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Overview

It is possible to give customers access to their cases in indmo, through an own page called the
customer page. This customer page is highly customisable, both in layout (so that it can match
your company’s profile), in what kinds of contents should be visible there, and in who should
have access to the page and when. This guide explains how the customer page works. Some
of the functionality may slightly differ, depending on whether you’re using an insurance portal
or a Contractor portal.

Setting up the customer page
The customer page is set up under Company admin > Customer page configuration. Only
users with authority level 6 have access to this section of the admin pages.

Customising the look of the customer page

At first you customise the colour scheme of the customer page, by setting the page to the
desired colours, e.g. to the colour scheme your company uses in its documentation and/or
webpage. You set the colours by clicking the colour buttons for each row and choosing the
correct colour. If you do not wish to use the default company logo (as defined under Company
> Overview) in the customer page, uncheck the box ‘Use company default’ and select another
logo.

Customization

Logo: Velg fil |Ingen fil valgt in4 v Use company default

The logo will be adjusted automatically so that the height is 40px

Background color:
Menu background color:

Selected menu background color:

Selected menu font color:

—1
I
—1
Menu font color:  —
]
I

Header font color:

Once you have set the right colours and logo, press ‘Preview the page’ on the right-hand side
of the page to see how the page will look. Make any adjustments necessary, then it's time to
move on to the configurations of the contents of the customer page.
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Configuration
You have a lot of options available as to what you wish to show on the customer page and
what not. Below you will see an explanation of the different options.

Configuration

Security code via SMS Activated Yes ® Mo
Contact person: Only the customer A
Sending the link; At case creation A

Number of days a case is visible in the portal |3p
for a customer after the case is closed:

Show case budget tile Never =

Security code via SMS: If this function is activated the customer will receive an SMS which
contains a security code needed to access the customer page. For this, the phone number of
the customer needs to be known and entered in the case’s contacts.

Contact person: Here you can choose who should get access to the customer page; the
customer/policy holder, the contact person, both, or all contacts listed in the case.

Sending the link: Here you can choose when the contact person(s) will receive a link to the
customer page; at case creation, when an inspector has been assigned, upon a positive
compensation decision, or only manually (meaning that someone manually has to give access
to the customer page from the case).

Number of days a case is visible in the portal for a customer after the case is closed:
Here you choose for how long the customer page is available after the case has been closed
in the portal.

Show case budget tile: Here you can choose when the customer gets access to see the case
budget tab; at case creation, when an inspector has been assigned, upon a positive
compensation decision, or never. The latter option means that the customer can’t see the case
budget tile.
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Show news feed tile: Here you can choose if and when the newsfeed tile should be visible
for the customer; at case creation, when an inspector has been assigned, upon a positive
compensation decision, or never. In order to get some content to the news feed, select the
options you wish under News feed filter:

Call history — Log of all calls called through the app. The system will distinguish if the
call was successful (recipient was reached) or unsuccessful, the length of the call, the
number called and name of the caller.

Inspector has been assigned — Entry in the news feed with the name of the inspector.
Main inspection started — Entry in the news feed that the main inspection was started.

Main inspection completed — Entry in the news feed that the main inspection was
completed.

Compensation decision — Entry in the news feed which states that a compensation
decision has been made in the case. It is not specified what the decision is.
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Task started and ended — There will be an entry in the newsfeed for when any task
other than the main inspection has been started or ended.

Case closed — Entry that case got closed. The comments will not be visible.

Main inspection office changed — Entry of that main inspection was assigned to office
X.

New tasks added to the case — An entry in the news feed of that new tasks were
added.

Repair task responsibles changed — Entry when the responsible for a repair task is
set or changed.

Repair task office changed — Entry when the office is set or changed for any task
other than the main inspection.

Case reopened — An entry comes in the newsfeed with the text “Insurance X:
Reopened the case” and the date. The reason why the case has been reopened will
not be visible.

Project manager changed — Entry when the project manager is assigned or changed.

Project management office changed — Entry that project management was assigned
to office X.

Customer meeting time changed — An entry comes when the meeting time is
changed, also when it is set for the first time.

Repair task schedule changed — Shows an entry whenever the schedule for a task
has been changed. Also shows an entry when the schedule is set for the task for the
first time.

Communication to customer — Shows an entry when the customer has received a
new message in the Communication tab.

Document shared — Shows an entry when a document has been shared with the
customer, and is available in the Documents tab.

Document sharing revoked — Shows an entry when a previously shared document
has been unshared, meaning the customer can no longer see the document in the
Documents tab.

Show schedule tile — If this box is activated the customer can see an own section in
the dashboard showing the case schedule, i.e. the meeting time for upcoming case
tasks as well as who is assigned partner and responsible person for the tasks.

News feed Schedule
T Start Brickwork
E Insurance X: ) ) Partner A - Office B
(h;ew document is available Erik Serviceman
21.10.2019
| Start Plumbing, Outdoors
o Insurance X: ParlnerA—OfﬂceB
Compensation decision made Erik Serviceman
I ©21.10.2019
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Show project plan page At case creafion v

Show communication page: At case creafion v
Communication method: | Both ways v

Show documents page: At case creation v

Reports to be shown:
Show inspection report: | At positive compensation decision v

Show customer settlement report; | Never v

Show project plan page — adds a tab to the customer page where the customer can look at
the project plan. It is possible to define when the project plan page will be made available; at
case creation, when an inspector has been assigned, upon a positive compensation decision,
or never.

Project plan
Drying 18.082016 - 18.08.201¢ Drying 18.08.2016 - 18.08 2016
Mill's Inc - Hamar (+3581111111) > Drying of damaged area
Mila Service (+35850000000) Mila Insurance

First aid 1506 2016 - 19.08 20

Mill's Inc - Hamar (+3581111111)

Demolition 1908 2016 - 31.08 201

Mill's Inc - Hamar (+3581111111)

Project management 1906 2016
Mill's Inc - Lillenammer (123456789)

Brickwork 22 05,2016 - 2208 2016

Mill's Inc - Lillehammer (123456789)
Mila Service (+35850000000)

By clicking a task, the customer can see the description of the task. If there are three black
dots next to the task name, it means something has been added to the case’s multimedia.
Multimedia from inspections is not shown in the project plan.

Show communication page — adds a tab to the customer page named Communication. It
is possible to define when the communication page will be made available; at case creation,
when an inspector has been assigned, upon a positive compensation decision, or never. It is
also possible to define whether the communication page can only be used for communication
one way (only to the customer, or only from the customer), or if communication goes both
ways.

This page will be described in more detail later in this guide.
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Show documents page — Gives the customer access to the documents tab, on which he or
she can see documents from the case. It is possible to define when the documents page will
be made available; at case creation, when an inspector has been assigned, upon a positive
compensation decision, or never. It is also possible to define whether the inspection report
and/or customer settlement report should be shared automatically, and when. It is also possible
to share documents from the case manually, which will be explained later in this guide.

.
|n4 Opastvoard  WPiojectplan W Comrmunication B Documenty

Contact information

Show case handler name — If |contact information
actlvated_, th_e name Qf the case | ... cace nandier name: .
handler is displayed in the case

Show case handler mobile: 7

information on the customer page.

Show partner contact information: 7
Show case handler mobile — If
activated, the case handler’s phone
number will be displayed in the case information on the customer page (requires that the case
handler’'s name is displayed).

Contact for more information:

Show partner contact information — If activated, the customer can see the contact
information (phone number) of an assigned partner (office and assigned person for the task).

Contact for more information — Here the company can provide information about whom to
contact if something goes wrong with the security code sent through SMS, if this function is
activated.

When the configurations have been set, do not forget to save them by pressing ‘Save
changes’.

Save changes
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Sharing documents with the customer manually

It is possible to share documents from the document library manually with the customer. The
inspection report and customer settlement report can be configured to be shared automatically,
whereas other documents must be shared manually. This is done from the document library in
the case, where you tick the box to the left of the document(s) you wish to share with the

customer, then you click the c icon to the top right. You will then be asked to confirm that
you wish to share the marked document(s). Confirm, and the document(s) will be added to the
customer page immediately.

> . . .
The same c icon is displayed next to the documents that have been shared with the
customer, meaning that any document marked with this icon is available to view on the
customer page.

(A) * Water inspection Document library Log e +
B% Project manage.. = )
Type Title Creator Creation date
2 Demolition D B & Other Additional Document.txt Partner 1 04.10.201908:13 &

Vannskadebesiktigelsesrapport, v5-
[ Inspectionrepor‘t Water inspection-Eh02102019_1.do Partner 1 04.10.2019 08:10 &
©X

2 Carpentry work

Add/remove case tasks

Log
Assign partner| Log

Measurements
Customer commu... [0]

¥ Documents [2] &

It is also possible to remove shared documents from the customer page. This is done by
clicking the cogwheel to the right of the document you wish to remove, then clicking ‘Unshare
with customers’. As was the case when adding a document to the customer page, you will
be prompted to confirm that you wish to remove the document from the customer page.
Confirm, and the document will no longer be available on the customer page.

Creation date

04.10.2019 08:13 %

Download
Unshare with customers
Edit

Delete
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Customer communication

As mentioned earlier in the document, it is possible to give customers access to a
communication tab on the customer page, from where, depending on the settings, the
customers can communicate with you, you with the customers, or both ways.

Whenever a customer has sent a message or uploaded a document, this will be marked in the
dashboard, as well as in the case, where there is a red arrow next to ‘Customer
communication’, as well as a yellow box on top of the case explaining what kind of action is
required.

A notification is also sent to the case handler when the customer sends a message or adds a
file.

Cases with reminders for the case handler: Today Tomorrow| Later

Cases with RFQ tasks:
Cases with customer uploads or messages: ! 1'

Cases with DEF mer UFIIIEIBHS.'

Cases with invoices waiting for approval:

mp> Customer commu... [1]

Documents [2] &2

Chat room © There are unread customer messages

To open the customer communication in a case, click on ‘Customer communication’ on the
left side of the case.
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You will see a window as seen on the picture below:

Customer communication Log L)

{® Picture or document upload (max 20MB) 4 Send message

Latest messages

Mark all messages as read

®09.10.2019 customersaddressicustomer.com
Hi

| will send you a list of all damaged objects

The 4.0) on the top right shows how many people have gotten access to the customer page,
and by clicking this button you can grant or remove access to the customer page. This is where
access to the page is shared manually if you in the configurations chose to only share the link
manually.

The white box is a message field where you can write messages to be added to the customer
page. It is also possible to upload pictures or documents. All messages, including documents,
are shown below, with the newest message first, and the email address of the person who sent
each message is displayed. For messages you send to the customer, the name of the person
sending the message is shown. Above the messages you will find the button ‘Mark all
messages as read’. Clicking this button marks the messages as read, which will remove the
blinking red arrow and the case from the dashboard under the field for new customer uploads.
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Changing general settings for individual cases
No matter what the general customer page sharing settings are for the portal, the settings can

be changed for individual cases. This is done in the case, by pressing ‘Sending customer
access’.

© New invoice is waiting for approval
© There are unread customer messages

Tekniikantie 12, 02150 Espoo Case action: | Hold | Close | Abort Log
C. Customer (C. Customer, 01111) Update dashboard state
* Water inspection : Easyfix - Helsinki ( Mia Service ) Compensation decision: No [Undo| Log
General inspection: Not assigned Case handler: Mia |Edit| Log

Cancelled tasks
External case handler: Not assigned |Edit

Technical adviser: Mot assigned |Edit Log

Case ID: 160420mb
Quality control: Under quality control
Case handler reminder: off |Edit

Sending customer access: Log

¥ Case information ¥ Cost control ¥ Work plan ¥ Invoice ¥ Customer settlement FProject plan

After this you choose which settings to apply for the specific case, and then press ‘Save’.

Sending customer access

Only manual ~

At case creation

As first inspection is assigned

- At positive compensation decision

10
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