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● Set Appointment 
● Login 
● Reschedule Appointment 
● Cancel Appointment 
● Relocate appointment 

 
We manually schedule appointments in iCracked System for Customers upon request. When 
changing an existing appointment, see Login. When setting an appointment for Same Day 
Repair, see Set Appointment. 

Set Appointment 
Follow this procedure when a Customer is setting an appointment for Same Day Repair, or as 
part of relocating an appointment. 
 

SAY DO 



 

“I’ll need to gather a few details.” 

 
11. Collect and enter the following 

information from the Customer: 
a. Email 
b. Family name 
c. Given name 
d. Phone number (secondary 

contact number is system-
optional) 

e. Postal code 
f. Claim ID (system-optional, 

from Salesforce) 
12. Click Next 

“What is your location for the appointment?” 
 
“What is your preferred date and time for the 
appointment?” 

 
13. Next, iCracked System shows the 

closest shops by Postal code. 
14. Select the Customer’s preferred shop 

from the list displayed. 
a. If the Customer prefers a 

different shop, see if they 
prefer additional shops listed in 
the dropdown menu click the 
search icon next to the shop 
name. Proceed to step 7. 

15. From the date picker, select the 
convenient date. 

a. If the convenient date is not 
automatically displayed, click 
the left/right buttons to adjust 
by 1 day, or click the calendar 
icon to open the calendar 
menu. 

16. Click Next. Proceed to Step 9. 



 

“What is your location for the appointment?” 

 
17. Use the search engine to locate the 

Customer’s preferred shop. 
18. Click Select next to the name of the 

Customer’s preferred shop. Proceed 
to step 5. 

“I have successfully made your reservation 
for [Customer name] at [store] for [time] on 
[date].” 

 
19. Review and confirm reservation 

details with Customer. 

“You will find all the details for your 
appointment in a confirmation email from us.” 

20. Inform Customer that they will receive 
a confirmation email. 

“Is there anything else I can assist you with?” 
 
“Thank you for calling Anshin Hosho Pack 
Next Support Center.” 

21. Disconnect the call and return to the 
Salesforce window. 

 

 
22. Log the call and document CARES 

notes on the Claim Processing 
Ticket. 

 



 

Login 
Begin here to reschedule, relocate, or cancel the Customer’s appointment. 
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 1. From the Claim page in Salesforce, 
identify the confirmation email sent to 
the Customer for their appointment. 

2. Open the link to the iCracked system 
in the email. 

“What is the email address you have 
registered with iCracked?” 
 
“What is the contact number you have with 
iCracked?” 

 
1. Enter the email address. 
2. Enter the contact phone number. 
3. Click Next. 

 

 
4. After clicking Next, you will have 

accessed the Reservation History 
Screen. 

a. If Canceling, See Cancel 
Appointment. 

b. If Rescheduling, see 
Reschedule appointment. 

c. If Relocating, see Relocating 
appointment Step 2. 

 



 

Reschedule Appointment 
Follow this procedure when a Customer with an existing appointment requests an appointment 
at a different time. 
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 1. Complete the Login procedure to 
access the Reservation History 
Screen. 

“What was the existing date and time of your 
appointment? 

 
2. From the Reservation History Screen, 

Click P67):;X"Y$9Z'¨

%'¥'#8$°!§9[\ 

“What is your preferred date and time for the 
appointment?” 

!" 

3. From the date picker, select the 
convenient date. 

a. If the convenient date is not 
automatically displayed, click 
the left/right buttons to adjust 
by 1 day, or click the calendar  

4. Click [,-] button. 



 

 

 
5. The Customer’s updated appointment 

shows in the Customer’s appointment 
records. 

“You will find all the details for your 
appointment in a confirmation email from us.” 

6. Inform Customer that they will receive 
a confirmation email. 

“Is there anything else I can assist you with?” 
“Thank you for calling Anshin Hosho Pack 
Next Support Center.” 

7. Close the Call. 
8. Log the Call and document CARES 

notes on the Claims Processing 
Ticket. 

 

Cancel Appointment 
Follow this procedure when a Customer with an existing appointment requests an appointment 
cancellation. 
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 1. Complete the Login procedure to 
access the Reservation History 
Screen. 



 

“What was the date, time, and location of your 
scheduled appointment?” 

 
2. Verbally confirm the existing 

appointment time, date, and location 
with the Customer. 

3. Click P67)?@ABC button. 

 

 
4. After clicking the Cancel Reservation 

button, the iCracked system shows 
the appointment has been 
successfully canceled. 

5. Click OK. 

“Great news, I’ve successfully canceled your 
appointment.” 

 
6. After clicking OK, you are directed to 

the updated Reservation History 
Screen. The buttons for the canceled 
appointment have disappeared. 

a. If relocating appointment, see 
Relocate Appointment Step 3. 

“You will find a cancellation confirmation 
email from us in your inbox.” 

7. Inform Customer that they will receive 
a confirmation email. 



 

“Most Customers who cancel an iCracked 
appointment also need to cancel the 
application they’ve filed with Anshin Hosho 
service. I can help you with that. Would you 
like me to cancel your application for you 
now?” 

8. Ask if they also need to cancel their 
application with Anshin Hosho. 

a. If yes, contact your Team 
Manager to cancel or deny the 
claim. 

b. If no, continue to step 6. 

“Is there anything else I can assist you with?” 
“Thank you for calling Anshin Hosho Pack 
Next Support Center.” 

9. Close the Call. 
10. Log the Call and document CARES 

notes on the Claims Processing 
Ticket. 

Relocate Appointment 
Follow this procedure when a Customer with an existing appointment requests an appointment 
at a different location. 

SAY DO 

 6. Follow Login procedure. 
7. Follow Cancel Appointment 

procedure. 

 8. Click the X in the top right corner of 
the Reservation History Screen. 

9. Begin setting a new appointment. 

 10. Follow Set Appointment procedure. 
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