Ticket 3:

Context - This conversation is with one of our more difficult customers. Prior to this ticket, our
team decided to assign a single agent to “Roland” in order to reduce team stress, and clarify
communication. We had also explained to him via video recording and text how to do exactly
what he was asking. Roland tried his best to get around this by opening multiple tickets for each
issue he encountered. He is no longer our customer as he has stepped down from his volunteer
position at his church. We wish him all the best, bless his heart.

Customer -

Could you please explain to me how to move this Safety Team Meeting from the Special Events
folder at https://services.planningcenteronline.com/plans/46451422

to the Safety Team Meeting folder at
https://services.planningcenteronline.com/service_types/1019865

Thank you,
Roland Schitt

Agent -

Hi Roland,

In a previous support request, I've detailed out the best way to move a plan from one place to
another. It sounds like there's a step that isn't working for you. Can you go through that process

and let me know where you are getting stuck? What part of that process isn't working for you?

I'm looking forward to your reply!

Rut Daniels

Customer Support

Online Documentation | Planning Center Blog

Customer -

I'm missing the part of the process where you explain to me how to move this Safety Team Meeting
from the Special Events folder at https://services.planningcenteronline.com/plans/46451422

to the Safety Team Meeting folder at

https://services.planningcenteronline.com/service_types/1019865

Roland Schitt



Agent -
Hi Roland,

| understand. From my perspective, I've provided the exact steps you need to take in order to
create a plan in your new Service Type that mirrors the one from your Special Events Service
Type. From your perspective, | haven't done that. I'd like to find the point that we diverge in our
understanding. Once | do, I'm confident that I'll be able to solve this problem and get the clearest
solution for you!

You've stated that following the steps I've outlined doesn't get you the desired result. If you
follow those steps again, can you tell me what is wrong with the plan that is created? Is it in the
wrong place? Does it have the wrong times and dates as we've addressed previously? Are your
team members not showing up within the plan? These are all things that | can help guide you
through.

I'm also more than willing to create a video showing you how to export a plan. If that would help,
let me know and I'll make the time to knock that out, today.

I'm looking forward to your reply!

Rut Daniels
Customer Support
Online Documentation | Planning Center Blog

Customer -

You absolutely have not provided any information whatsoever as to how to move this Safety
Team Meeting from the Special Events folder at
https://services.planningcenteronline.com/plans/46451422

to the Safety Team Meeting folder at

https://services.planningcenteronline.com/service_types/1019865

Would it be possible to pass this ticket on to someone else who is more willing to help and less

argumentative?

Thank you,
Roland Schitt

(Customer opens new ticket which is merged with this one)



Agent -
Roland,

| will be handling all of your support requests. If you've interpreted any of my responses as
unhelpful or argumentative, that was definitely not my intention. I'm open to you calling out
anything that has come off that way. I'd like to clarify those things that could have been
misinterpreted.

Moving Your Plan

| want to make sure you received my response this past Tuesday. | detailed out how to export
your plan from one place to another. It's possible you didn't receive that email, which would
totally be confusing. If you didn't, let me know and | can resend it. If you did, let me know which
step is blocking you from getting what you need. If | know what's wrong with the exported plan, |
can address specifically what you need to do to correct the problem.

Other Options

As we get closer to your plan date, | know you'll want to get your schedule out to your team.
Instead of exporting, you can manually create your plan through the Add Plan process. In case
you need them, here is a guide that shows the steps you'll need to take to do that:

- Create or Copy a Plan

| can also make a video for you, today, showing the steps you need to take to either export your
plan or create a new one. If that will help, let me know and I'll get that right to you.

| look forward to your response, Jason!

Rut Daniels

Customer Support

Online Documentation | Planning Center Blog

Customer -

Rut--could you please pass my request to someone else?
Thank you,

Roland



Agent -

Roland,

That is not a request our team is able to support. | will be handling all of your support requests

moving forward.

| sent a reply to your other ticket offering to set up a phone call. I'd really like the opportunity to
clear things up over a phone conversation. This link will take you to a page where you can
choose a time to schedule a call with me:

- https://calendly.com/rutdaniels

After you choose a time, you'll get an email confirmation from us. If | need to reschedule our call

for any reason, I'll let you know as soon as possible. Thanks for your flexibility!
I look forward to speaking with you!

Rut Daniels

Customer Support

Online Documentation | Planning Center Blog

Customer -

| prefer to wait for someone else to handle my requests.
Thanks,

Roland



(Customer opens new ticket which is merged with this one)

Could you please explain to me how to move this particular Safety Team Meeting out of the

Special Events folder at https://services.planningcenteronline.com/plans/4645142 and into the

Safety Team Meeting folder at

https://services.planningcenteronline.com/service_types/1019865

Please note that | do not want to “Export New Template or Plan”. | am not asking about creating,
exporting, copying, or duplicate any plan or template. My request is to move an existing plan

from one folder to another folder.

Again, | am not asking about creating, exporting, copying, or duplicating a new plan or template.
| am asking about moving an existing plan out of one folder and into another folder.

Thank you,

Roland

Agent -

Hi Roland,
| can help you with that!

There isn't a way to move the plan, that is, you can’t pick it up from one Service Type and place it
in another Service Type. Using the ‘export’ button from your plan page will allow you to send a

copy of your plan from your current Service Type over to any Service Type that you define. While
that will leave a copy of your plan in the first Service Type, you can delete that plan, which would

leave the copy in your new Service Type.

You can also achieve the same result by copying a plan from one Service Type to another. We've

created this guide to show you what that looks like:

- Create or Copy a Plan




If you have any trouble with the above process, let me know which steps aren’t working out for

you. Once you send me that information, | can hop in and see what'’s up!

Thank you!

Rut Daniels
Customer Support

Online Documentation | Planning Center Blog

Customer -

| prefer to wait for someone else to handle my requests. Your responses are neither welcome

nor helpful.
Thanks,

Roland

Agent -

Hi Jason,

Somewhere along the line, we've obviously encountered a disconnect with our communication
between each other. We are on your side. We want you to succeed. We are on the same team. |

would like to repair that connection so we can move forward supporting you.

Is there any possibility you'd be open to communicating what I've done to cause this break in

trust and communication?

| appreciate you considering this,
Rut Daniels
Customer Support

Online Documentation | Planning Center Blog

(Customer opens new ticket which is merged with this one)



Customer -

Could you please provide me with a detailed list of instructions on how to move this Safety
Team Meeting from the Special Events folder at

https://services.planningcenteronline.com/plans/46451422

to the Safety Team Events folder at

https://services.planningcenteronline.com/service_types/1019865

The result would be that 1) the February 8th Safety Team meeting would no longer appear in the
Special Events folder, and 2) the February 8th Safety Team meeting would appear in the Safety
Team Events folder.

e The following responses are not helpful to my request:

e Sending a link to a generic help page that does not address my request.

e Sending a response stating that these instructions were already provided.

e Sending a link to a help page with instructions to export a plan.

e Repeating the response stating that these instructions were already provided.

e Sending a link to a help page with instructions to copy a plan.

e Repeating the response stating that these instructions were already provided.

e Sending vague responses with generic statements that plans can be copied and edited.
e Repeating the response stating that these instructions were already provided.

e Asking me to explain which steps in these unhelpful responses don't work.

e Repeating the response stating that these instructions were already provided.

If Ted Mullins is still unavailable to respond to this request, | prefer to wait until Ted Mullins

returns rather than get yet another unhelpful response.
Thank you,

Roland



Agent -

Hi Roland,

| will be handling all of your support requests. There’'s not an option for you to be transferred to
Ted Mullins or another team member. Instead, I'd like to work with you to clear up our

communication.

I've answered your questions multiple times, given step-by-step instructions, offered to schedule
a phone call, and asked questions to address any misunderstanding. You have refused to
answer any questions or take advantage of any other attempts for us to support you. For our
team to help, you must be willing to answer these questions and troubleshoot your situation

using the support options available to you.

| want to help you, but that can only happen if you want it to. You are welcome to answer the
questions I've asked in previous responses or to set up a phone call with me. If you need any of

those questions restated, let me know. I'd be happy to do that for you.

Thank you,
Rut Daniels
Customer Support

Online Documentation | Planning Center Blog

Customer -

Rut Daniels—if the email below is your idea of being helpful, then | don't want your help.
Thanks,
Roland

Agent -

Hi Jason,

If you change your mind in the future, please let us know. We'd be happy to help you and your
team.

Thank you,

Rut Daniels



