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I.
Introduction
I.1
The Purpose of the KWRI Franchise Support Manual

This manual is the central repository for the Franchise Support Analyst  tasks and responsibilities. It will also serve as the emergency backup procedures, if the responsible Support representative is out of the office. 

I.2
LINKS AND NAVIGATION

Below are the links KWRI Support Team uses on a regular basis from KWRI and for remote access

Remote/External

Footprints -  http://footprints01.kw.com  


Login: Your Firstname.Lastname
Password: Password1
- See Graham Cohen for login

Email  – Outlook Web Access -  https://mi8owa.mi8.com/exchange/ 
Login: (your kw.com-mi8 email address name before @ sign)
Password: (your regular email password)

- See Help Desk for login (HelpDesk@kw.com)
Network (S: & P: drives) - https://remote.kw.com/webvpn.html 


Login: Your FirstName.LastName
Password: (your KWRI network password)

- See Help Desk for login (HelpDesk@kw.com)
Lettuce – http://int.kw.com/lettuce/index.php  

  
Login: kwri

Password: leverage

- See KWRI Front Desk (FrontDesk@kw.com)
Internal
KW Intranet -  http://intranet.kw.com  


Login: Your FirstName.LastName

Password: (your KW intranet password)


-See KWRI support for login


-See MORE ADMINS for MOREID (required for KWRI Support) 

Email Administration Tool -  http://webmail.kw.com/cgi-bin/emailadmin/emailadmin.cgi  
Username: admin
Password: See Help Desk (HelpDesk@kw.com)
JIRA - http://jira.kw.com/secure/Dashboard.jspa  

Username: (your JIRA login)
Password: (your JIRA login)  

KW Webmail - (associates) - http://webmail.kw.com
Username: mailbox name (before @ sign)
Password:  (webmail password)  atrium 
KW Support Site http://support.kw.com   

WebExOne Sites (frequently used)

Team Leader WebOffice

http://kwtl.webexone.com/
Operating Principle WebOffice

http://kwop.webexone.com/
Regional Director WebOffice

http://kwrd.webexone.com/
Technology Coordinator WebOffice

http://kwtech.webexone.com/
Regional WebOffice (### is Region)

http://kwrg##.webexone.com/
Market Center WebOffice (### is MC)

http://kwmc###.webexone.com/
All Usernames: kwriadmin

All Passwords: supportfort
Online Script Database “Support Fort” 
" 

http://sf.kw.com/sf/.kw.com






Username: 





Password:





See Cavin for Login

GMAIL Test Account

KWRISupport@gmail.com




Username:
KWRISupport





Password:
supportfort

I.3
Service Level Agreement
Support has a 24 Hour Service Level Agreement (SLA) for:
1. Emails to support@kw.com and 

2. Voice Messages to the Support Line: 512-306-7191.

I.4
EAgentC
Definition

· EAgentC stands for Electronic Agent Consortium

Mission 

· Protect and develop our Associates' fiduciary position in the electronic world 

· Provide relevant technology research, training, and consulting for Keller Williams Associates 

· Advance our Associates' industry leading position through targeted Internet tool development 

· Pool our resources to bring associates better ROI (Return On Investment) than what they could get individually 

Associate Technology Council

· The Associate Technology Council (ATC) is the driving force behind EagentC.

· The ATC is a committee of Keller Williams associates tasked with providing vision and direction for the development of technology to help you in your business. As your representatives, they are your voice in eAgentC.
· Formed in 1999, the Associate Technology Council is made up of Keller Williams associates from all areas of the company. From Agents to Regional Directors, every Keller Williams role is represented in the council.

Agent and Market Center Tools 

· KW Web Mail and Email -  Every KW associate receives a free KW email account. 
· KW Agent Websites - Designed to help the associate set up a website that fits their business-branded image. 

· Market Center Websites - Where market centers can promote featured listings, generate leads, and provide resources.  
· Microsites - Anonymous, unbranded, attention grabbing pages for lead generation. 

· eCard Center - Email postcards, email drip campaigns, lead tracking through the custom address book

· Reports - Many categories of reports designed to help the associates stay on track and hit production goals. 

· Goals - Set and track all of your business goals for the year. 

· Technology Tour - Animated tour of the eAgentC technology – Used for education and recruiting. 

· Roster Management Tools -  Where to find contact info for KW agents and offices. 
Associate Resources 

· ProManage/Top Producer - A suite of tools incorporating lead generation and contact management products with professionally designed marketing materials and quality KWU training. 
· KW Connect - A custom education delivery system. 
· eAgent Certification exam – online test to receive free eAgent designation.
· WOLFNET – A 3rd party partner to frame-in the agent’s listings on their KW Agent Website

· Additional Search Engines (Trulia, Google, Etc) – 3rd party sites that receive KWLS data and post it in the search engine results seen by their consumers
I.5
Footprints
What is Footprints?

FootPrints, is 100% web-based help desk and customer support tools that are easy-to-use and administer. Users and administrators require only a browser to take advantage of the FootPrints’ capabilities.  
Why was it developed?

UniPress developed FootPrints to address the void in the mid-market for an easy-to-use and comprehensive system that puts control in the hands of the help desk or support manager—without high costs, additional programming, or complex administration. 

The program is flexible, scalable, and customizable. The service desk tool eliminates expensive training, consulting, database programming, and staff additions to manage support automation software from the list of challenges.
How does it help KWRI?
FootPrints can be used for multiple, simultaneous projects (to handle the different departments’ varying requests at KWRI), to support multiple languages for users and groups, and can leverage FootPrints’ capabilities across multiple locations and corporate functions to expand the reach of issue management and related communication.  

How does one obtain a login/password, address training issues and general questions?
Contact: Graham Cohen

The Footprints administrators for KWRI are:

Graham Cohen

Cavin Weber

How does one use the Help function with the system?

Help items for the specific page you are on within the system is accessible by pressing the [image: image2.png]


 icon in the top corner or selecting the Help from the menu on the menu on the left side.
1.0
Responsibilities of Franchise Support 
1.1 
Support Line - Voicemail
Voicemail must be checked by a Support Representative twice a day. 
Check the voicemail:

1. Open Voicemail spreadsheet. Located at:  S:\Departmental\Business Technology Group\customer_care\Support Voicemail\Support Voice Entry Sheet.xls
2. On the VM tab, go to the first empty row
3. Dial 7199 on your phone

4. When the message begins to play press: 7191
5. When it prompts you for a voicemail password press: 1917
6. Press 1 for Messages

7. Press 1 for New messages

8. Gather the information in the voicemail and if available, fill in the fields on the Support Voicemail spreadsheet as follows

a. Enter First Name, Last Name, Role, MC, Phone Number and Email Address of caller

b. Issue
- Description of the caller’s issue

c. Date
- Date voicemail received. (provided at the end of the individual voicemail)

d. Time
- time voicemail received (provided at the end of the individual voicemail)

e. Forward from 
- If the voicemail was forwarded, the person it was forwarded by

f. Forward time
- If the voicemail was forwarded, the time and date it was forwarded

g. Ticket
- if calling regarding a previously submitted, submitted to support@kw.com
9. Press 4 to delete the voicemail

10. Move to the next line of the Support Voicemail spreadsheet

11. Repeat Steps 8 through 10 until all voicemails are complete

12. Enter the data from each row of the Support Voice Entry Sheet.xls into a separate ticket in the Footprints system. 

a. Submitted Via = ‘Voicemail’
b. Start the subject line with the letters ‘VM’ for voicemail

c. Enter (copy/paste) all data from the spread sheet into corresponding fields in the ticket

d. Save ticket as Status = ‘Request’ 

Change the Main Support Greeting message to Alternate Message:

1. Dial 7199 on your phone

2. When the message begins to play press: 7191
3. When it prompts you for a voicemail password press: 1917
4. Choose option 3 to change message

5. Choose option 2 to record greeting

6. Choose option 2 to re-record greeting

7. Choose number 2 to choose what greeting to change 
**NOTE: (always keep #1 as the default main greeting)

8. Record new message

9. Dial #  when done recording message

10. Choose 5 for new greeting

11. Choose new greeting number: 2
Change Alternate Message Back to Main Greeting

1. Dial 7199 on your phone

2. When the message begins to play press: 7191
3. When it prompts you for a voicemail password press: 1917
4. Choose option 3 to change message

5. Choose option 2 to record greeting

6. Choose option 5 to choose a new greeting

7. Choose option 1 as your new greeting

1.2
Support Report
The Support Report is a month-in-review snapshot of EAgentC statistics. Launch, Email administrators, and Support all contribute to the final draft of the report that is sent to all of KWRI
Gather Information:

1. Email the following participants for the following information:
a. EMAIL DELIVERY STATISTICS:  Ben Mayfield  (sys admin)

b. NEW MARKET AND BUSINESS CENTERS FOR THE MONTH: launch@kw.com
2. Open Support Report Database located: 

S:\Departmental\Business Technology Group\customer_care\Support Scripts\KW Support Report\Support Report.mdb
a. Enter the date range for the month in the two fields provided.
b. Click on the picture of the boy to automatically pull in data from the Footprints database for the dates specified 

**NOTE: Add one day to the last day of the month. Example: if running the report for July 2006, enter 07/01/06 ( 08/01/2006. The report is generated for “between date01 and date02, including date01, up to date02
3. Open the Email Admin tool to find Email Accounts Created for the month

http://webmail.kw.com/cgi-bin/emailadmin/emailadmin.cgi/
a. Select ‘View Stats’

b. Take note of the number of email accounts created

 **NOTE: Add one day to the last day of the month. Example: if running the report for July 2006, enter 07/01/06 ( 08/01/2006. The report is generated for “between Starting and Ending, including Starting, up to Ending

4. Create Support Report Data folder
a. Find the folder for the previous month. 
b. Right click, Copy, Paste

c. Rename to current month in same format
Build Individual Reports:

Rename the Support Report Numbers spreadsheet, in the current month’s folder, to the current month. 
1. Top 3 Product % Increase from Previous Month:
a. In the spreadsheet and go to the tab ‘Percentage Diff (Top 3% inc)’ tab at the bottom

b. In the Support Report database, run the - SUPPORT REPORT – Count by Product
c. Ensure there are two blank rows between the latest month and the validation columns (3 months data should exist – 2 previous and 1 current) – Do NOT delete earliest month!
d. Copy and paste Count and Product, columns from the query results into the two blank columns.  

e. Rename column to current month and ensure all data validates (TRUE) – if not figure our where there is a discrepancy and allow for changes that occurred. 

f. Erase copied products after and restore page to way it looked before any action was taken. 

g. Ensure ‘% difference’ calculation in first cell references current and previous month. 

h. Highlight entire table (not sheet) and sort by percentage difference, highlight top 3
i. Highlight again and sort entire table (not sheet) product.

2. Mail Delivery

a. In the spreadsheet and go to the tab ‘EMAIL STATS’ tab at the bottom

b. Enter the number from the Email Admin view stats report for Email accounts created

c. Copy/Paste numbers from Ben Mayfield’s email into Ben’s Information section

d. Perform the calculations required to find Total Email Accounts, Mail Accepted through KW Server, Blocked Messages

**NOTE – Calculation instructions are in the cells that represent the different values 

3. New Market and Business Centers
a. In the spreadsheet and go to the tab ‘LAUNCH STATS’ tab at the bottom

b. Delete the previous month’s market and business centers entered. Take care not to delete anything from under the yellow headings. 

c. Enter the information provided by the launch team into the cells without yellow headings. Insert new rows if necessary.  

d. The formatting required in the  Support report will automatically generate from the equations in the page. Copy down expressions if new rows were added. 
Build Individual Charts:

1. (Previous/Current Year) Monthly Support Trends – Closed Each Month

a. Open the MonthYeartrend.htm file, in the new folder saved for the current month, with MS Word
b. Double Click on the graph and select sheet 2

c. Remove the earliest month and add the new month’s data at the bottom

d. Right click on the graph and click Source Data and click on the series tab

e. Update Values to =Sheet1!$B$2:$B$13 and Category X Axis labels to =Sheet1!$A$2:$A$13
f. Select File, ‘Save As Web Page’, and change the name to the current month, keeping the same formatting
g. Delete graph from previous month from the current month’s folder
h. Open the folder with the same name and open the .gif image to copy paste into the Support Report
Build Support Report:

1. Open Contribute and open the connection to the Support Reports. 
**NOTE - If Contribute is not installed, submit a request to KWRI Helpdesk. 

**NOTE - If the connection is not setup within contribute, follow these steps:

Find the SupportReportConnectionKey(contribute) located:

S:\Departmental\Business Technology Group\customer_care\Support Scripts\KW Support Report
The FTP login is: 

User: kwnew
Password: dweezle
a. Find the previous month’s report and open it. 

b. Click on ‘New Page”

c. Select ‘Copy of Current Page’
d. In the bottom right field called Page Title, name the new page ‘MonthYear’ respectively and hit OK. Page title must be lower case!
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e. Click Publish to save the new page. 
f. A warning box will pop up ( Select ‘Yes’
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g. Ensure the page is named correctly and click Ok for the next dialog box, 
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2. Click Edit to begin entering information from tables and charts

3. Change the date at the top of the report

4. Enter the data collected

a. Copy the values and insert them where previous values existed

b. Delete existing graphs and copy the new graphs out of Word and paste into the page

5. Send link to Cavin Weber (cweber@kw.com) for approval

6. Open the page in Internet Explorer, Select File ( Send ( Send Page by Email and send page to the KWRI Office. 
1.3
Wishlist
KW Associates send emails with suggestions for new technology and improvements to existing tools to wishlist@kw.com. Wishlist has its own project/queue in the Footprints system
Once a month the list needs to be compiled, summarized and sent to the developers.

1. Open the database AD HOC - Footprints reporting.mdb located S:\Users\Graham Cohen\FOOTPRINTS
2. Click Forms and open the ‘Reporting Form’
3. Enter the date range into the 1st Date and 2nd Date fields. 

**NOTE: Add one day to the last day of the month. Example: if running the report for July 2006, enter 07/01/06 ( 08/01/2006. The report is generated for “between date01 and date02, including date01, up to date02

4. Minimize the form without closing and select Macros
5. Run the Macro titled ‘Build Reports - Wishlist (edit FORM qury for dates)’

6. Select Tables and open the ‘report’ table. 

7. Open the appropriate Wishlist spreadsheet located in the P:\Users\Graham Cohen\PROJECTS 2005\Wishlist folder

8. Copy an existing tab to preserve the formatting and rename it to the current month. 
9. Copy and paste the information from the ‘report’ table into the spreadsheet

10. Go through each ticket and add a status to each record (disregard, duplicate, n/a – “not yet available to the associate”). Give a brief description of each in the ‘Brief Description’ field. 
11. Send to Scott Anthony, Terri Griffith, Kari Trecker, Cary Sylvester, Renee Trepagnier, Cavin Weber
1.4
News Flash
http://intranet.kw.com/cgi-bin/intranet/frontpage_cms/index.pl 
To change the “News Flash” on the KW Intranet homepage, go to http://intranet.kw.com/cgi-bin/intranet/frontpage_cms/index.pl

Before you add a new one, check to see which ones display currently.  Only 2 show at any time.

The last 2 listed in the archives area on the above link are the 2 that display online.  You may need to delete one OR copy and remake one to get the correct ones to show.  So BE CAREFUL.

Enter your headline, link if needed, and text.  You may need to use some HTML in the text box for formatting purposes.

The most I have ever used is:

<P></P> = new paragraph

<B></B> = bold

<br> = line break

<a href="http://megacamp.kw.com" target="new"><B>Register Now!</B></a>

<li></li> = used in creating lists of items

<ul></ul> = used in creating unordered lists of items

<ol> </ol> = used in creating ordered lists of items

Example:

<ul>

  <li>Coffee</li>

  <li>Tea</li>

  <li>Milk</li>

</ul>

1.5
Feedback Queue & Unsubscribe Tool
The Feedback Queue is a separate queue maintained by KWRI Support which compiles all emails sent to Bounce@kw.com and Feedback@kw.com.  The emails included in the Feedback Queue are primarily unsubscribe requests sent from KW Associates or Job Opportunity requests sent from KW Associates or general consumers.

The Unsubscribe tool is used to remove associates from the mailing lists for all associate email blasts. (usually have Bounce@kw.com  as the reply address) This will remove the recipient form the Ariel system that marketing uses for email blasts. 

When Feedback receives a request to remove an associate’s email from KWRI’s mass mailings:
1. Search for the email address they want removed in the KW Intranet Associate Search

2. IF there is no profile attached OR IF there is only a KWRI Guest Role Attached to the Profile then it is ok to REMOVE the email address using the instructions below

3. HOWEVER, IF there is an active Agent or Market Center Leadership Role (Team Leader, MCA, etc) attached then reply with the following script

“You are listed as an active Keller Williams agent and this is your email address on file with KW.  (KW Intranet, http://intranet.kw.com, ->My Information->Profile->Edit Profile->Email). 
Because of this, you will continue to receive KW email about news and updates.  If you are no longer a Keller Williams agent, please talk to the MCA of your office about removing you from the system.”
4. To UNSUBSCRIBE an email account please click on http://kw.com/emailTools/AdminSubscriptions.do and then follow the instructions below:
1. Type in the email address

2. Click Continue
3. Select Unsubscribe to All Subscriptions

4. Click Update  
1.6
eAgentC Certification
eAgentC certification is earned by passing the eAgentC exam. The exam is located, for all associates, on the eAgentC tab on the KW Intranet. To start the test, select the appropriate link. Associates are encouraged to use the Support site to complete the exam (open book). 

To collect results from Survey Monkey and inform Marketing to distribute:

1. Download the results on the 1st of each month from Survey Monkey http://www.surveymonkey.com/ username: aperez@kw.com password: password (login from the home page)

2. Find the Survey Title eAgent Certification Exam (usually located on the 3rd page – use arrow buttons)
3. Select the ‘Analyze’ icon to the right of the link
4. Select ‘Export’ in the top right of the screen
5. Under the Entire Results Set, section, click the Spreadsheet Format radio button. Condensed should be selected from the Columns bucket and Actual Choice Text in the Cell Values bucket
6. Select the ‘Next’ button in the top right
7. Enter your personal email address (this is where the results will be sent) and click Send Results. 
8. Once the email is received, click the link within the email. It will take you back to the Survey Monkey page. 
9. Click the ‘Ready to Download’ icon (Microsoft flag) and select Open and the Winzip window will open
10. Double click on the Excel spreadsheet within the Winzip window.  
11. In the Excel spreadsheet select, File ( Save As and navigate to S:\Projects\Arial Email\eagentc\Raw SM results to save the file, change the file name to reflect the month and date of the download

12. Highlight all the cells, copy the contents
13. Open AnswerKey_Current.xls spreadsheet located S:\Projects\Arial Email\eagentc\ and select the DATA tab at the bottom. 
14. Select all cells again and paste the data into the DATA tab. 

15. Save the updated AnswerKey_Current.xls (agree to all prompts) 

16. Save ALL changes to each spreadsheet and close out of Excel completely. 

17. Email the Marketing & Communications Representatives, the DBAdmin Representative, to tell them  “The new results for the eAgentc exam are in and ready to be loaded and distributed to the associates.”
HOW TO GET THE RESULTS:

HOW TO GET THE EAGENTC CERTIFICATE:

1.7 Protocol for KLRW###@kw.com Email Account

· The KLRW###@kw.com email account is oftentimes referred to as the “Market Center Email Account” because it is a stand alone account (not attached to a particular associate’s profile) and it is usually maintained by the MCA at the local Market Center.  This account contains all communications from KWRI to the Market Center so it should remain a secure account.  Therefore, it is important as a Franchise Support Analyst to understand the delicate procedure involved with this account.

· ALL requests made from the KLRW###@kw.com email account can be sent passwords to the account back to the KLRW###@kw.com email address

· IF a MCA, TL, or OP emails from their personal @kw.com email account requesting their password then verify their role (MCA, TL, or OP) in the KW Intranet and then send the password to their personal @kw.com email account in addition to the KLRW###@kw.com account.

· IF an INTERIM MCA requests the KLRW###@kw.com password then please inform them that you will send the KLRW###@kw.com password to the KLRW###@kw.com email address AND the TL AND OP’s personal @kw.com email accounts as well.  Then direct them to contact either the TL or OP to retrieve this information.

· IF the OP, TL, or MCA emails from their personal @kw.com email account requesting for the KLRW###@kw.com email password be changed for security reasons then verify their role in the KW Intranet, then change the KLRW###@kw.com password.  THEN, email them the new KLRW###@kw.com password to that account in addition to their @kw.com personal email address.

1.8
Online Script Database “The Support Fort”
The Support Fort was designed and created by Sam & Mandy Eaton as a tool for KW Franchise Support Analysts to enter and reference all scripted responses needed to enter into Footprints.  When utilized correctly the Support Fort Tool will increase an analyst’s productivity and overall understanding of the KW Systems.  This also doubles as a great training reference for new Franchise Support Analysts to feel comfortable narrowing down issues and learning the techniques to problem solve.  For more information regarding the “Support Fort” program please contact the current Administrator, Cavin Weber.
In IE7 please go to:  http://_________
In Mozilla Firefox please follow the setup instructions below:


1. Open a new browser window


2. Type “About:config” in the address bar, click enter


3. Type “Signed” in the field that appears, click enter


4. Double click on the “False” text to become “TRUE”


5. Then proceed to http://________
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Compatible with Internet Explorer Version 7.0 and Mozilla Firefox Version 2.0.0

2.0
KWLS
The KWLS (Keller Williams Listing System) is an internal database accessible by all KW Associates where they can choose to input their listing data into the system.  Then, they can select which of those listings they would like to forward onto additional search engines such as Trulia, Google, etc.  The KWLS data is also used to enhance any listings received by Wolfnet via the feed (see diagrams below for more information).
2.1
NEW Listing Solution Flowchart
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2.2
Retired Listing Solution Flowchart
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2.3
Wolfnet Technologies Partnerships (Section 4.1 of AWEB Tool)
Our partner, Wolfnet Technologies, has created a listing frame-in solution (IDX) for our agent websites in certain markets.  An agent who is in a Wolfnet Market can choose to take advantage of a Wolfnet IDX Solution at no additional charge.  This is a result of the KW and Wolfnet Partnership.
This solution frames the listings directly from your MLS within the Agent Websites. 

· The KWLS can enhance the listings pulled directly from the MLS and displayed via the Wolfnet IDX, but the MLS#s must match exactly AND the KWLS only enhances Virtual Tours, Open Houses, Extra Links, and Extra Photos.
· KWRI does not get direct data from the local MLS so the partnership with Wolfnet is very valuable.
· An associate will need to request their specific personalized URL from Wolfnet using Section 4.1 of their New EAgentC website tool.  Then, once their link is provided by Wolfnet they need to insert it within Section 4.1 of the New EAgentC website tool.
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Troubleshooting - If there’s a problem with a Wolfnet listing, KW Support will work with the Wolfnet team to get the problems solved. 
service@mlsfinder.com – email address to contact Wolfnet

3.0 Additional Listing Feeds

3.1
TRULIA TROUBLESHOOTING TRULIA– v 2.0

If an Agent writes in saying that their listing is not on Trulia, there are a few things you will need to check before this is escalated to Trulia Support.

QUICK SOLUTIONS - 

· Verify that the listing is approved in the KWLS (Green Flag)

· Verify that the listing has an Active status in the KWLS – any other status (Pending, Pending Taking Back-ups, Sold, Withdrawn, Expired) will not appear on Trulia

· Our feed updates at 2:00 AM, Trulia pulls the feed in at 2:00 PM the next day and takes 24 hours after that to process the data and post the listings to their site.  Verify when listing was submitted/approved in KWLS 

· Check the listing report (Reports > Customized > Scroll down to KWLS reports.  If the listing shows as agent owned (older than April 2007) then submit request to Graham or DBA's in Graham's absence to un-agent own the property and the feed should update the listing on Trulia within 48 hours.

· Verify the street address matches the zip code using Google Maps – if the zip code is not accurate for the listing address, then Trulia will flag it as a mismatch and the listing will not appear on their site.

DETAILED SOLUTIONS - 

I. Search for the listing on Trulia.com – http://www.trulia.com
The best way that I have found to search for listings would be to enter the Zip Code into the search box then hit the search button.  Once you receive the search results, you can Refine Your Search by price, then select the Sort Options to sort lowest price to highest or highest to lowest.

Once you have confirmed that the listing is not showing up in Trulia, you will need to check to make sure that it is included in the feed that we send Trulia each night.

II. Listing Report

Open the Listing Report on the KW Intranet > Under the Reports tab (You need to make sure your SysAdmin Role is selected) > Customizable > Scroll Down to find the KWLS Reports > Select the Listing Research – MLSNUM option

Enter the MLS number then click on the SUBMIT button which will generate the listing information report

The most important piece of information in this report is the LISTING ID – each of the listings entered by an agent is given a listing ID in addition to the MLS number.  The listing ID is how the listing is displayed on agent websites (it’s in the URL for each listing) as well as how it is fed to Trulia.

III. Trulia Feed File:

A. LOCATING FILE

1) Open the Feed File - This is located on the S:/ Drive:  Projects > Listings > Trulia 

2) Look for the .XML file in the folder  - the file name will include the date that it was last downloaded - If the name of the .xml file does not include today's date then you need to move this file to the archive folder for the respective month then unzip the most current data feed (zip file).  

3) To unzip the file - double click on the .zip which will open the Unzip application.  



a) Check the last modified date, if the file is more recent then the original then move on to B) If the file is old then see Mike Silkett to find out why feed did not update last night


b) Drag the .zip file to the Trulia folder which should be on the desktop and this make the .xml file current.

B. OPENING FEED FILE

WARNING - YOU SHOULD ONLY ATTEMPT TO OPEN THIS THROUGH WORDPAD (right-click on the file to select ‘Open With’ then choose the proper application).  If you do not use Wordpad to open the file, chances are your computer will freeze up since the file is GINORMOUS.  Once you are done with the file, you should close out of Wordpad, as having this file open will slow down your system considerably.

1) Once the file is open, Ctrl-F to FIND then enter the LISTING ID and SEARCH.

If the listing appears, this means that Trulia received the information as of last night.  You should be able to read around that listing ID to verify the data that was sent to Trulia matches what is entered in the KWLS.


a) If the listing is NOT found in the feed, then you should contact Mike Silkett (DBA) to troubleshoot further


b) If the listing IS found in the feed, then this means we sent listing data to Trulia and issue needs to be escalated to Trulia Dashboard or Trulia staff to identify why it's not appearing on their site
IV. TRULIA DASHBOARD

ADD TRULIA DASHBOARD INSTRUCTIONS HERE

V. Issue Escalation - 

E-mail Brian Sparr at Trulia - add brian's address here

When you escalate these issues to Brian, please be sure you include all of the following information as well as any listing research that you have done prior to sending to him.

Listing ID

MLS #

Full Address of Listing

Listing Agent

Included in Feed? Y/N
3.2
COMING SOON GOOGLE TROUBLESHOOTING

4.0 The Online Greensheet:
[image: image10.jpg]FIELDS IN RED ARE REQUIRED

General nformation

[submitted by : Richard Fox

close Date:

Econtract Date:

=

Type Classisource

Source of your Client:

Type: Class: Property:
[Select v [Select] v v [Select
Property

LSz 122706 MLS Area: Southwestarea

[Strectis 1245 Strect Hame: Street

city: Austin State: T zip: 78618 County: Hartis

[subdivision: Sutidivision Map Grid :

Buver

satctation: |[Select] ¥ guye

address : cry: state: | [Select] |z
Phone: Fax:

il Owner Occupy? Yes (] Ho

seller

satutation: |[Select] | seer:

address : cry: state: | [Select] |z





4.1 Link to Greensheet Information on Shared Drive:
S:\Departmental\Business Technology Group\PMO\projects_open\WinMORE\Greensheet\Education
4.2 The Approval Process of an Online Greensheet
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5.0
KWRI Support Team Responsibility Allocation 

5.1
Project Assignments

	Project Name
	Assignee

	Footprints
	Graham Cohen

	Support Voicemail
	Colin Chisholm

	Support Report
	Graham Cohen

	Wishlist
	Graham Cohen

	News Flash
	Andy Reagan

	Unsubscribe Tool / Feedback Queue
	All Support Representatives

	eAgentC Certification
	Cavin Weber

	Email Administration Tool
	All Support Representatives

	Support Website
	Andy Reagan

	Online Greensheet
	Orlando Ramirez

	2007 EAgentC Website Templates
	Alex Ferrier

	Wealth Building Wednesdays
	Tali Jaffe

	MORE System
	Orlando Ramirez

	Family Reunion
	Tali Jaffe

	KWLS/WOLFNET IDX
	Graham Cohen

	Additional Search Engines
	Tali Jaffe

	WebOffice Administration
	Colin Chisholm

	EAdmin Request Approvals
	Colin Chisholm

	Online Script Database “Support Fort”
	Cavin Weber

























































Page 5 of 24

