 5.54.39 Referrer: Unknown call
Brazil, Sao Paulo, S3o Browser/OS: Mozilla/5.0 {(Windows; U; Windows NT 5.1; rv:1.9.0.11) Gecko/2009060215 Firefox/3.0.11 -
Faulo
B 212485513 Location:
bulten.pronet.com.tr a70 Referrer: @*’lﬂ.ﬂ&i
Turk nbuyl 400039 | o ceros. Mozilla/s.0 (Windows; U; Windows NT 5.1; en-US) AppleWebKit/530.5 (KHTML, like D%Cko) call
Istanbul " Chrome/z.0.172.33 Safari/530.5
Location: hittp: X ke, search. hiemi
B dlomebaus sose. | | 2| Referrer:  Uninown _ _ _ Bages
South Afica. 1:12:20 B~ Mozilla/4.0 {compatible; MSIE 5.0; Windows NT 5.1; Trident/4.0; MET CLR 23.50?@8&9@
— " 3.0.4506.2152; MNET CLR 3.5.30729} -
€D Intemet g v Hwow v

Web-based Operator Console

1. Each chat session appears as a separate "room tab" labeled with visitor's name.
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2. Operator's, visitor's and system messages are displayed in the main messages area.
3. Chat messages are typed in the text input area. All world languages are supported.
4. You can proactively invite your website visitors to chat.

5. You can see the active chat session participants' details (both visitors and operators).
6. You can see your website visitors' navigation history.

7. You can switch the console to the chosen visitor chat tab.
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Chat (Windows-Based Operator Console)

Profile Manager

Profile Manager in the stand-alone Operator Console allows creating and managing
several profiles with different options (e.g. connection settings, login information,
regional options, console behavior on different events, etc.). This can be useful if several
operators share one Operator Console using one computer or if one operator monitors
several accounts from one computer.

To open Profile Manager please use Tools / Profile Manager menu item in the console.

A~ Operator, Profiles [z]

Operator Console stores information about your settings in the operator profile

Ay ailable Praofiles

‘ Profile Mame - Is Open Open at Startup
- e T e
mike: fes

‘ mary s

Close ][ Cptions ][ Delete ]

Create New Operator Profile

| Create

Close

Profile Manager

Note! Profile in the console is not the same as operator profile in the account Control
Panel. They are responsible for completely different options.
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Working with Profiles
Open

To start using the profile, you need to open it. To open the profile please do the
following:

1. Choose the profile in Available Profiles list
2. Click Open button

You can have several profiles opened in the console simultaneously. This can be useful
if you need to monitor several accounts or act as several operators. Each opened profile
has its own icon in the system tray and is marked with Yes in Is Open column in
Available Profiles list.

Close

To stop using the profile, you need to close it. To close the profile please do the
following:

1. Choose the profile in Available Profiles list
2. Click Close button (it appears instead of Open button for opened profiles)

or

1. Right click the profile tray icon
2. Click Close item in tray icon menu

Managing profiles
Create

To create a new profile please do the following:
1. Open Profile Manager
Enter new profile name in Create New Operator Profile field
Note! This field accepts only Latin letters, numbers, dashes (-), underscores (_)

and spaces.
3. Click Create button

The new profile with default settings will appear in Available Profiles list. You can
adjust the profile's settings to fit your needs.

Edit

To edit a profile please do the following:
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1. Open Profile Manager
2. Choose the profile in Available Profiles list
3. Click Options button

Delete

To delete a profile please do the following:

Open Profile Manager

Choose the profile in Available Profiles list

Click Delete button
Confirm deleting the profile

PO~
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General

This tab contains all general profile settings.

22 Profile “default™ - Operator Console Options

£ Connection

’ Events
I{*EE | Speling
.I%?‘ Operators

55 Wisitars
) Geo-Location
ﬁi-!; Co-Broweser

<RTL> Reg
R Regional

Cornmon Settings for all Profiles

[ ] Launch Operator Console when Windows starts

Startup

Open profile "default” when Operator Console starts
[] Automatically login when Main \indow is opening

[] Hide Main Window inta Swstem Tray when Operator Console starts

My Skatus
[] Show me Away when I'm inactive for minutes

Show me Away when I login

Swskemn Tray

Hide Operator Console to Systemn Tray when I minimize it
Hide Operator Consale o System Tray when I kry ko close ik

Shov number of visitors in System Tray Icon when the visitor monitoring is enabled

Ok I [ Cancel

General tab

Common Settings for all Profiles

Launch Operator Console when Windows starts option is common for all profiles. If
you enable it in one profile, it will be enabled in all profiles and vice versa. If this option is

enabled, the console will be launched on the system start.

Startup

This set of options is responsible for the console behavior on the console startup.

Check Open profile "profile_name" when Operator Console starts option if
you wish the profile to be opened automatically when the console starts. You can
enable this option for several profiles if needed, all of them will be opened
automatically and a tray icon for each of them will be created in the system tray.
Note! This option should be enabled for at least one profile. So if you whish to
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disable it for your profile and it is grayed out, please enable it for some other
profile first and then disable for the needed profile.

Check option Automatically login when Main Window is opening if you wish
the console to automatically login using your operator login information from
Login tab. Please note that as soon as the console is logged in, you may receive
chat calls.

Check option Hide Main Window into System Tray when Operator Console
starts if you don't wish the console window to be maximized after it starts.

My Status
This set of options is to manage switching the console Away status.

Check Show me Away when I'm inactive for X minutes option if you wish the
console to automatically switch to Away status after X minutes of the computer
idle time. This option can be useful if you step away from your computer often
and don't wish to miss calls.

Check Show me Away when | login option if you with the console to
automatically switch to Away status right after logging in. This option can be
useful if you are going to only monitor your website and don't wish to receive chat
calls.

System Tray
This set of options is to manage the console icon in the system tray.

Check Hide Operator Console to System Tray when | minimize it option if you
don't wish the console always stay in your taskbar when minimized.

| Hide Operator Console ko System Tray when I minimize it

AN e
24 mike -test_accoun. .. EM |5 2:36
T
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Check Hide Operator Console to System Tray when | try to close it if you you
wish to minimize the console by clicking Close (X) button on the console main
window. This option can be useful if you don't wish to close the console
accidentally. We advise you to keep this option enabled.

Check Show number of visitors in System Tray Ilcon when the visitor
monitoring is enabled option if you wish to see the number of your website
visitors even if the console is minimized. Note! This option works only when the
visitor monitoring is enabled (Visitors or Geo Location tabs opened).

EM =1
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Login

Your operator login information is stored in this tab.

22 Profile "mike™ - Operator Console Options

7 Login Fields
A | General
Account Mame: | test_account |
ﬁ Login Operator Login: | mike: |
Operatar Password: |"" |
2 Connection
. Options
’ Events Remember my operator password on this computer
l‘?f_'El Speling
[}
2 Operators
il
‘Jf.'m Wisitars
o
) Geo-Location
“(.}
#57 CoBrowser
.-’"'-I e
CARTL> Regional
TR Ok | [ Cancel Apply

Login tab
Login Fields

You can specify your account name, operator login and operator password in order
not to enter them each time the console logs in.

Options
Check Remember my operator password on this computer option if you wish not to
enter your operator password each time the console logging in. The password will be

stored by the console in this case.

Note! Enabling this option may be unsafe if you are not the only user of the computer as
everybody will be able to login to the console using your login details.

Y Tuthill



Connection

You can specify connection options for your console in this tab.

A2 Profile "mike™ - Operator Console Options

A | General
75
2 Login

Connection

’ Events

I‘EE' Speling

A2 Operators
Wisitors
Geo-Location

E57 CoBrowser

A,
CARTL> Regional

Prozxy Settings
Use Internet Explorer Proxy Setkings
@ Direct connection to Internet

Q Use Custor Proxy Server For plain connections.

Cuskom Proxy Server Settings

Proxy Address: | | Proxy Pork:

Proxy ser Name: | |

Proxy Password: | |

Troubleshooting

(%) Keep log file until first successful connect frecommended)

() Keep log file permanently {use this option For troubleshooting only)

| ok | [ Cancel

Apply

Proxy Settings

Connection tab

Please note that if you use a proxy server, the connection to our servers could be worse
because of the proxy unreliability.

You can choose one of three possible variants:

Use Internet Explorer Proxy Settings - the console will use the same proxy

settings as used in your Internet Explorer browser

Direct connection to Internet - no proxy settings will be used by the console

Use Custom Proxy Server for plain connections - you need to specify custom
proxy settings for the console if you choose this option

Note! Proxy settings are applied only if plain connection is enabled in your account
Control Panel. For secure connection (SSL) only direct connection to Internet is used.
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Troubleshooting

You can choose one of two possible variants:

Keep log file until first successful connect - please choose this option if your

console works well
Keep log file permanently - this option is needed for troubleshooting purposes

only. Using it permanently can cause the log file fast growth
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Events

You can setup visual and sound alerts on certain events, e.g. visitor call, new visitor
enter the site, etc.

A3 Profile "mike” - Operator Console Options

= On Yisitor Call on System Message
ﬂ Generd Play Sound alert Play Sound Alert Play
f"“&fﬁ Laogin Raise Operatar Console Raise Operator Console
$ Cannection On Operatar To Operatar Call on User Message
= Play Sound Alert Play Sound Alert Play
F Events Raise Operatar Console Raise Operator Consale
‘3,'3-[ Speling ©n Mew Yisitor Enter the Site

( Play Sound Alert -
1'.:"{;:. Operators Al Py Sourel e

¢£ Wisitars
Play Sound Method {This setting is common For all profiles)

~

) Geo-Location

D Raise Operator Console

(%) Play sound via DirectSound {default)

‘?i*'f Co-Broweser ) Play sound using standard Windows method

'?:th:» Renional

LSRIL> Regiona - -

Gl Ok | [ Cancel Apply
Events tab

Alerts

Sound alert plays a certain sound on certain events. Please click Play button in the
particular event section to listen to the alert sound. Please check Play Sound Alert
option in the particular event section to enable this alert.

Visual alert raises the console up. Please check Raise Operator Console option in
the particular event section to enable this alert.

Events
On New Visitor Enter the Site

This event works only if monitoring is enabled (Visitors or Geo Location tab is opened) in
the console.
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Other events

Other events (On Visitor Call, On Operator To Operator Call, On System Message, On
User Message) work all the time the console is logged in.

Play sound method

You can choose either DirectSound or standard Windows method to play alerts sounds.
This option can be useful if you are experiencing some problems with playing alerts in
the console.

Custom sounds

You can change the sound for any alert. To do this youlld need to place your own sound
files into the C:\Program Files\Provide Support\Live Support Chat for Web Site\sound
folder. If you've installed the console to some custom location, then you'd need to

change files in this custom folder.

Note! You should keep the file name and format, otherwise the sound won't be picked
up by the console.
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Spelling

Spell checker with US, Canadian and British English dictionaries, and with dictionaries
for Danish, Dutch, Finnish, French, German, Italian, Norwegian, Portuguese (both
Brazilian and Portuguese), Spanish and Swedish languages, is built into the Operator
Console and ready to use. It automatically checks your spelling while you're typing your
message and highlights words that might be spelled incorrectly.

A= Profile “mike™ - Operator Console Options

$  Connection

Events

|“~.E£| Spelling
Ali?. Operatars
4;{,'. Visitars

¢y Geo-Location
% coBrowser

<RTL> Regional

[] bisable instant spelling check

Chonse Lanquages: |Engli5h (LSAY v|

General Options

Case sensitive [] 1gnore upper case words (2.g. ASAP)
Split hyphenated words [] 1gnore capitalized words (e.q. Ameli)
[] strip possessives [] 1gnore mixed case (e.q. PrintScresn)

[T] 1gnore mixed digits (e.g. Wines)

Suggest Options Language Dependent Options
Suggest phonetic [] split contracted words (French, Tkalian)
Suggest typographical [] 5plit words (German, Finnish, Danish)

Suggest split words

Ok | [ Cancel Apply

Options

Spelling tab

To enable spell checker please check off Disable instant spelling check option.

Then please choose the needed languages in Choose Languages box. You can
choose several languages e.g English (USA) and English (British) and Spanish. All
chosen languages will be marked with a green mark like on the following screenshot.
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A= Profile "mike” - Operator Console Options

A | General [] pisable instant speling chedk
[ ™ ] Choose Languages: 2
& % Login Danish
i General Options D'-ltC_h N
2 Cohnection Enqlish {Eritish Leqal)
£ Case sensitive English {Eritish Medical) pper case words (e.g. ASAFR)
) + English {British) o .
F Events Split hyphenated | English (Canadian) apitalized words (e.q. Ameli)
- ; English (US4 Legal) ! )
= [ strip possessives English (U154 Medical) nixed case {e.qg. PrintScreen)
Speling + English (USA) ixed digits (e.0. Win98)
Finnish
; . French .
a? Operators Suggest Opkions German Dependent Options
Suggest phonetic.  Ltalian ] ntracted words (French, Italian)
L . Morweqian (Bokral)
‘5 Visitars Suggest kypograp  Porbuguese (Brazilian) ords (German, Finnish, Danish)
Portuguese {Portuguese)
i Sugqgest split war = Spanish
/) Geo-Lacation Swedish
e
G5 CoBrowser
255,
LSRIL> Regional : .
TR | ok | [ Cancel Apply

How to choose several languages in spell checker

To setup spell checker to fit your needs, please choose needed options in General
Options, Suggest Options and Language Dependent Options.

You can always reset spell checker options to the default configuration with Reset
button.

Check spelling
Incorrectly spelled words are underlined with red by the spell checker. You can right click
such words and the spell checker will suggest you all possible variants of the word

spelling. You can choose one of them or add your word to the dictionary (if it is spelled
correctly) or ignore the correction.
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(8 @& 4 )9 o1

Our company is based in Newyork!

Netwaork
Networks
Networked
Newark

Last message received on May 29, 2009 at 1

Ignore All
Add word to user dickionary

Cuk
Copy

Paste

Seleck all

Spelling options. ..

Switch ko RTL

How the spell checker works during the chat
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Operators

You can customize Operators list appearance in this tab.

A2 Profile “mike™ - Operator Console Options

i General
A | General
s Show Tool Bar
B
& i Login Cperator Table Columns Visibility

Show Status Column
Connection

e

Shows Mick Name Calumn

| Events Show Full Mame Column
------- - Show Department Column

ABC :
~ | Speling Show Email Address Column
Show Rooms Column
& Operators
il
"-5 Wisitars

) Geo-Location
@57 CoBrowser

A,
(<RTL> i
il Reqgional =

| [ Cancel Apply

Operators tab

All information checked on this tab will be displayed in Operators list columns.
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Visitors

You can customize Visitors list appearance in this tab.

22 Profile “mike™ - Operator Console Options

0| General

;bh Login

Events

Speling

Wisitors

A,
LARTL> Regional

£ Connection

Operators

{7 ) Geo-Location

ﬁ@; Co-Browser

General

Show Tool Bar

Visitor List Columns Options and Visibiliky

Location Location Calumn

IP Address

Host Show Location Column
Ej:at Show Country Flag
Co-Browser Show Country Mame
Hiks

Duration Show Region
Current Page .

Cuskom Fields Shows City
Referrer Show Zip Code
Browser

05

User Agent

ok | [ Cancel

Apply

Visitors tab

All information checked on this tab will be displayed in Visitors list columns.
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Geo Location

You can change the Geo Location map appearance in this tab.

A2 Profile “mike™ - Operator Console Options

£ Connection

’ Events

Speling

Operators

Geo-Location

T

;&"‘ Wisitars
-"il
()

‘:a% Co-Broweser

CRTL> Regional

Color scheme:  |Sky (Default)

Show Legend
Show "Mew Visitor” kool Hp during |30
Showe Day)Might Shadow

Colorize Time Zones

Fs
% seconds

| ok | [ Cancel

Apply

Geo Location tab

We offer two color schemes for the map:

Sky is the default one. It fits the console colors
Mission Control is like a computer game map

You can choose the scheme you like more.

Show Legend option hides/shows the legend in the map's left bottom corner. You can
also hide/show the legend via context (right mouse button click) menu on the Geo
Location tab in the console.

With Show "New Visitor" tool tip during X seconds option you can setup for how long
the NEW tool tip over new visitors' marks should be displayed on the map.
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Use Colorize Time Zones and Show Day/Night Shadow options to be able to see in
what time zone your visitors are and to check if there is day or night in their location.
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Co-Browser

You can change the Co-Browser headers appearance in this tab. Headers appear in
the Co-Browser when two or more Co-Browser sessions are opened in the console.

25 Profile "mike” - Operator Console Options

= Co-Browser Tabs View
A | General
J Show Country Flag
£ .
p ? Login Show Country Mame
Show Region
3 Connection Show Gty
F Show Zip Code
Events
Show IP Address
|‘3EE| Speling
]
3 Operators
il
¢'£ Wisitars
=
) Geo-Location
T
Co-Browser
£,
(SRTIL: Regional
“ETR> | Ol | [ Cancel Apply

Co-Browser tab

The information in Co-Browser headers will be copied from the visitor information in
Visitors tab of the console in the following way:
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| Operators Visitors Geo-Location || Room Details Events ‘

"—' United States, Iowa, Washington, 52353, 69.66.196.186 | 1=l C-

Co-Browser Tabs Wiew

Show Country Flag

Shiowe Country Name
Show Region
Show City
Show Zip Code
Show IP Address

How settings on Co-Browser tab are applied to Co-Browser headers
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Regional

You can choose the text layout mode for the Operator Console in this tab. Text input
and chat history areas will be in RTL mode if Right-to-Left layout is enabled.

3

=4 Profile “mike™ - Operator Console Options

al General Texk Layout
. {3 Left-to-Right layout (European languages)
B
& ? Login () Right-ta-Left layout (Middle Eastern languages)

$  Connection

' Events

w| Speling

‘{?. Operatars
-
4;& Wisitars

) Geo-Location

G5 CoBrawser

L<RTL> Regional

Ok | [ Cancel Apply

Regional tab
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Scratch Pad

The scratch pad is a place for Toolbox users to keep personal notes. These notes are
not visible to any other Toolbox users or customers.

1. Click on the Scratch Pad icon in the left navigation to load the scratch pad. The

screen below shows what the default (read-only) view of the Scratch Pad looks like.

CUR/RR/R/R/RRIR/REVRVR/RCR/R/R/RR/R/RE/RR/RR/RR/RRRRRRRR/RR/RRERERRRRRRRR R RRRRRRRRRRTETEETR

Edit Notes

The scratch pad is your personal place to keep notes about customers, tasks, or whatever else may be on your mind that

you don't want to forget about. These are your notes and no one else can see them. Click on the "Edit Notes” button near
the top right-hand side of this page to begin using your scratch pad. Enjoy!

2. Click on the Edit Notes button to enter edit mode for your scratch pad. The screen

above shows the Scratch Pad in edit mode. The editing interface closely resembles
that of the editor in Microsoft® Word.

URRR/RE'RERRR R R R RR R R R RN R R R RR R TR R RR R R R R R R R R

Save Changes

B 7
2 i
A

=
[

:ﬁ‘, EE _'3 _.i'] :_]E] l Format - | Font size > &vab__j -

L2 |—2lEaol 3
s [

The scratch pad is your personal place to keep notes about customers, tasks, or whatever else may be on your mind that you dont want to

forget about These are your notes and no one else can see them. Click on the "Edit Notes™ button near the top right-hand side of this
page to begin using your scraich pad. Enjoy!

3. Click the Save Changes button to save any changes that you've made to your
scratch pad.
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Quick Search

The Quick Search functions are located on the left side of any screen in the Toolbox and

allow Toolbox users to search for Applications, Product Series, Interaction Number,
Track Shipment (by PO #), Invoice By Delivery #, or Order Search (by PO#).

Dashboard Applications Product Series Reports Customers T.O.P.S. Settings Need Help
Submitted Interactions In Process Interactions Open RGA Requests
Quick Searc| There are no Submitted Interactions 1 4 Statu:
(opcaers ==
\ Customer Locator
\lv Sales, Funnel
T
; Upcoming Calls Past Due Calls
Product -Reference
' o
. - Task | Due Szles Manager 12/01/2009
T N T - z vioa00 [
- \ Follow-Up Call: New Purchass 09/30/2010, Hapey Burthdsy 09/03/2010
Pre-Authorization for VMC's Recent Feedback
Thare are no Pre-Autharization s There is no feedback for the last 30 days

el une of Business:
Vacuum end Blower Systems =
Sel Lucalivn: \

Quick Search

Applications

1. Expand the Quick Search menu and select Applications, Product Series, Interaction

Number, Track Shipment (by PO #), Invoice By Delivery #, or Order Search (by PO#)

to start.

Quick Search

(Appications |-
Applications

Product Series

Interaction Number

Track Shipment (by PO #)
Invoice By Delivery #

Order Search (by PO #)
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2. Enter your search criteria in the data entry box as shown below.

a.

If Applications is selected, enter an application or a key word that may be
associated with that application and press Enter or click the magnifying
glass to start the search.

If Product Series is selected, enter a product series into the box and
press Enter or click the magnifying glass to find the product series or
similar product series.

If Interaction Number is selected, enter the Interaction (or ticket) number
that you are looking for. This number may have been given to a customer
who called in earlier. You must enter the entire number.

If Track Shipment (by PO #) was selected, enter the customers P.O.
number to track the shipment. You must enter the P.O. as it was entered
on the order.

If Invoice by Delivery # is selected, enter the SAP delivery number that
you are looking for. You must enter the exact delivery number.

If Order Search (by PO#) is selected, enter the customer’s P.O. number
as it was entered in SAP. This is not case-sensitive.

3. Press your Enter key or click on the magnifying glass icon to search
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Product Series

The product series area of the Toolbox is used to store data pertaining to product series
such as the series name, description, link, and part number listing. This information is
visible to all Toolbox users, regardless of their LOB.

Viewing and Associating Materials

N —

B w

Product Series

ADD PRODUCT SERIES

Choose a Series: | select v
100
100
1200
1600
30
300

Click on the Product Series button from the main navigation menu
Choose a series from the list of product series as pictured above. The screen below
loads.

Product Series

ADD PRODUCT SERIES

Choose a Series: | select v

DELETE PRODUCT SERIES EDIT PRODUCT SERIES

1200

Description: This industry standard DC pump dispenses up to 15 GPM (57 LPM). The pump weighs less than
27 pounds (12.2kg), with hose and nozzle, and has a draw that's easy on the DC power source.

Link: http://www.tuthill.com/us/en/products/Catalog/Series-1200C.cfm

Materials: Remove Materials
FR110, FR1612H1255, FR1612H1339,

Add Material(s)

Part Number: Search/Add

@ Starts With O Exact

[ Check All ][ Uncheck All ]

[ FR1204 [] FR1205CE [ FR1210C

[ FR1210CA [ FR1211C [ FR1211CL
Add Materials

Enter an exact or partial part number and click Search/Add
Check the boxes for the material(s) you’d like to associate with the selected product
series
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5. Click the Add Materials button

Editing Product Series Data

1. Click the EDIT PRODUCT SERIES button to edit information associated with the
selected series

2. Modify any of the information you’d like for title, link, and description

3. Click Save Changes to save and exit edit mode for the selected series

Deleting a Product Series

1. Click the DELETE PRODUCT SERIES button from within a selected series
2. If you would no longer to delete the series click on the No, Cancel button
3. Click Yes, Delete to proceed with the deletion
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Applications

The applications area of the Toolbox allows LOBs to share application information (how
our products are used) with one another.

Adding an Application

1. Click the Applications button on the main navigation bar to access the Applications
area.

2. Click the ADD APPLICATION button to add a new application

3. Enter the name of the application you want to add in the “Title” box (mandatory field)
and keywords (optional field).

4. Click the Add Application button to save it

Add Application

Title*:
Keywords: e

Add Application

Editing an Application

1. Click the Applications button on the main navigation bar to access the Applications
area.

ADD APPLICATION

Choose an Application: | Salsct

Apple Thuws
Hand Pumg

Hand Pumps

My Apglicalion
Pumping Fuzlheas
v fealbs s

2. Select an existing application from the “Choose an Application” list as shown above.
You will be able to see different product series used in this particular application as
shown below.
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Applications

AL AFFLLLATLUN

tChonse an Applicakion: Fumping | eathers =

NFIFTF APPI TCATION FOITT ADDI TCATION

Pumping Feathers
Keywords: Ducks, feathers, pump, quack job, cheese, pumping cheese

ATTACH PRODUCT SERIES

Proulucd Series

1200 - Yiew Meterals
This industry standard DC pump dispenses up to 15 GPM (57 LPM). The pump weighs less than 27 pounds (12.2kg), with hose and nozzle, and has a draw that'’s easy on
the DC power source.

1600

LDl

SNEO0

3. Click on the EDIT APPLICATION button to load the screen below

Edit Application
Title*: Pumping Feathers
Keywords: Ducks, feathers, pump, guack job, cheesss, pumping -
cheese

Save Changes

4. Modify any fields that you'd like to change
5. Click the Save Changes button
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6. Click the ATTACH PRODUCT SERIES button to associate product series with this
application as shown in the screen below.

attach Product Series

Available Series Selected Series

100 2 1200
100 ' 1600
30 SD600
300 SD60
400

4200

5200

600

700

800

820

825

900

Cabinet Pumps
Filters

Kits

Nozzles v

Cancel ]

7. Highlight the product series in the left column, click > to add it to the right column.
You can also use the >> button to add all series from the left column to the right
column. To remove items use the < and << buttons.

8. Click the Save button.

Deleting an Application

1. Click the DELETE APPLICATION button
2. If you would no longer to delete the application click on the No, Cancel button
3. Click Yes, Delete to proceed with the deletion
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Reports — Feedback

The Customer Feedback report contains a filter for locating feedback (interactions
included). The initial view of feedback contains date, customer, category, sub-category,
product series, contact, entered by, and attachment All columns can be sorted in
ascending/descending order by clicking on the column header. The navigation buttons
at the bottom of the screen will allow you to set how many items are visible per page, go
to the next page, previous page, last page, and first page. The information located at
the bottom-right tells you how many pages of results there are and which page you are
on.

Viewing Individual Feedback Items

1. Hover your cursor over Reports on the main menu at the top of your screen and
select Feedback from the sub-menu that appears.

ADD IMIDDACK

Fllter
From: Category: Choose One... ~ Series:  Choose One... -
To: Sub-Category:  Chopse One._.. ~ Origin:  Chpose One... -

Saaich

DOWNLOAD TO EXCEL

Y™ | REERE T | DT T S TrTmaT

W W GRAINGER INC *V4180™ Applications Product Claudia Schimek Chad Gabriel na

W W GRAINGER INC Applicatiens Competitor .UC Yacine3 Merdjemak Vito Pellicanc nfa

W W GRAINGER INC Applications Competitor nfa Yacine3 Merdjemak Vito Pellicano Download

W W GRAINGER INC Applications Competitor 100 Yacine3 Merdjemak Vito Pellicano Download

W W GRAINGER INC Catalog General 100 Shayne Habicht Vito Pellicanc nfa

W W GRAINGER INC Quallty General 100 Vito Pellicano \n'lln Pellicano na
General Vite Pellicano i

n'a
Download

ﬂpplra ions ‘Competitor 1 n/a n/a
W W GRAINGER INC Applications Competitor nfa Yacine Merdjemak Vite Pellicano Download

nfa Applications Competitor n/z test Vito Pellicano Download

nfa Applications Competitor nfa e Vito Pellicano nfa

nfa Catalog Competitor nfa test Vite Pellicano nfa

nfa Applications Competitor 100 test2 Vito Pellicano nfa

nfa Applications Competitor 100 test n'a nfa

W W GRAINGER INC Applications Competitor 100 n/a nia nz

W W GRAINGER INC Catalog General 100 nfa nfa nfa

W W GRAINGER INC Applications General 1200 304719 n/a nfa

W W GRAINGER INC Applications General 100 n/a n/a nz

W W GRAINGER INC Applications Competitor 100 304232 nfa nfa

20 = TrénecParPrge |4 [0 | Misplaying Page 1 ot
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2. Click on the row containing a feedback item you want to view

3.

Applications + = Competitor -

Serles: 100

Download Attachment

Our competitors provide this service for free. -

uUrigin: Service Call 0%/Us/2010

If you'd like to edit this feedback you can do so from here. Simply make your
changes and click on the Save button

4. Click on the X to close the feedback details

Filtering and Exporting Feedback for the Lake Room

1.

From the Customer Feedback report main screen enter your feedback criteria such
as from/to dates, category, sub-category, series, and origin as shown below

Customer | eedback

ADD FEEDEACK

Filter
From: Category: Choose Une.... - Serles!  Choose Une... -
To: Sub-Category: Choose Oine... ~ Origin:  Choose One... -

Sieamch

DOWNI (18D TO FXOA

* Category | * SubCategory * Product Series * Contact * Entered By W
1200

W W GRAINGER INC V4180 Applications Product Claugia Schimek Chad Gabrizl niz
W W GRAINGER INC Applications Competitor Yacine3 Merdjemak Vita Pellicano n/a
W W GRAINGER INC Applications Competitor acine3 Merdjemak. Vito Pellicano Download
W W GRAINGER INC Applications Competitor acine3 Merdjemak Vito Pellicano Download
W W GRAINGER INC Catalog General Shayne Habicht Vito Pellicano nfz
W W GRAINGER INC Quality General Vito Pellicano Vito Pellicano nia
W W NGER INC Pricing Generzl Vito Pellicano Vito Pel n/a
Pricing [ els Vito Pellicano nfa
Applications Competitor 1 nia nia Downlozd
W W GRAINGER INC Applications Competitor nfa “Yacine Merdjemak Vito Pellicano Download
na Applications Competitor 'z test Vito Pellicano Download
na Applications Competitor 'z B Vito Pellicano n/a
nia Catalog Competitor n'z test Vite Pellicano nfz
na Applications Competitor 100 test2 Vito Pellicano n/a
nia Applications Competitor 100 test nia n/a
2 W W GRAINGER INC Applications Competitor 100 nia nia nia
12/30/2009 | W W GRAINGER INC Catalog Generzl 100 nia nia n/a
12/10/2009 W W GRAINGER INC Applications General 1200 304719 nia nfa
12/02/2009 | W W GRAINGER INC Applications Generzl 100 nia nia n/a
12/02/2009 W W GRAINGER INC Applications Competitor 100 304432 nia nfa
M~ Entrics For age e/ a(m e Uisplaying Iage 1 of 2

2. Click the Search button.

3. Click the DOWNLOAD TO EXCEL button to download the filtered/unfiltered
information into an Excel spreadsheet
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If you set all the filters back to the default settings as shown above and click the Search
button, you will get all the feedback that is in the repository for your LOB.

You can also add feedback into the system from any feedback reporting screen by
clicking the ADD FEEDBACK button.
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Reports — Outbound Calls

The outbound calls report allows users to see a consolidated view of all outbound calls
that have been scheduled. It contains a date filter and displays the title of the call, the
due date, the assigned to individual, and whether or not it has been completed. All
columns can be sorted by clicking on the header row. The tools at the bottom of the
report allow users to specify how many entries per page are displayed and to navigate

through the records if more than one page of results is found.

POON -~

Y Tuthill

Outhound Calls

Filtcr Duc Dates

From: ’-‘7

To: =

Saarch

I P e e

Call John and ask for Sotera order

Follow-Up Call
Foliow-Up Call
Follow-Up Call
TOPS

TOPS

TOPS

TOPS

TOPS

TOPS
Introduction Call
Introduction call
10ps

TOPS

TOPS

TOPS

100s

TOPS

TOPS

TOPS

20 ~ Entries Per Page

Select Reports >> Outbound Calls from the main menu to load the report
Enter a date range in the From and To boxes

e 4 e |

10/29/10
10/29/10
10/21/10
10/15/10
09/30/10
nafansin
03/30/10
09/30/10
09/30/10
nafans1in
09/30/10
09/30/10
Y3010
nas3ns1n
03/30/10
09/30/10
[IETETTS L]
naf3ns1n
03/30/10
09/30/10

False
False
False
False
True
True
Trus
Trua
Falze
Truwe
True
True
Irus
True
Trus
Trua
Irus
Truwe
True
Truc

Pennington Jr, Scottie
Pennington Jr, Scottie
Pennington Jr, Scottie
Pennington JIr, Scottie
Pennington Jr, Scottie
Prominglon T, Soallie
Pennington Jr, Scottic
Penningten Jr, Scotha
Pennington Jr, Scottis
Prenminglon T, Sollie
Pennington Jr, Scottie
Pennington Jr, Scottie
Pennington Jr, Scottie
Prenminglan T, Sollie
Pennington Jr, Scothie
Penningten Jr, Scothe
¥ennington Jr, Scottis
Prenninglon T, Sollie
Pennington Jr, Scottie
Pcnnington Jr, Scothe

Lisplaying Fage 1 of 5B

Click the Search button to filter the results according to the specified date range

Click on any row in the report to view a specific call’s details




Reports — T.O.P.S. Users

The T.0.P.S. Users report shows you which VMCs have been granted access to
T.0.P.S. for your LOB. It includes both master users and sub-users that the customers
have added. This report shows location, company name, customer full name, and SAP
Account Number. You can use this tool to associate multiple SAP account numbers to a
single login. There is also a button located to the right of each user that allows you to
remove access from T.O.P.S. You must have Toolbox Admin privileges to access this
area.

1. Hover your cursor over the Reports menu item at the top of the screen and click on
T.0O.P.S. Users in the sub menu that appears.

TOPS Users tor your LOB

1ars

Location Company Name Full Name SAP Account # Avruss

ggﬂes grupo peiro gas de monterrey Erik De la Cruz @21342 .“3
Furl Wayne Fill-Rile Cuslumer ©17354 ]
Furl Wayn Fill-Rile: Cuslumer ©16291 @
Fort Wayne Flll-Rite Customer 17949 @
Fort Wayne Flll-Rite Customer Ce0397 @
rort Wayne rill Rite Customer &17753 [=]
I nrt Wayne Lill Wite [ustomer L1pnua @
I ot Wayne Lill Wite [ustomer Snrans (=]
Fort Wayne Fill-Kite LCustomer 18uus @
Fort Wayne Fill-Rite Customer 70587 @

2. Toremove a user’s access from T.0O.P.S. click on the red circle with the white dash
in it and confirm when prompted

Linking Multiple SAP Accounts to a Single Login

1. Locate the account that you’d like to associate another SAP account with
2. Click on the green circle with the “+” in it next to that account to load the Manage
SAP Account Associations window pictured below

Manage SAP Account Associations

Associate other SAP accounts with user: Sotera Customer

This user is currently associated with accounts 35781, 16974, 16900

Enter SAP Account:

Enter Nickname:

i Add ] ‘ Remaove ] \ Make Default ] ‘ Update Nickname

Done

3. Enter a valid SAP account number in the “Enter SAP Account” field
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4.

5.
6.

If you'd like to give this account a nickname, enter it in the field labeled “Enter
Nickname”. Nicknames are used to assist customers in identifying which account is
which within their organization. For example, if you have two accounts under one
login you may wish to specify East Coast Warehouse and West Coast Warehouse.
The customer will see the nickname and the account number when toggling between
the two on T.O.P.S.

Click on the Add button to associate this new account to the login you've selected
Click on the Done button to close the window

Setting the Default Account

1.

Locate the account that you'd like to set as the default for a customer that has
multiple accounts associated with their login

Click on the green circle with the “+” in it next to that account to load the Manage
SAP Account Associations window pictured below

Click the Make Default button

Click on the Done button to close the window

Removing a Multiple Account Association

1.
2.

3.
4.

Locate the account that you'd like to associate another SAP account with

Click on the green circle with the “+” in it next to that account to load the Manage
SAP Account Associations window pictured below

Click the Remove button

Click on the Done button to close the window

Updating a Nickname

Locate the account that you'd like to associate another SAP account with

Click on the green circle with the “+” in it next to that account to load the Manage
SAP Account Associations window pictured below

Change the nickname to whatever you’'d like it to be

Click the Update Nickname button

Click on the Done button to close the window
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T.0.P.S. Settings — Permissions

The permissions area is where you can select which functions are enabled for your
location’s T.O.P.S. users. You must have Toolbox Admin privileges to access this area.
These settings affect all T.O.P.S. users associated with your location.

1.

3.

Hover over T.O.P.S. Settings and select Permissions from the menu that appears
Review which settings are enabled/disabled for your location

Submit a Solution Center ticket to the “Websites” group on myTuthill to add or
remove any of these functions for your location.

T.0.P.S Functionality

Below are TOPS Permissions enabled for your location if checked.

Invoices

Online Chat

! Onfine Payment Pracessing
Order Entry

Order History/Status

Part Number Cross Reference
Product Lead Time & Pricing

| Shipment Tracking

| Shipping Rates Integration

aoE

IR RSN

<

Warranties/Returns

Note: The picture above is what corporate administrators see. Standard Toolbox
Admins will not be able to change these directly and must submit a Solution Center
ticket to the “Websites” group on myTuthill.
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T.0.P.S. Settings — Configuration

The configuration portion of the T.O.P.S. Settings menu allows you to set up various
configurable data elements for your location. You must have Toolbox Admin privileges
to access this area.

1. Hover over the T.O.P.S. Settings menu and select Configuration from the sub-
menu that appears

2. Adjust any settings for your Toolbox/T.O.P.S. configuration as necessary

3. Click the Save Settings button to save your changes. These changes will be
effective immediately

LOB/ Location Settings

Enter vour Shipping Markup as 2 decmal & Tnformation
0

+ thipping markup must he derermined hy
Enter the email for your location. Shratec Intent ak your LOB. This fidd only
matters if you're utilizing online order entry

This is used when interactions get a response from the customer, or 2 RGA has been made. onT.OPS

nshuler@tuthill.com » Itis recommended that you use 3 shared
mailbox for Toolbox notifications. Ask your

Survey Link LOB Metwork Administrator for help setting

httpfwww. sureymankey.com/s.aspx?sm=EfA8TE view link this up if you don't 2lready have one for

your locztion’s CSRs.
« Survey links are read-only and are just
present for link testing purposes.
hitp{fwvow_ surveymonkey com/sr asp?sm=gKi_2 yizw link + RGA instructions appear on the Warranties
& Reluns paye of T.OP.S. aller an RGA
request is Approved.

Survey Link to Results

RGA Insliuclivns

Plzase include a copy of this RGA with your retum and reference the RGAZ on the shipping label
Send relumm Lo,

luthill | ranater Systems
(enlcr your RGAT)
1 D1

P wiorde: 33
Prc RGA Instructions

BIUxm|=S===M@i@ic5s

All RGA reguests must include date of manufacture for all items being returned.

If your LOB is using the shipping rates integration feature, the top field is where you will
want to add the percentage of shipping freight markup. This field needs to been in
decimal format.

The next field needs to have an e-mail address that will receive interactions responses
and RGA requests.

The survey links are read-only and are for preview purposes only. If your survey is not
linking properly on T.O.P.S. or if your survey results are not linking properly from within
the Toolbox submit a solution center ticket to the “Tuthill Websites” group.

RGA Instructions - Add any RGA instructions that apply to your LOB, such as return
address.
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T.0.P.S. Settings — Announcements

The announcements area of the Toolbox is where LOBs can manage the
announcements that appear on the homepage of T.O.P.S. real-time.

Adding an Announcement

1. From any page on the site hover your cursor over the T.O.P.S. Settings menu item
and click on Announcements in the sub-menu that appears

2. Click the ADD ANNOUNCEMENT button to add a new announcement

3. Enter the title, description, link, target, active (y/n), and image

4. Click the Add Announcement button to save it. It will only appear on T.O.P.S. if it is
marked as Active

Editing an Announcement

1. From the Announcements page click on the Edit button located to the left of any
existing announcement as shown below

Announcemenls

ADD ANNCUNCEMENT

(e 2513 2010 Product Catalog - Active
Date Modified: 07/0%/2010

Download the 2010 Fill-Rite and Sotera Catalog here! The filz size is 2.14 MB.
29 read more hink

Edit Welcome to T.0.P.5. - Active
Datc Modificd: 10/02/2009
Delete J B we've listened to you and are very excited to open the doors to our brand new customer self-service portal. The Tuthill Online Portal System (T.0.P.S.) allows
i

wou to place new orders, check order status, track shipments, and to check lead times and pricing. It's alse a great place for cur customers to share their
thoughts on how we're doing so that we can focus on continuous improvement.

an Ligquitl Flowe Meler Calalog - 200 ive
Date Moditied: 10/02/2009

Browse our selection of liquid flow meters online at Tuthill.com.
read more link

Edil Transter Pumps Catalog - Active
Date Modified: 05/05/2008

Browse our selection of transfer pumps online at Tuthill.com.
el i ik

Y Tuthill



2. Modify any of the fields you’d like to change as pictured below

Title*:

Description™:

Link:

IWeIn:ome to TOPS.

We've listened to you and are very excited to open lf}
the doors to our brand new customer self-service |E|
portal. The Tuthill Online Portal System (T.0.P.5.)
a;laws you to place new orders, check order status,

3

http:/fwww tuthill com/

Target: |

Current Window !1]

Active:

Edit Image: |

Existing:

@ Yes O No

Save Changes

3. Click the Save Changes button to save
4. Use the up/down arrows to change the sort order of an announcement

Deleting an Announcement

1. Click on the Delete button next to an announcement to remove it.
2. If you don’t want to delete it anymore click on No, Cancel
3. Click Yes, Delete to proceed with deleting it
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T.0.P.S. Settings — Feedback Categories

The feedback categories tool allows Toolbox users to manage the categories and sub-
categories to be displayed throughout T.O.P.S. and the Toolbox. Before modifying any
of these values please consult with your LOB Sl team and refer to the Standard Work on
Bamville for spontaneous feedback.

Adding Categories and Sub-Categories

1. Hover over the T.O.P.S. Setting main menu item and select Feedback Categories
from the sub-menu that appears.

2. Enter a category or sub-category that you'd like to add

3. If you want to hide this category from T.O.P.S. users (show for Toolbox users only)
check the “Hide from TOPS” box.

4. Click Submit to add the new category or sub-category

reedback & Interaction Categories

When editing names of both Lategories and Sub-Ustegories, be aware that if you dhange the meaning it will reflect on your reports.

Calugoring Sub-Caluyories

Add Catzgory! |Sample Hide from Tops | Submit Add Sub-Category: I ide from Tops | Sttt
(oo~ Joonros | Wi [sonos
Anplicatinns e Ecit Daite { nmpctitnr e Edit Dalete

B Desete General Irue Edit Deictc
et Liesete Product True Edit Ucictc

1
1

T

Tru= Lest Lesl Fals Actvate
T

_|
']

M 4| e Displaying Sel Lol 1

Lieiete
[
[

[
Daite
Ucicte
Lieiete
Delete
[

Do
Daiste

e
B E 2Bk EEER

]
£
5

splaying tict 1 of 1

Editing Feedback Categories and Sub-Categories

1. Click the Edit button located next to the category or sub-category that you'd like to
edit

2. Change the name of the category and/or toggle the “Hide from TOPS” checkbox

3. Click the Submit button to save your changes

Deleting Feedback Categories and Sub-Categories

1. Click the Delete button next to any category or sub-category that you’d like to delete.

2. If you no longer want to delete it click on No, Cancel

3. Click on Yes, Delete to confirm deletion. Once deleted, the category can be re-
activated by clicking on the Activate button that is now in place of the Delete button.
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T.0.P.S. Settings — Tuthill Contacts

Tuthill Contacts represent the pool of CSRs, salespeople, etc. that you'd like to make
available as potential contacts for T.O.P.S. users.

1. Hover over T.O.P.S. Settings and select Tuthill Contacts from the sub-menu that
appears

Conlacls Admin

AIND CAINIALL

[ Fietome | osttome—|oTitle — JoEmat — [thone  or ||

lleana [ nrmwell SR denmwellighthill.onm JhilJAHANHD PhIENYIm ) =11 Teiee
Patricia Rhodenbaugh TSR prhodenbaugh@tuthill.com 2507482416 2E04Y3T3E7 it Deliehe
Linds Seqyde sk Isegydeidtuthill_com b1 AH23G SLUSEFHE s Deiete

CSR Manager mshendan@tuthill.com Edit Tielehe

Displaying Fage 1 of 1

2. Click ADD CONTACT to add a new contact
3. Complete all fields required to add a new contact as shown below

Add Contact

First Name: |Staci Last Name: Robinson
Title: |CSR Email: | srobinson@tuthill.com
Phone: |260-748-2410 Fax: 260493—2387'
Primary CSR: O Yes & No Show to All: O Yes & No

Ace image:

4. Click Add Contact to save

To Edit or delete the contact just click the Edit or Delete buttons.
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Customers - Add VMC

The Add VMC tool is how Toolbox users (Admins Only) can grant users access to
T.O.P.S.

1. Hover over the Customers menu item in the main menu and click on Add VMC

Add value Minded Customer

Contact Information TOPS Functionality

Enter customer contact information:

Account #: ¥
Eompany Name: Title:
First Name: = Last Name: =

Address Line

Address Line 1: 2.

Ciby: Country: * — Select Country — 'ﬂ
Postal Code: State: | - Select State —- '.':i
Phone Number: Extention:
: Email Customer needs a valid email address
Fax Number: Address: =

to activate his account.

* Reguired NEXT ==

2. Enter the customer’s SAP account number in the Account # field

3. Click in the First Name field and wait for SAP to autopopulate most of the fields

4. Enter the user’s first name, last name, and e-mail address (all required)

5. Click on Next

6. Check the boxes to select the functionality that you'd like to enable for this specific
user

7. Click SUBMIT to proceed to the confirmation page

8. Click on the blue welcome letter button to load the welcome letter template

9. Modify the letter and send it to the customer

Add Vaiue Minded Customer

Contact Information TOPS Functionality
Enable or Disable TOPS Functionality for this customer:

Functionality: Online Chat
Online Lead Time Check
Online Payment Processing
Online Price Check
Order Entry
Order History/Status
Part Number Cross Reference
Shipment Tracking
Shipping Rates Integration
Warranties/Retumns
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Screen-Popping

You must have an Alcatel 4980 Soft Phone AND the CSR CallerID installed in order for
screen-popping to work.
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CSR CallerlID is found here

W@IE c|2hv:g. @ wperm

If you have just installed the CSR Caller ID, you must restart the program in order for it
to work correctly.

When a call comes in, the CSR Caller ID will pop up. Click on Go To Toolbox. If the
number is recorded in a contact attached to a customer master, you will be directed to
that customer’s “Orders” tab.

= CSR Caller ID for Tuthill Toolbox (=13}

(ot A |s Bl 8885551212

Number
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If the phone number is not found in the Toolbox, the Customer Locator tool loads
Ask clarifying questions to identify the customer
Enter new search criteria
Click on the Submit button
{E Tuthilt CSR Tootbox - Windows Internet Explorer -
(e - | /b b ILeomicsr g chncali Michels%20cheridan o] r 3¢ [ecce e
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From here you can locate the customer
by entering information in any one of the
fields
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After finding the account the customer is associated with, the Add Contact screen pops
up.
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Enter customer contact information for all required fields. The phone number the
customer is calling from will be pre-populated in the “Phone” field. Remember the more
phone numbers we enter the more likely it will be to pop next time they call.

Click Add Contact to save this new contact information to the Toolbox and SAP

& Tuthilt CSR Tootbox - Windows Internet Explorer ME)X ]
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— As you see the phone # field is
already populated with the caller’s
phone #. Enter the required fields and
add the new contact information.
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Add Contact
Firsl Name™:
Last Hame*:
Tilke™:
Phone® : PROREEER
Mubsibe:
o
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Cancel | [ Add Contact
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