Welcome to
OmbuDesk
OmbubDesk

OmbuDesk is a modern dispute resolution

software used for the efficient management and \ /
processing of disputes. This manual describes

OmbuDesk from the user's perspective.

Core Functions

OmbuDesk enables you to map your entire dispute resolution process. Here you
can see an overview of OmbuDesk:

e Digital Case Files: One centralized digital case file for every complaint
including all data, communication, case history & more.

e Integrated Communication: Complete processing of all communication
directly in OmbuDesk.

e Document Management: Easy management of all documents, master
data & correspondence.

 Deadline Monitoring: Automatic creation, monitoring and reminder of
deadlines for your parties and internal processing.

o Statistics and Reports: Effortless generation of reports, statistical
analysis and the visualization of key performance indicators.

How is the manual structured?

The manual follows the structure of OmbuDesk:

1. Dashboard: Overview of important key figures, new applications &
messages, as well as deadlines & approvals.

2. Case Overview: Complete list of all applications/cases.

3. Digital Case File: Detailed description of the digital case file and the
available quick actions.

4. Complainant: Directory and management of complainants.

5. Respondent: Directory and management of respondents.

6. Deadlines: Central view of all deadlines.



7. Unassigned Messages: Management of messages that cannot be
assigned to any case.
8. Search: Powerful search functions in OmbuDesk - including the global
search, filter/criteria search and the similarity search.
9. Reports: Easy access to reports that are tailored to your wishes.
10. Settings: Administration area that enables automation, customizing of
fields, statuses and more.

What terminology is used in this manual?

We are well aware that terminology differs for every body that handles
complaints. However, this manuals' main purpose is to explain all core functions
and case processing options as cleary and easy as possible.

This is why the following choices have been made for the used terminology:

Ombudsman, Alternative Dispute Resolution and Commissioner Offices are
always referred to as "dispute resolution offices".

Complaints are mainly referred to as "cases", when used in the context of the
application. Similarly, the "digital case file" bundles all data, communication,
documents and processing functions of a complaint.

Employees, which handle complaints, are referred to as "Case Managers".
Ombudsman, Arbitrators, Adjudicators, etc. are referred to as "Conciliators".

Important to know: Changing any terminology is free of charge, when you
decide to use OmbuDesk.



Dashboard Overview

The dashboard is the central view in OmbuDesk. It allows you to grasp the
current work status at a glance and identify urgent tasks immediately.

The most important information is grouped into different tabs for you to easily
maintain an overview during case processing.
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How is the dashboard structured?

In the dashboard, various tabs are available to you, reflecting the processing
of a case. In addition, each tab shows a number in a yellow circle (badge),
indicating how many entries are currently in this area.

You can access the following data pages via your dashboard at any time:

1. Overview: A visual overview of important key figures of your dispute
resolution office.

2. New Cases: A list of all recently received applications that have not yet
been assigned to a case manager.

3. My New Cases: All cases assigned to the currently logged-in user that
have not yet been processed.



4. New Messages: An overview of all unread messages related to ongoing
cases.

5. Expired Deadlines: All cases where a set deadline has been exceeded and
action is required.

6. Approvals: Messages that are currently in the approval process and have
not been checked.

How can you customize the data pages according to
your individual needs?

Each of the mentioned data pages shows you the corresponding cases in
tabular form. Directly below the tabs, you can edit the displayed fields. Each
user can configure this view individually. So you can adapt each data page
according to your personal preferences.

Which information can you show and hide?

Using the column selection button (top left), you can determine which
information is displayed. Possible columns include:

e Case Number: The unique identifier of the case.

e Created on: The date the application was received.

e Status: The current processing state.

e Complainant: Name of the person who initiated the procedure.

* Respondent: The companies or institutions involved in the procedure.
e Current Deadline: The date by which the next action must take place.

How do you filter the displayed cases by your role?

You will find three checkboxes on the right, under the tabs, which allow you to
filter all cases by your role:

Case Manager or Co-Case Manager or Conciliator

If you select a checkbox by clicking, OmbuDesk filters all cases accordingly. If
you select, for example, "Case Manager", you will only see cases where you are
the Case Manager. The same is true for Co-Case Manager or Conciliator.



Which quick searches are already possible in the data

fields?

You can perform a criteria search in the data fields of your dashboard view.

Your filter options correspond to the available options of the respective data

field.

For example, if you only want to see cases for which your office is/was not

responsible, simply set the status to "no jurisdiction" and OmbuDesk will

show you all corresponding cases.
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Which options are available to you for case processing

in the dashboard?

On the right edge of the dashboard view, you will find two linked actions to

process a case:

1. Open digital case file

If you click on the pop-up symbol, the complete view of your digital case file

opens.



Case number T! Date of submission 1! Closing date Tl Duration of procedure  Conciliator TL Case Manager 1! Co-Case Manager I! Sub-industry L Case status T!

v v v v v

New 2

BA-2026-06-df 05.06.2026 3 day(s)
2. Quick editing of a case:

If you click on the pencil symbol, you can edit certain attributes of a file directly
in the dashboard view.
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The following case attributes can be changed this way:

e Conciliator

e Case Manager

e Co-Case Manager
e Respondent

e Representative

e Industry

e Sub-industry



Overview
The overview is the home page of OmbuDesk.
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What is the purpose of the overview?

The overview visualizes the data from OmbuDesk. Here you can see
important key figures of your dispute resolution office at a glance and
identify trends in your data.

How does the overview work?

The overview is directly linked to the filter search. The results of a saved
search are visualized here. This enables you to customize what is shown in the
overview and keep track of any key performance indicators you prefer.

You can look up how the filter search works here: Search

How do you visualize your own key figures, relevant
statistics and key performance indicators?

Follow these steps to create new cards in the overview:



1. Press the green pencil symbol on the top right edge, which shows the
tooltip "Edit Dashboard" when your mouse hovers over it.

Edit Dashboard o

2. Select the most left option at the top corner "Custom chart" and drag the

card onto a free space in the dashboard.

@ Q

®

Custom chart

Configure your own analysis

3. Choose a Chart type, a saved search and assign a Card name.



Configure Dashboard Card X

Chart type
[ v

Key figure (single value)

Pie chart
Donut chart
Polar area chart

Bar chart (vertical)

Configure Dashboard Card X
Chart type
‘ Key figure (single value) v ’

Saved search

[ All data v

All data

My cases

Cases 1. quarter l
1. quarter completed cases

Open cases

Configure Dashboard Card

Chart type

‘ Key figure (single value) v ’

Saved search

[My cases X v ]

Card name

‘ My cases ’



What options do you have to customize the layout of the

. . ”
overview according to preferences? \

You can ...

... adjust the size of each card in the overview.
... adjust the position of each card in the overview.

Use drag and drop as well as reseizing on the edges to achieve a layout that
you like.

The following images illustrate your customization options:
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What other actions can you take in the overview?

For each card you can ...

1. ... open the print view.



Cases by industry

o

08.06.26. 1603 Ombubesk

Cases by industry

\\“ I 66% Rent/ Living
\ I 19% Other

. I 4% Banking

I 4% Service Industry
I 3% Insurance
I 3% Online Shopping
I 2% Trade

hitpe:idermas ombudesk convs!
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Cases by industry

Open in search
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Does the overview change for all users if | adjust
something?

No, every user has an individual overview. Changes are only saved for the
respective user. On request, it's possible to configure a standard dashboard for
all users that's always visible and provide an extra private dashboard for every
user.



New Cases

The "New Cases" tab shows you all applications that have reached your

dispute resolution office but are not yet being processed.
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Depending on the assignment principle in your dispute resolution office,

administrators can distribute the new cases here or case

managers/conciliators can simply assign themselves to new cases.

If you use an automated assignment principle, this view is empty and can be

removed on request.

How does the manual assignment of users to new cases

work?

The method for assigning yourself or a colleague to a new case is identical.

1. Click on the pencil symbol on the right edge.
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2. Select yourself or a colleague from the selection lists "Conciliator", "Case

Manager" or "Co-Case Manager".

3. Click on the green checkmark on the right edge to save and assign the

new Case.
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Now the new case disappears from "New Cases" and reappears in the
New Cases" tab of yourself or a colleague.
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My New Cases

The "My New Cases" tab shows you all new cases for which you are
responsible as case manager or conciliator - regardless of your assignment
principle.
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What search and filter functions are available to you in
this tab?

You have the possibility to use all data fields as filter and search functions.
You can find the instructions for this in the Dashboard section.

How can you quickly get an overview of your new cases?

You benefit most from the "My New Cases" view if you customize the shown
columns according to your own preferences.
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When is a case no longer listed under "My New Cases"?

You will no longer find a case under "My New Cases" as soon as you set the
status of a case to something other than "New Complaint".
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Awaiting response of the complainant
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New Messages

The "New Messages" tab shows you all unread messages from your parties

that have been automatically assigned to a case by the system.
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How is the "New Messages" tab structured?

Received at 1L

The data page displays 6 different pieces of information about the new

messages by default:

o Ul A W N B

ombubesk

. Sender's name - "From (Name)"

. Sender's email address - "From (Email)"

. Recipient's email address - "To (Email)

. "Subject" of the message

. Send date of the message - "Sent at"

. Receive date of the message - "Received at"
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You can change the displayed categories by editing the selected columns at
the top left.
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Which search and filter options are available to you?

You can use the free text search for the recipient's email address, the
sender's email address, and the subject of a message. Additionally, you can use
the "Sent on" (send date) and "Received on" (receive date) of the new
messages to filter the displayed messages by date.
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Which quick actions are available to you in "New
Messages"?

The following quick actions are available to you in this tab:



1. Read message:

You can read a "new message" by clicking on the arrow symbol on the left
side.
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Dear user,
Unread messages are shown here.
Best regards,

Tobias Wilharm

2. Open linked case:

You can navigate directly to the linked case with the new message by clicking
the clip symbol on the right side.
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When is a message no longer displayed under "New
Messages"?

You can mark a "new message" as read to remove the message from the "New
Messages" tab.

Follow these steps:



1. Open the digital case file via the clip symbol (see "Open linked case"

above)

2. Mark a message as read by marking the "Read" box
3. Alternatively, you can navigate to the "History-tab" and mark a message as

read there.
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From: demo5.ombudesk@ciit-software.eu

Subject: PU-2026-03-SchaMi Thi...

©

To: tobias.wilharm@ciit.eu

[] Visible to complainant | [ | Visible to respondent \

B 09.06.2026 16:20 From: demo5.ombudesk@ciit-software.eu

Subject: PU-2026-03-SchaMi Thi...  To: manual.test@google.com o

["] visible to complainant | [] Visible to respondent | Read

& 01.04.2026 11:23 From: demob.ombudesk@CIITSoftware.onmicrosoft....

To: michael.schaffler@ciit.at

Visible to complainant | [ Visible to respondent | Read

Subject: PU-2026-03-SchaMi test...

B 01.04.2026 11:21 From: michael.schaffler@ciit.at

000600000

As soon as you have marked a message as "read", the message disappears

from the "New Messages" tab.



Expired Deadlines

The "Expired Deadlines" tab shows you all cases where a set deadline has

passed. This way, you can quickly find cases where action is required.

Q Global Search

Overview New Cases 20 My New Cases 4 New Messages 4 Expired Deadlines 224 Approvals 4

OmbubDesk
— 7 columns selected Vv
-
Case number 10
[ 1
-

DE-2026-05-SchiMa

e

= HK-2026-05-SchaMi

= HW-2026-05-SchaMi

Q BA-2026-05-TombGe

< MW-2026-05-GeliGe-136

[ MW-2026-05-GelGe-135

o MW-2026-05-GeléGe-134
MW-2026-05-GelGe-133
MW-2026-05-GelGe-132

E Total cases: 224

Conciliator Tl

Geza Tombaly

Gina Kastner

Gina Kastner

Gina Kastner

Gina Kastner

Gina Kastner

Industry 10

Example of

Subcategories

Heating Bill

Crafts

Banking

Rent / Living

Rent / Living

Rent / Living

Rent / Living

Rent / Living

Case status Tl

New
Complaint

New
Complaint

New
Complaint

New
Complaint

New
Complaint

New
Complaint

New
Complaint

New
Complaint

New
Complaint

v

Complainant name Tl

Mathias SCHILDORFER

DI Michael SCHAFFLER

DI Michael SCHAFFLER

Geza TOMBOLY

Geldscht(DSGVO) Geldscht(DSGVO)
GELOSCHT(DSGVO)

Geléscht(DSGVO) Geléscht(DSGVO)
GELOSCHT(DSGVO)

Geldscht(DSGVO) Geldscht(DSGVO)
GELOSCHT(DSGVO)

Geldscht(DSGVO) Geldscht(DSGVO)
GELOSCHT(DSGVO)

Geléscht(DSGVO) Geléscht(DSGVO)
GELOSCHT(DSGVO)

1 2 3 4 5 >

£ English v &

Case Manager or

Respondent(s) 11

CIIT GmbH

Michael Schaffler

(ellhy

»

Co-Case Manager or

2 Tobias Wilharm

Conciliator

Nearest Deadline

21.05.2026

22.05.2026

30.05.2026

26.05.2026

08.05.2026

08.05.2026

08.05.2026

08.05.2026

08.05.2026

T

What search and filter functions are available to you in

this tab?

You have the possibility to use all data fields as filter and search functions.

You can find the instructions for this in the Dashboard section.

Where can you view the expired deadline of a specific

case?

You have two options to view an expired deadline of a specific case:

1. Look at the "nearest deadline" data field to see the exact date a deadline

has expired in a specific case.



ombubesk (Q Global Search ) B English v & & Tobias Wilharm o

Overview New Cases 20 My New Cases 4 New Messages 4 Expired Deadlines 224

Approvals 4

= 7 columns selected v ["] case Manager or [ | Co-Case Mapager or [_| Conciliator
o Case number T Conciliator Tl Industry 10 Case status 1| Complainant name T Respondent(s) 11 Nearest Deadline
- S
\ || v v v )
DE-2026-05-SchiMa Example of New Mathias SCHILDORFER 21052026 =
Subcategories Complaint

2a. Open the digital case file of a case where a deadline has expired using the
arrow symbol on the far right.

2b. Navigate to the "History" tab in the digital case file.

2c. Filter the history for "Deadlines" and you will see the expired deadline
and possibly other deadlines in the case.

ombuesk ( Q_Global Search 5% English & Tobias Wilharm [0

5 DE-2026-05-SchiMa

Overvie

Info Details

7ol 2b

Notes Documents E-mails n <. Al'summary

=] \ 1 Conciliator
N case nul Filter by type 2¢ = Partially selected |
-
‘ Message [ | | Deadline Status Change || Note [ | Creation [ | Event [ |
2a
ﬁ f] Favorites D
DE-202¢
:::] 2008 Deadline ["] visible to complainant | [] Visible to respondent Jun 9, 2026
Deadline name: Example Deadline
»
= Hw-209 Deadline date: Jun 9, 2026
Q BA-202€
Deadline [] Visible to complainant | [ Visible to respondent May 20, 2026
< MW-202
Deadline name: Uberpriifungsfrist
Deadline date: May 21, 2026
E MW-202

How do you remove an expired deadline from the
"Expired Deadlines" tab?

If a party fulfills a task that you have linked to a deadline, the deadline is no
longer applicable.

You can mark expired deadlines as "fulfilled" and thus remove it from the
"Expired Deadlines" tab.

Follow steps 2a-2c for this. With a click on the orange "clock symbol", you can
mark the deadline as fulfilled.



Ombubesk Q Global Search & English Vv & Tobias Wilharm [0}
£5) DE-2026-05-SchiMa
= Over
~ Info Details History Notes Documents E-mailsn < Al Summary
‘ 7 colu —_— ] Conciliator
o Casenu Filter by type [ Partially selected |
- P | |
Message [ | I Deadline Status Change || Note || Creation || Event [ |
ﬁ 77 Favorites [
DE-202€
& Deadline [] visible to complainant | [ Visible to respondent Jun 9, 2026
HK-202€
Deadline name: Example Deadline
1 HW-202 Deadline date: Jun9, 2026
Q, BA-202€

- Deadline [] visible to complainant | [ Visible to respondent
< MW-202 .
Deadline name: Uberpriifungsfrist
Deadline date: May 21, 2026

A Are you sure you want to mark this deadline as fulfilled?

Q_Global Search

) DE-2026-05-SchiMa

~ Info Details History Notes Documents E-mailso <. A1 summary

. Casenu Filter by type [ Partially selected

- — -
Message [ | I Deadline Status Change || Note || Creation [_| Event [ |

] T Favorites [

DE-202€

& K208 Deadline [] visible to complainant | [ ] Visible to respondent Jun 8, 2026
Deadline name: Example Deadline

= HW-202 Deadline date: Jun 9, 2026

~ na oAnne



Approvals

The "Approvals" tab shows all cases in which a message is waiting for
approval. This way, you can quickly gain an overview of open approvals.

OmbubDesk Q Global Search £l English v a & Tobias Wilharm
N/

Overview New Cases 20 My New Cases 4 New Messages 5 Expired Deadlines 224 Approvals s

E 21 columns selected Vv Case Manager or Co-Case Manager or Conciliator
o Case number T Date of submission 1| Closing date 1| Duration of procedure Conciliator 11 Case Manager 11 Co-Case Manager 10 Indus'
-
v v v

S0-2026-05-SchaKa 21.06.2026 18 day(s)
]

DE-2026-05-SchiMa 20.05.2026 19 day(s) mathias.schildorfer Eﬁ’;‘f
= HW-2026-05-SchaMi 11.05.2026 28 day(s) Geza Tombdly Geza Tombdly Crafts
Q TR-2026-04-TombGe 28.04.2026 41day(s) Travel

0B 0ARl el | Wi Foreig ”
3 FK-2026-03-BlueLi 19.03.2026 81day(s) Tobias Wilharm curret
E Total cases: 5 1

When is a case displayed in approvals?

If you are a case manager, you can see all the cases here, in which you've
drafted a message that is waiting for approval.

If you have the rights to grant approvals, you will see all cases, in which a
message is waiting for your approval.

How do you request an approval?

You can submit a message for approval by following these steps:

1. Open a digital case file.

2. Click on the quick action "Write message".
3. Select status change at the bottom.

4. Set the status change to "Approval".

[0}



Ombubesk ('Q_Global Search ) English 2 9, Tobias Wilharm [0)

) FK-2026-03-BlueLi

Info Details History Notes Documents E_mansn <. Al summary

21 col | Conciliator

Case nu b } ndus

"— 7y 9 B Not sent From:

o Subject: FK-2026-03-BlueLi To:

S0-202¢

]
0«0

& [] visible to complainant | [_] Visible to respondent | Read
xamj
DE-202¢ ubce
= B3 27.04.2026 10:08 From: demo5.ombudesk@ciit-software.eu
HW-202 “ M @] Srafts
‘ Subject: FK-2026-03-BlueLi Neue...  To: tobias.wilharm@ciit.eu

©
lravel

Q TR-202€

["] visible to complainant | [] Visible to respondent | Read

< FK-2026 ]
urrer

P e 9 B Notsent From:

ﬁ ‘ e Subject: FK-2026-03-BlueLi To:

o [] visible to complainant | [] Visible to respondent | Read
¥ £ = B Notsent From:

PR Cleanup o e B Write message %
fa— ] ey
E Total cases: 5 « < 1 > »

Write message — DE-2026-05-SchiMa

Templates  Text blocks  Placeholders Recipient: | ben.rowley@ciit.eu @ .

| e o

‘ Search ‘ :

b . Blind copy: | -

‘ Category v ‘ ) N

b g Subject: | DE-2026-05-SchiMa ‘
Deadline expired Attachments:

[ DE-2026-06-SchiMa-Conclusion.odt %

Information: Invitation to Submit a
SELECT DOCUMENTS or J BROWSE FILES

Statement

Message: _ .
Missing Documents B I US 9 Hi HzHs A K = Aal s 11pt s L9
New Case assigned Dear Mr. Rowley,

No jurisdiction Our investigation into your complaint concluded. You can see our findings in the attachment.

Test 123 We suggested to the respondent to formerly apologize to you in this matter and pay back your administration fees fully.
For more information about our decision please look into the attachments.

Best regards,

Tobias Wilharm

Change status 4
L L“



Message - Change Status X

Status 4q [Approval > ]
Draft

Note
Approval

Message - Change Status X

Status Approval v ‘

Conclusion message drafted. Please check.
Note ’_\

How can you review an approval?

Follow these steps to review an approval:

1. Click on the green arrow symbol to open the email view.

2. Click on the blue question mark to open the message which is waiting for
approval.

3. Read the message and correct it - if necessary.

4. Grant or reject approval and provide reason - if necessary.



== English v o & Tobias Wilharm

ombubesk \'/Q Global Search ) (0]
5 DE-2026-05-SchiMa
ses
HH
Info Details History Notes Documents E_mansn <" Al Summary
= 7 colu Conciliator
Case nu ‘
° |
-
" Pe e 9 B Notsent 2 From:
) | ‘ it.eu ‘
ﬁ ° Approval: Conclusion message drafted. Please check.
DE-202€ (-] @
— [@DE-2026-06-SchiMa-Cor ion.odt
[:::) HK-202€ ["] Visible to complainant | [ ] Visible to respondent | Read
= &% 0Io 9 B 03.06.2026 09:47 From: demo5.ombudesk@ciit-software.eu
HW-202
‘ Subject: DE-2026-05-SchiMa To: test@com , mat@com .
@
BA-202€ (2] @
["] visible to complainant | [ | Visible to respondent | Read
MW-202
<
B 03.06.2026 09:43 From: demo5.ombudesk@ciit-software.eu
N MW-202 °IA 9 .
é ‘ Subject: DE-2026-05-SchiMa To: test@test.com
@
MW-202 e @
e | ["] Visible to complainant | [] Visible to respondent | Read
MW-202
& o ) B 02062026 09:30 From: demo5.ombudesk@ciit-software.eu
MW-202
0000000
E Total cases: 224 « < 1 2 3 4 5 > »
Write message - DE-2026-05-SchiMa
‘ Templates ' Text blocks Placeholders Recipient: | ben.rowley@ciit.eu &
Copy: |
‘ Search ‘
Blind copy: [
‘ Category v ‘
Subject: | DE-2026-05-schima \
Deadline expired Attachments:
[ DE-2026-06-SchiMa-Conclusion.odt *
Information: Invitation to Submit a -
Statement iZ SELECT DOCUMENTS or L BROWSE FILES
Message: — e —_ — -
Missing Documents B I US 9 HHH == &&= A =  Aral s 1pt : L%
New Case assigned Dear Mr. Rowley, 3
No jurisdiction Our investigation into your complaint concluded. You can see our findings in the attachment.
Test 123 We suggested to the respondent to formerly apologize to you in this matter and pay back your administration fees fully.
For more information about our decision please look into the attachments.
Best regards,
Tobias Wilharm

4 Approve / ReJecT

@

Message - Change Status

Status Rejected v

Note




Role-based view

Supervisors see all pending approvals for their team in this list, while case
managers can see and track the status of their own drafts here.

Important information: While using a trial environment of OmbuDesk, all
users are defined as "superusers". This gives a user all possible rights in the
application. That's why you can grant your own approvals and see all drafts
sent for approval. The role-based view will be established correctly, if you
decide to use OmbuDesk.



Case Overview

The Case Overview is the directory of all existing cases in your system. It
offers both a global overview and manual case creation.

ombubesk Q, Global Search &% English v a 2 Tobias Wilharm [0}

21 columns selected Vv Case Manager or Co-Case Manager or Conciliator Create case manually
-I = r n Date of submission T. Closing date T. Duration of procedure  Conciliator Tl Case Manager 11 Co-Case Manager 11 Indu

\ y y v

°
-
BA-2026-06-df 05.06.2026 5 day(s) Bant
$0-2026-05-Schaka 21052026 20 day(s)
P
= E
DE-2026-05-SchiMa 20052026 21 day(s) mathias.schildorfer Exan
]
HK-2026-05-SchaMi 12.05.2026 20 day(s) Katarina Schaffler-Gloess| Heat ]
Q HW-2026-05-SchaMi 1105.2026 30 day(s) Geza Tombily Geza Tomboly Craf
< BA-2026-05-TombGe 1105.2026 30 day(s) Geza Tombaly Bant
[ 1M3Vg-2026-05—GeIUGe- 07.05.2026 34 day(s) Gina Kastner Gina Kastner Gina Kastner Rent
& M-2026-05-GeloGe- 07.05.2026 34 day(s) Gina Kastner Gina Kastner Gina Kastner Rent
MW-2026-05-GeldGe- 07.05.2026 34 day(s) Gina Kastner Gina Kastner Gina Kastner Rent
YAy 2026-05-GeloGe- 07.05.2026 34 day(s) Gina Kastner Gina Kastner Gina Kastner Rent
E Total cases: 237 1 2 3 4 5 > »

How can you customize the case overview to match your
preferences?

This case overview uses the standard table structure of OmbuDesk and offering
you the following options for customizing:

e Column Configuration: Using the button at the top left, you can
determine which information should be displayed (e.g., case number,
status, complainant, industry).

e Sorting: By clicking on the column headers, you can sort the list (e.g., by
the newest creation date, alphabetic order, etc.).



21 columns selected Vv Case Manager or Co-Case Manager or Conciliator Create case manually

Q

Submission Tl Closing date Tl Duration of procedure  Conciliator Tl Case Manager Tl Co-Case Manager Tl Imq

Case number v v v
Date of submission
26 5 day(s) Bank
Closing date

Duration of procedure b6 20 day(s)

Conciliator
DE-2026-05-GchiMa —— 20.05.2026 21 day(s) mathias.schildorfer Ban
| .0%. ay! athias.schi el Subx

HK-2026-05-SchaMi 12.05.2026 29 day(s) Katarina Schaffler-Gloessl Heat

HW-2026-05-SchaMi 11.05.2026 30 day(s) Geza Tomboly Geza Tomboly Craf

BEE00

How can you filter and find anything in the case
overview?

If you are looking for something specific across all registered cases in
OmbuDesk, then these filter options are available to you:

1. Full Text Search: In text fields such as "Case number" or "Complainant”,
you can search for names or numbers. The search takes place while you are

typing.

2. Date Filter: For time fields (e.g., "Created on"), a calendar dialog opens
with which you can select time periods.

3. Dropdown Filter: For fields such as "Status" or "Industry", you can choose
from a list of predefined values.

4. Role Filter: Above the table, you will find checkboxes ("Case Manager, Co-
Case Manager, Conciliator") to only show cases in which you are personally

involved.

How can you create a case manually?

If a complaint is not submitted via the online form but, for example, by post or
telephone, you can record it manually:

1. Click on the Create case manually in the top right corner.

2. A dialog opens in which you can record all necessary data (master data,
industry, assignment).

3. If the party is still unknown, you can create new complainants and
respondents here via the plus symbol.



4. After saving, a new case number is generated and the digital case file
opens for further processing.

ombubesk ('Q Global Search ) English v | 2
HH
| 21 columns selected Vv |:| Case Manager or |:| Co-Case Manager or |:| Conciliator
=3 Case number Tl Date of submission 1. Closing date | Duration of procedure  Conciliator Tl Case Manager 1! Co-Case Manager 11 Indu
. || | | | | V] V] v
-
BA-2026-06-df 05.06.2026 5 day(s) Bank
S0-2026-05-SchaKa 21.05.2026 20 day(s)
Py
o E
DE-2026-05-SchiMa 20.05.2026 21 day(s) mathias.schildorfer Sﬁ:
]
HK-2026-05-SchaMi 12.05.2026 29 day(s) Katarina Schaffler-Gloess| Heat
Q HW-2026-05-SchaMi 11.05.2026 30 day(s) Geza Tomboly Geza Tombdly Craf
4 BA-2026-05-TémbGe 11.05.2026 30 day(s) Geza Tomboly Bank
ﬁ ‘II\Ag\I(;I-202G-05—GeIoGe» 07.05.2026 34 day(s) Gina Kastner Gina Kastner Gina Kastner Rent
° ‘ll\Aavgl-sz-os—GelijGe» 07.05.2026 34 day(s) Gina Kastner Gina Kastner Gina Kastner Rent
%VX-ZOZG_OS_GeIGG& 07.05.2026 34 day(s) Gina Kastner Gina Kastner Gina Kastner Rent
%2'2026'05_(;6'069’ 07.05.2026 34 day(s) Gina Kastner Gina Kastner Gina Kastner Rent

E Total cases: 237 1 2 3 4 5 > »



Create case manually

Industry* ‘ Insurance X v
Sub-industry ‘ Great Insurance v
Case Manager ‘ Tobias Wilharm v
Conciliator ‘ v
Co-Case Manager ‘ v

compainantName* | Pick parties out of a list or create new—~

Respondent ‘ Wilharm Bank v

O Q

|| Albert Mulligan
Wilharm Bank
[ ] Marcel Dark

| ] clara Wellington
|
| | Super Shoe Shop

Respondent detail

Data Files Case 3

Name ‘ Snowy Insurance Company | Note
Website ‘ snow-insures.co |
Country [Malta v ]
Zip code { ]
City ‘ |

No notes available for this
respondent yet

State ‘ | °

Street and house number ‘ |

Participation agreement @ Yes No
GDPR cleanup protected Yes @ No
Trade association ‘ Select trade association v




Digital Case File

The digital case file is the heart of OmbuDesk bundling all information,
documents, and communication of a complaint.

£ S0-2026-06-WilhTo & X

Info Details History Notes Documents E-mails <. Al Summary
Creation date ‘ 10.06.2026 08:49 E
Case Status New Complaint
Sub-status
Industry ‘ Software company X v ‘
Sub-industry v
Tags ‘
Case Manager ‘ Benjamin Rowley X v ‘
Conciliator ‘ v ‘
Co-Case Manager ‘ v ‘
Expert Name ‘ v ‘
Complainant Name | Tobias WILHARM v |
Complainant Representative ‘ v ‘
Respondent ‘ Fictional Software Company v 4
Contact person [ v ]

(cp 8w LELITAN Online form ° e e ° e e

How is the digital case file structured?
As soon as you open a case, a window appears that is divided into three areas:
1. Tab Navigation

You can switch between the different tabs in the digital case file by clicking on
the text (Info, Details, History, etc.).

2. Status History

You see all status changes that a case has gone through as cards in
chronological order.

3. Quick Actions



At the bottom right edge of the digital case file, you will find various buttons
that offer access to frequently used quick actions.

Tab Navigation

= S0-2026-06-WilhTo

Info Details History Notes Documents E-mails

e Info: Manage the master data of a case. In addition, you can manually
assign colleagues to a case here by selecting a "Case Manager", "Co-Case
Manager" or "Conciliator".

e Details: Access all customs fields that you can customize on your own in
the administration under "Custom fields"

e History: See the entire processing history in chronological order - including
status changes, messages, deadlines, notes, etc.

e Notes: Read all internal notes of a specific case.

e Documents: Access all documents added to the case by you or other
parties.

¢ Emails: View the entire communication of a case bundled under "Emails".

e Al Summary: Get a quick overview of a case by reading the Al's short
summary.

Status History

In every digital case file, you will find a history of status changes on the left.
The Status History is showing you the following information:

e Status description of the change, e.g.: "New", "Mediation" or
"Completed".

e Timestamp which shows the date for each status change.

e Case Manager which records who made the change.



Quick Actions

00000000



The following quick actions are always available to you at the bottom of each
digital case file:

e Set deadline: Set a deadline for any point in time, which you can name.

e Create note: Create an internal note for the respective case.

e Upload document: Upload documents to a case.

* Write message: Write a message to one of your parties.

e Change status: Change the status of a case according to the current
situation.

e Similarity search: Find a similar cases in the database.

e Save: Save all changes made to a case.

GDPR Cleanup and Online Form View

There are two more buttons at the bottom left in the central case file:

GDPR Cleanup Online form

GDPR Cleanup

If you click the "GDPR Cleanup" button, a dialog opens asking if you want to
remove all personal data from the digital case file.

GDPR Cleanup Confirmation X

GDPR cleaning the case is irreversible.
All documents, messages, etc. will become unreadable after this action.
Are you sure you want to continue?

If you confirm the process with "Clean up case", all content in the digital case
file that may contain personal data is getting deleted.

This includes, among other things, master data, emails, documents as well as
notes.

Warning: This process is irrevocable.



& 0825b022-8bac-44b7-9f35-54068af15694 I X
Info Details History Notes Documents E-mails ¥ Al Summary
e °Io 9 B Not sent From: Deleted (GDPR)

l' Subject: Deleted (GDPR) To: Deleted (GDPR)
Read
e °I6 Q B Not sent From: Deleted (GDPR)
l Subject: Deleted (GDPR) To: Deleted (GDPR)
Read
&% °I° 9 £ 10.06.2026 08:49 From: Deleted (GDPR)
‘ Subject: Deleted (GDPR) To: Deleted (GDPR)
s U
< o

Visible to complainant | || Visible to respondent | Read

GDPR Cleanup  ReLILER (I N ° e e ° ° e

Only a basic framework of the case remains to continue allowing statistical
analysis. The creation date, industry and GDPR-protected data fields will be
preserved. If you decide to use OmbuDesk, you can name which data should be
GDPR-protected.

Online Form

Online form ®

If you flip the switch for the online form, OmbuDesk opens the original
application form with the information filled in by the complainant.

Showing you the following view:



£ 50-2026-06-

Info Details History Notes Documents E-mails < Al Summary
Creation date | 10.06.2026 08:49 B Important Information
Case Status Completed
Are you a consumer or an entrepreneur?
Sub-status -- Consumer
[ ) I acknowledge the information
v
Industry ‘ Software company x ‘ - This is the Ombudesk example form. Forms can be integrated into your website f web
~ portal.
Sub-industry v . N .
L J - The form is always adapted to the requirements of the conciliation body.
Tags ‘ . - Usually, important notes appear here regarding the requirements that must be met for
a successful submission.
Case Manager v ‘ I acknowledge the information.
- . Yes
Conciliator v

Your Problem

Co-Case Manager

- N Which area does your problem concern?
v ‘ Software company

Expert Name

You must have already complained directly to the respondent. When and to whom

Complainant Name ‘ Tobias WILHARM v did you complain?
h g | complained to the customer service team of the fictional software company on the 4
. ~ ( June. They didn't answer my complaint.
Complainant Representative v ‘
B Please your pi as and i as il
(. ) | bought a software package, but half of the functions, that were advertised, are missing.
Respondent Fictional Software Company v
) Ci ice/Policy/Contract number
Contact person “ ‘ B27a3FFu77Ha

(LN Online form @ ¥/ ° e e ° ° e




Info & Details

In the central case file, you will find the Info and Details tabs in the first and
second positions. Here you can manage master data and use custom fields.

5 BA-2026-06-df & X

Info  Details | History  Notes  Documents E_manso <. Al Summary
Creation date ‘ 05.06.2026 12:25 E
Case Status Awaiting response of the complainant
Sub-status
Industry ‘Craﬂs X v ‘
Sub-industry \ v
Tags ‘ Handyman &
Case Manager ‘ Tobias Wilharm X v ‘
Conciliator ‘ ~ ‘
Co-Case Manager ‘ v ‘
Expert Name ‘ v ‘
Complainant Name | Karl-Heinz KETCHUP v
Complainant Representative ‘ v ‘
Respondent ‘ Air Grey v

Contact person ‘

v |
== 0000000
Which data fields do you find in the Info tab?

The Info tab bundles the following information about a case in OmbuDesk:
e Basic Data:

o Creation date
o Case status / Sub-status
o Industry / Sub-industry
o Tags

e Master Data:

o Name of the complainant

o Representative of the complainant
o Name of the respondent

o Contact person at the respondent




* Responsibilities

o Case Manager
o Co-Case Manager
o Conciliator

Purpose of the tab

The Basic Data provides an overview of the case and allows you to correct the
(sub) industry at any time if necessary.

The Master Data contains all personal data for a case in OmbuDesk.

The Responsibilities show the employees responsible for this case in your
dispute resolution office.

All responsibility fields are drop-down menus, which gives you the option to
manually assign cases or make changes to the responsibilities.

Which data fields do you find in "Details"?

&) BA-2026-06-df %) X

Info Details History Notes Documents E-mails a <~ Al Summary

Reporting relevance Yes No

Short summary

Participation agreement Yes @ No
Work effort (minutes) | 270 |
Referenznummer

4
Amount in dispute ‘ |
Mediation Yes No

No jurisdiction Yes No

Reason for denial ‘ |

Special procedure ‘ Select... v |

Weather ‘ Select... v |

SOFRCeanP ° o e ° e e




Every data field in Details can be customized by you in the settings. The
customizing options are explained in the linked settings area.

The following examples of data fields in "Details" give you a first glance of your
options:

e Reporting relevance: Use a Yes/No selection to determine whether this
case should be included in the official reports (e.g., for supervisory
authorities).

e Short summary: A text field where you can note down information about
the case.

e Participation agreement: Yes/No selection documenting whether the
parties have agreed to the process of dispute resolution.

e Work effort (minutes): Automated time tracking. The time spent in a
case file is recorded every 60 seconds.

 Reference number: A free text field for file numbers of respondents or
other external references.

e Special Procedure: A drop-down menu that allows you to select various
special procedures.

Fields that have been added to this specific test environment:

e Amount in dispute: Numeric field that lets you note down the amount in
dispute.

* Mediation: Yes/No selection to determine if a mediation attempt is in
progress.

* No jurisdiction: Yes/No selection to mark down if a case falls under your
jurisdiction or not.

 Reason for denial:: Simple text field that allows you to note down the
reason for a denial of service.

e Weather: Example of a drop-down menu with different whether states.

Purpose of the tab

In the Details tab, you can freely add or remove fields that you need or no
longer need for processing your cases.

How can you save changes in the info or details tab?



When you make changes in the Info tab or in Details, they only become valid
after saving.

You can save your changes at any time at the bottom right, via the cassette
symbol, which is at the last position of the quick actions.

000000

If you have unsaved changes, when closing the digital case file, you will be

asked if you want to save the changes.

Unsaved changes X

A There are unsaved changes. Are you sure you want to discard them?



History & Notes

In the third and fourth positions in your digital case file, you will find the
History and Notes tabs.

=) S0-2026-05-SchaKa

Info Details Notes Documents E_manso <. Al Summary

Filter by type Deselect all

| Message | Deadline | Status Change | Note Creation Event

fr' Favorites |:|

Deadline ["] visible to complainant | [ Visible to respondent Jun 10, 2026
Deadline name: Active deadline
Deadline date: Jun 24, 2026

Event Jun 3, 2026
Respondent changed from Tobias Wilharm to -unknown-

hie geisaege [] Visible to complainant | [_] Visible to respondent | Read Jun 1, 2026
From: °
To:
Subject: S0-2026-05-SchaKa

GDPR Cleanup el lIT-R{+Is ° e e ° ° e
L

How is the History tab structured?

The history shows you a complete and chronological documentation of all
events concerning the open case.

You will find the following case events in the history:

e Messages are listed chronologically and can be viewed. You can change
the visibility for the parties in the portal and mark a message as "Read".

* Deadlines are displayed in the history with their name and date and can
be marked as fulfilled.

e Status changes show the previous and new status as well as the date of
the change.



* Notes also appear in the history showing the creation date, the creator,
and the content of the note.

e Creation records the date on which the case reached your dispute
resolution body.

e Favorites can be important messages or notes that you have marked as a
favorite via the star symbol.

How can you filter the events in the History tab?

Above the history, you will find all event types, and to the right of each, a

checkbox.
Filter by type Deselect all
Message Deadline Status Change Note Creation Event
77 Favorites

If you add or remove the checkmark from a box with a click, these event types
will appear or disappear in the history.

This way, you can quickly filter the history to get an overview.

None of the filter options affect each other, except for the Favorites filter. If
you filter by this, only events marked as favorites will be displayed.

How does the Notes tab function?



=] S0-2026-05-SchaKa

Info Details History m Documents E-mansn <%, Al Summary

w 4 10.06.2026 10:59 & Tobia...

 Notes are only visible for employees of your dispute resolution office.

o
N
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You can create internal notes that are not visible to any external parties.

e Create note: You can create a note via the quick actions at the bottom
right.

¢ Content: You can fill in the free text field and determine whether it is a
simple note or a note due to a phone call.

e Edit/Delete: You can change or remove your own notes.

e Information: Each note shows you information about the author, the
creation date, and, if applicable, the edit date.



Documents

The Documents tab shows you all documents in the digital case file that
belong to a case.

Here, all documents are brought together that were either part of the
application form or were sent by you or one of the other parties in the course of

the procedure.

Additionally, you can use the document tab as storage to upload documents
and release them for one or both other parties via the visibility button.

=) 50-2026-05-Schaka

Info Details History Notes E—mailso <. Al Summary

Dese\ecta\l
|22 |8 |28 |cB |0® =

Example document.odt [g example picture.png
(8 KB) (23.47 MB)

\/ Visible to complainant ‘/ Visible to complainant
olo G Old
\/ Visible to respondent \/ Visible to respondent

(ol 8w LELITN Online form ° o e ° e e

How is the document view structured?

All documents of a case are shown as cards that include the following
information:



Deselect all
|22 |59 |m|q|oﬁFiIteroptions &
.

cur
O e
a4 =
Example document.odt @ example picture.png
(8 KB) (23.47 MB)

Visible to complainant Visible to complainant
6|6 . ® . @
Visible to respondent Visible to respondent

* File name: Name of the file (e.g.: "Example document.odt").

e Symbol image: Shows you at a glance whether you or the complainant or
respondent uploaded the document (Scale icon = Dispute resolution office;
and Complainant/Respondent = User icon).

* File size: Size of the file (e.g.: 8 KB)

e Visibility: Management of the visibility of documents in the portal for the
complainant or respondent via buttons.

e Filter: You can filter documents by the parties who uploaded them
(Complainant, Respondent, Dispute Resolution Office, Expert, Unknown)

e Actions: You can delete documents with the red trash can symbol, open
them with the green arrow symbol, and edit them with the blue pencil
symbol.

When you edit a document, you can change the source of the document, add
keywords, or assign an internal name:



Update Document - Example document.odt

Source [ Mediation Office “ ]

Keyword field

Internal name

What do the symbols stand for?

Deselect all

|22 |eB |8 |aE |0 &

a Example document.odt
(8 KB)

Visible to complainant
&le

Visible to respondent

000




You can see symbols or pictograms in OmbuDesk to recognize at a glance who,
for example, uploaded a document or who wrote a message to whom in the
history or email view.

The following symbols or pictograms are used in OmbuDesk:

This symbol image represents the complainant:

This symbol image represents the respondent:

E3

This symbol image represents your dispute resolution office:

T

This symbol image represents the expert:

Q

This symbol image represents an unknown source:



Messages

In the Messages tab, you will find all communication in one place.

OmbuDesk bundles all messages that you, complainants, and respondents have
sent.

) PU-2026-03-SchaMi

Info Details History Notes Documents m 4+ Al Summary

ra
La

{}r. 9 B 10.06.2026 11:46 From: demo5.ombudesk®@ciit-software.eu
°I° Subject: PU-2026-03-SchaMi We ...  To: manual@ombudesk.com
Hello DI Michael SCHAFFLER,
l Unfortunately, we must inform you that our dispute resolution office, XY, does not have @

(/ jurisdiction over your matter.
Therefore, we are unable to mediate in your case.

o We appreciate your understanding.

Cimnnral he

[7] visible to complainant | [_| Visible to respondent | Read

AIb Subject: PU-2026-03-SchaMi Ne...  To: manual@ombudesk.com

Important: You have been assigned a new case: PU-2026-03-SchaMi.

1:? 9 B 10.06.2026 11:45 From: demob.ombudesk@ciit-software.eu

‘ Dear Colleague, please review the details of the case and take the necessary steps to resoclve

(/ the conflict.

If you have any questions, please feel free to contact your colleagues at any time-

(G LELITN Online form o o e ° ° e

What information do you see at a glance in the
email tab?



Date From (Email)

23
10.06.2026 demob5.ombudesk@ciit-software.eu
11:46

QR

o =-» @

10.06.2026 demob.ombudesk@ciit-software.eu
11:45

QR

&
09.06.2026 demob.ombudesk@ciit-software.eu
16:21

i =-» @

QE

23
09.06.2026 demob5.ombudesk@ciit-software.eu
16:20

B - O

QR

To (Email)

manual@ombudesk.com

manual@ombudesk.com

tobias.wilharm@ciit.eu

manual.test@google.com

You can display the messages in three different sizes.

You will find the following information in every display size of your messages:

Data fields:

 Date/Time: Date and time are recorded for each message.

* Sender/Recipient: Sender and recipients are displayed by address.

Symbol displays:

e Favorite: The star symbol shows whether you have marked a message as a

favorite.

e Communication direction: The pictograms show you who was the sender

and who was the recipient of a message.

e Read/Unread: The letter symbol shows whether you have read a message

(open letter) or not yet read it (closed letter).

e Sent/Draft: The green checkmark means that the email was sent, and the

orange pencil means it is a draft.

Available actions:

e Delete/Open message: Each card has the red "Delete" symbol and the

blue "Open" symbol on the right edge.



The following fields are added if you choose the medium
display size:

B 10.06.2026 12:48 From: demob5.ombudesk@ciit-software.eu
T s Q
; / Subject: PU-2026-03-SchaMi We ... To: manual@ombudesk.com
[@20260316 165537.jpg_(3.95 MB) e
Visible to complainant | Visible to respondent | Read
8 10.06.2026 11:45 From: demo5.ombudesk@ciit-software.eu
v Q
‘ o Subject: PU-2026-03-SchaMi Ne...  To: manual@ombudesk.com
Visible to complainant | Visible to respondent | Read
B 09.06.2026 16:21 From: demob5.ombudesk@ciit-software.eu
Y
; Subject: PU-2026-03-SchaMi Thi...  To: tobiaswilharm@ciit.eu
©
Visible to complainant | Visible to respondent | Read

Subject: The subject of messages.
Visibility: You can change the visibility of a message for both parties with a

click.
Read: You can mark a message as read by clicking the checkbox.

Attachments: You see attached files at the bottom left of each card.

If you choose the largest display size, you will also see
the following elements:



s ra
ar ta

cIa Subject: PU-2026-03-SchaMi We ...  To: manual@ombudesk.com

¥ 9 & 10.06.2026 12:48 From: demob.ombudesk@ciit-software.eu

Vo
©

(20260316 165537.jpg_(3.95 MB)

Visible to complainant | Visible to respondent | Read °

o 9 # 10.06.2026 11:45 From: demo5.ombudesk@ciit-software.eu
OIO Subject: PU-2026-03-SchaMi Ne...  To: manual@ombudesk.com

V¢
(2

Visible to complainant | Visible to respondent | Read °

* Preview: The content of each message is displayed directly in the card.
* Reply: You can reply to messages with the orange arrow on the right edge.
e Reply all: You can reply to all with the blue multiple arrows below it.

How are messages assigned to the correct case?

Each case has a unique case number that is generated during creation.

This unique case number is always correctly pre-filled when writing a message
to a party. So when participants reply to you, OmbuDesk recognizes the correct
case by the unique case number.

If you use the portal for your complainants and respondents, OmbuDesk
automatically assigns messages sent through the portal to the correct case.

If a party emails you manually without specifying the uniqgue case number, but
the email address is already known, OmbuDesk assigns the message to the
correct case.



If a party sends an email without specifying the unique case number and the
email address has several open cases, you will find the message under
Unassigned Messages



Al Features

You have access to the Al Features at two different locations. They are always
part of the quick actions at the bottom of every digital case file. They are also
accessible at the bottom of the "write message" window.

OmbuDesk Chatbot

You see the OmbuDesk Chatbot as soon as you click on "Al Features".

Write message — PU-2026-03-SchaMi SIS Al Features X

Copy: Al features Chat-Bot

Templates  Text blocks Placeholders
Blind copy:

Language | en

Search Subject: AW: PU-2026-03-SchaMi We do not have jurisdiction over your matter
Attachments:

Category v

Best regards,
- 2 Tobias Wilharm
Deadline expired i= SELECT DOCUMENTS or J BROWSE FILES

Message: From: Ombudesk Demo 5
b

Information: Invitation to Submit a BIUS » HHhHE == == AKX = Date: 10. Juni. 2026 um 12:48 Ur
Stat t Adal . o . T To: manual@ombudesk.com
atemen vial : ot 2 k% Subject: PU-2026-03-SchaMi We do not have jurisdiction
over your matter
Missing Documents
Hello DI Michael SCHAFFLER,
New Case assigned Best regards, Unfortunately, we must inform you that our mediation office,
Tobias Wilharm XY, does not have jurisdiction over your matter.
No jurisdiction
Therefore, we are unable to mediate in your case.
Test 123 From: Ombudesk Demo & : :
Date: 10. Juni. 2026 um 12:48 Uhr We appreciate your understanding.
To: manual@ombudesk.com Sincerely,

Tobias Wilharm
Hello DI Michael SCHAFFLER,

Unfortunately, we must inform you that our mediation office, XY, does not have

jurisdiction over your matter.
° < Al Features
A .

How does the OmbuDesk chatbot support you?

2

The OmbuDesk chatbot is familiar with the details of the respective case
and can answer your questions about it. You can therefore use the OmbuDesk
chatbot as an assistant, for example, to determine the next required actions.

Depending on whether you have highlighted any text in the email before
opening the Al features, you either will see the entire text of the email
(nothing highlighted) or only the highlighted text.

Al Text Features

In addition to the OmbuDesk chatbot, there are three Al features that ease the
communication with your parties:



Al Features X

Al features Chat-Bot

Language @en

Best regards,
Tobias Wilharm

From: Ombudesk Demo 5

Date: 10. Juni. 2026 um 12:48 Uhr
To: manual@ombudesk.com

over }FDUI‘- matter -------------------
Hello DI Michael SCHAFFLER,

Unfortunately, we must inform you that our mediation office,
XY, does not have jurisdiction over your matter.

Therefore, we are unable to mediate in your case.
We appreciate your understanding.
Sincerely,

Tobias Wilharm

Translation Correction Simplification




1. Translation

The translation function allows you to translate the text in the window into all
languages supported by your Al model. This grants you access to 70+
languages.

2. Correction

The correction function corrects all errors in the dialog window with one click.
Thus avoiding any spelling mistakes.

3. Text Simplification

Text simplification reduces the complexity of any given text. You can use this to
easily understand wordy messages from any party. But it's also useful to dumb
down your own communication.

Useful tip: Research has shown that the average reading level of an adult is
hovering between the 7th and 8th grade.

Al Summary

The Al summary uses the application form, documents and the entire
communication to provide you with a concise summary.



5 PU-2026-03-SchaMi

Info Details History Notes Documents E-malls o <¥, Al Summary

<. Al Summary

The complaint was submitted by DI Michael Schaffler against CIIT GmbH regarding issues in the "Social Care" sector, specifically
involving a care service provider. Details provided in the submission include general contact information, a brief case description,
and an unspecified desired resolution.

The submitted application contains minimal information about the actual dispute. The correspondence includes acknowledgement of
the complaint by the dispute resolution office, which further clarifies that unread messages and procedural updates can be accessed
online. Additional formal communication indicates that the dispute resolution office (XYZ) does not have jurisdiction over the matter
and, therefore, is unable to mediate in the case. This decision was communicated to Mr. Schaffler.

No detailed content related to the nature of the complaint, the grounds of the customer’s dissatisfaction, or specific actions by CIIT
GmbH were disclosed in the messages or documents provided. The document uploaded as part of the complaint
(20260316_165537.jpg) contains no readable text content.

ol RN Online form ° e e ° ° e

The Al summary provides you with a quick overview and current state of any
case.

Which Al model creates your Al summaries?

Any Al model can be connected to OmbuDesk to generate Al summaries. In the
test environment, OmbuDesk uses a version of ChatGPT hosted within Europe.

What advantages does an Al summary offer you?

If you work on many different cases every day, it is possible that you no longer
know the context when a new development occurs in any given case.

With the Al summary, you can quickly & easily get an overview of every case.
This allows you to ...
... save time, because you don't have to look at the entire case history again.

... continue unknown cases more easily, because you immediately see the
processing state of a colleague in the summary.



... focus on the essentials, because you don't have to waste energy
reviewing documents, emails, etc.

What is the problem if there is no Al summary yet?

If you don't see an Al summary for a case yet, the case is too recent for a
generated summary. It usually takes half an hour for the summary to appear.

Is the Al summary always up to date?

Yes, the Al summary is updated with every change. So if a new development
happens in a case (a new message was received, documents were uploaded,
etc.), the Al summary will reflect the changes within half an hour.



Quick Actions

The quick actions in the digital case file enable smooth processing of cases. You
will find the quick actions in the bottom bar of the digital case file.

=) PU-2026-03-SchaMi %] X

Info Details History Notes Documents E_manso <. Al Summary
Creation date . 17.03.2026 16:22 B
Case Status New Complaint
Sub-status —
Industry ‘ Social Care X v ‘
Sub-industry ‘ v ‘
Tags ‘
Case Manager ‘ Tobias Wilharm X v ‘
Conciliator ‘ v ‘
Co-Case Manager ‘ v ‘
Expert Name ‘ v ‘
Complainant Name \ DI Michael SCHAFFLER v \
Complainant Representative ‘ v ‘
Respondent ‘ CIIT GmbH v W4

Contact person ‘

v
(e ZEReEELTAN Online form o e e ° ° e

Which quick actions are available to you in the
digital case file?

0000000

You can use the following quick actions in the digital case file (from left to right):

. Set deadline: Set a deadline for a specific date.

. Add note: Add a note to a case.

. Upload document: Add a new document to a case.
. Write message: Send a message to your parties.

. Change status: Change the status of a case.

o Ul A W N B

. Al functions: Use the Al functions of OmbuDesk.



7. Similarity search: Find a similar cases in your database.
8. Save: Save all changes to a case.

How do you increase your efficiency in case
processing with quick actions?

The individual quick actions are either linked to other functionalities or make
your work easier as a standalone function.

You will find the detailed description of each quick action below:

Set deadline

You can set a new deadline with this quick action and assigh a name as well
as select the due date.

Set deadline - PU-2026-03-SchaMi

Description (min. 3, max. 255 characters) *[

< June 2026 p July 2026

Su Mo Tu We Th Fr Sa Su Mo Tu We Th Fr Sa

28 29 30 1 2 3 4

M0 M1 12 13 5 6 7 8 9 1M "N
4 1% 16 17 18 19 20 12 13 14 15 16 17 18
21 22 23 @ 256 26 27 9 20 21 22 23 24 25
280 29 30 1 2 3 4 26 27 28 29 30 AN 1

All deadlines appear in the history of the digital case file, in the Deadlines tab,
and if the deadline expired, also in the Expired Deadlines tab.



This connectivity allows you to keep an overview of all your deadlines -
pending, expired, single, multiple - simply all of them.

Add note

You can add notes to all cases. All notes are only visible to employees of
your dispute resolution office. If you select the quick action a free text field
opens where you can enter information.

New note - PU-2026-03-SchaMi

Simple Phone calls

or X BROWSE FILES

The new note can then also be viewed in the History or Note tab of the
individual digital case file.

This way, you can easily share information with your colleagues. Time and
creator also get tracked.

Upload document

You can use this quick action to easily add documents to digital case files. You
can simply drag documents in or search your files for the correct document.



Upload documents - PU-2026-03-SchaMi X

a Example document.odt X

or X BROWSE FILES

All documents uploaded this way can be found both in the Documents tab and
for quick selection when writing messages.

Write message

When you write a message, you can use all predefined email templates and
text blocks, the editing of which is described in more detail in the settings.

Additionally, the dialog window for writing messages resembles common email
programs that you are already used to:

Write message — PU-2026-03-SchaMi

‘ Templates | Text blocks Placeholders‘ Recipient: ‘
| Search \
Blind copy: ‘
‘ Category v ‘
: Subject: ‘ PU-2026-03-SchaMi ‘
Deadline expired Attachments:
Information: Invitation to Submit a
Statement = SELECT DOCUMENTS or L BROWSE FILES
Message: v = .
Missing Documents BIUS 9 HHH E= =& AK = A :  1pt 2 L %
New Case assigned
No jurisdiction Best regards, ™ . . .
Tobias Wilharm Familiar view of common emai-editors
Test 123

|

Text templates

00000

Which functionalities are available to you when writing
messages?



Writing messages is the central communication tool in OmbuDesk. This function
is also linked to other functionalities in many places.

In addition to email templates, text blocks, and placeholders, there are a
number of other functions that support you in your communication:

1. Automated pre-selection of recipients and documents

When you want to fill in the recipients of a message, OmbuDesk automatically
offers you stored email addresses for the specific case.

Similarly, under "Select documents", you will find all documents that have
already been assigned to this digital case file.

Write message — PU-2026-03-SchaMi

Templates | Text blocks Placeholders‘ Recipient: [
) Copy: Complainant michael.schaffler@ciit.at < ~
‘ Search 1

. Blind copy: {

‘ Category v ‘ .
: . Subject: ‘ PU-2026-03-SchaMi ‘

Deadline expired Attachments:

Information: Invitation to Submit a

Message: P - .

Missing Documents B IUS HiH:H = &E &= A A = Aial :  1ipt : Lk %

New Case assigned

No jurisdiction Best regards,

Tobias Wilharm
Test 123

Select documents

Case D

Document name Source Selection

5 items selected O

Q_zozso31a 165537.jpg_(3.95 MB) Complainant 0

2. Drafts and approvals as status changes



When writing a message, you can select the "Status change" action at the
bottom right.

Write message — PU-2026-03-SchaMi

‘Templates Text blocks Placeholders Recipient: manual@ombudesk.com &
‘ Search ‘
Blind copy:
‘ Category v ‘
Subject: PU-2026-03-SchaMi | We do not have jurisdiction over your matter ‘
Deadline expired Attachments:
Information: Invitation to Submit a
Statement iZ SELECT DOCUMENTS or L BROWSE FILES
Message: = R — 4% = ;.
Missing Documents B I US 99 Hi Hz H3 I = = = AR = Arial 3 11pt 2 %K ®
New Case assigned Hello {{Applicant Name}},
No jurisdiction Unfortunately, we must inform you that our mediation office, XY, does not have jurisdiction over your matter.
Test 123 Therefore, we are unable to mediate in your case.
We appreciate your understanding.
Sincerely,
Tobias Wilharm

3 Change status < °

Message - Change Status
Status [Draft v ]
Draft
Note
Approval

If you save a message as a draft, you will then find the message in the
"Messages" tab of the file.

If you set a message to approval, it appears for the authorized persons
under approvals and appears in the "Email" tab.

You can find out more about approvals in the dedicated section on Approvals.
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@ Subject: PU-2026-03-SchaMi Mis... To: manual@ombudesk.com

e - The red sign means a approval has been rejected

[7] visible to complainant | [ ] Visible to respondent | Read

Not sent From:
T Q
; ° Subject: PU-2026-03-SchaMi Ple...  To: manual@ombudesk.com
e _\_/The green sign means a approval has been accepted
[] visible to complainant | [ | Visible to respondent | Read
e g B Not sent From:
Subject: PU-2026-03-SchaMi To: michael.schaffler@ciit.at

0«0

\_/The yellow sign means this message is a draft
Read

¥ e 9 B Not sent From:

l Subject: PU-2026-03-SchaMi We ... To: manual@ombudesk.com
o +—The blue sign means a message is waiting for approval

0 00 060 o6¢C

3. Show email draft

If you use text blocks or placeholders in your emails, these are not directly
replaced in the email editor for a better overview.

You can see how an email will look like to your recipients by clicking the
Preview (eye symbol).




Recipient:

|

Copy: ‘
\
|

Blind copy:

Subject: PU-2026-03-SchaMi | Please answer the |atest request ‘
Attachments:

i= SELECT DOCUMENTS or I BROWSE FILES
Message:

B I US 9 H HH == A K = Adal :  Tipt : Kk 9

Dear Sir or Madam,

You have already allowed three deadlines totaling 30 days to pass without responding to our request for information.

lNe ask that you respond by {{Deadline - One WeekM

Otherwise, we will be forced to recommend that your opposing party pursue legal action to resolve the dispute.

Mit freundlichen GriiRen,
Tobias Wilharm

Recipient:
Subject: PU-2026-03-SchaMi Please answer the latest request
Attachments:

Message:
Dear Sir or Madam,
You have already allowed three deadlines totaling 30 days to pass without responding to our request for information.

IWe ask that you respond by 17.06.2026.' &\‘

Otherwise, we will be forced to recommend that your opposing party pursue legal action to resolve the dispute.

Mit freundlichen Griiten,
Tobias Wilharm

4. Al functions

When you write a message, you also have access to the Al features of
OmbuDesk.

You can either ask the OmbuDesk Chatbot for any details about the case or
translate, correct, or simplify text.



If you want to learn more about the Al features, then click here on Al Features.

Status Change

51 PU-2026-03-SchaMi

Info Details History Notes

GDPR Cleanup  elil[lT=R{v15: I

Documents E_manso

Creation date

15 X

< Al Summary

| 17.03.2026 16:22 E

# New Complaint

Sub-status

Industry ‘ Social Care X v ‘
Sub-industry ‘ v ‘
Tags ‘
Case Manager ‘ Tobias Wilharm X v ‘
Conciliator ‘ ~ ‘
Co-Case Manager ‘ v ‘
Expert Name ‘ v ‘
Complainant Name ‘ DI Michael SCHAFFLER v ‘
Complainant Representative ‘ v ‘
Respondent \ CIT GmbH N

Contact person

v |
b Change status [
0000

The most important quick action, to reflect the work on a case along your own

processes, is the status change.

In the settings area for case status, you will find the explanation of how to

adapt the various statuses to your preferences.

When you select the quick action, a dialog window opens that offers a

selection list of all available statuses:



Change state - PU-2026-03-SchaMi

New state [

New sub-state [

Awaiting response of the complainant
~ Awaiting response of the respondent

Mediation

New Complaint

Service improvement

You can link each status change to automations regarding email dispatch
and deadline setting.

When changing a status, you will then receive a notice of which linked actions
OmbuDesk is performing for you in the background:



Change state - PU-2026-03-SchaMi

New state [ Awaiting response of the complainant

New sub-state {

Changing the status leads to the following system actions:

Notifications

« #1: Email according to the template Information: Invitation to Submit a Statement will be sent to
the Respondent.

No deadline will be created.

Similarity Search

The similarity search is also stored as a quick action in every digital case file.

The similarity search supports you in finding similar cases to the one you are

currently working on. This way you have access to already proven solutions at
any time.

You can find more information on how to use the similarity search in the manual
under "Search" or by clicking on the word "Similarity Search" above.



Complainants & Respondents

You will find both the "Complainants" directory and the "Respondents"”

directory in the left navigation bar.

Both directories work the same way, which is why the manual only explains

the Complainants directory. All descriptions are also applicable to the

Respondents directory.

ombubesk

«“

What purpose does the Complainants directory fulfil?

You can see all complainants and their data. Here you will find the data which
was submitted through the application form. The directory makes it easier to

Name Tl

Darian. ICONY

Complainants

Katarina SCHAFFLER

Mathias SCHILDORFER

John Doe John Doe JOHN DOE

Simon SHOPPER

Simon SULTAN

Karl-Heinz KETCHUP

Clara WELLINGTON

Michael MICHAEL

Sara SUN

Horatio HICKENS

Q_ Global Search

Email Tl

df@email.com

katarina.schaffler@CIITSoftware.onmicrosoft.

com

mathias.schildorfer@ciit.eu

zaproxy@example.com

simon@shopper.com

simon.shopper@gmail.com

Catch-Up-Karl@Heinz.com

clara.wellington@complainant.com

test@email.com

sara.sun@goodmail.com

benjamin.rowley@ciit.eu

£ English v

Address Tl

VLT 1862 Valletta Malta Example Street 17

1160 Vienna Vienna Haymerlegasse 32

AFS 12231 Anfonersup High Lands Lowerstreet 188

John Doe East Romaineburgh Oklahoma 688 Zaproxy Ridge

D03 Z23 Dublin Example Street 3

D03 Z23 Dublin Example Street 3

A182 D3 Briissel Schonlingergasse 3

D07 AK22 Dublin Example Street 22

D02 X285 Dublin Example Street 6

1234 Wien StraBe 22

ar & Tobias Wilharm

Creation date 1!

05.06.2026 12:25

21.05.2026 09:40

20.05.2026 12:19

05.05.2026 14:17

31.03.2026 08:33

26.03.2026 16:47

26.03.2026 09:19

20.03.2026 10:13

19.03.2026 10:04

18.03.2026 07:25

17.03.2026 11:52

both search through your complainants and edit the associated data.

How is the Complainants directory structured?

]

]

?

]

]

R

>
O00DODDDOODDO:
5 e

The following information about your complainants is displayed in tabular form:

Name: First and last name of the complainant.

Email: The stored email address for contact.

Address: Residence data of the complainant.

Creation date: Date & time of the first application of a complainant.



Which search and filter functions can you use in the
directory?

Above each information column, you will find fields that you can use for
searching and filtering. Free text fields are name, email, and address; the
date is a calendar to select the desired time period.

Name Tl Email 1L Address Tl Creation date Tl

Which actions are available to you in the directory?

Name 1! Email Tl Address Tl Creation date T/ Action

| o ) | ) | | &
31.03.2026 08:33

Simon SHOPPER simon@shopper.com D03 Z23 Dublin Example Street 3

The following actions can be found on the right edge of the complainant
directory:

e Add new complainant: The green plus symbol allows you to manually
create new complainants - e.g., for telephone inquiries - when you push the
button, a dialog box opens:

Complainant detail X

Data Files Cases

Acad. Title

First name*

Last name*

Business name

| Manual

| ombubesk

Email*

Phone number

| manual@ombudesk.com

Country

Zip code

City

State

Street and house number

| Malta

| vaL 170

| Valletta

| Malta

[ Example Street 32

No notes available for this complainant yet



e Open linked information: Via the green paperclip symbol, you open the
linked data record for a complainant. You see the same view as in the
previous image, but with the stored data.

For example, if you want to see all linked complaints for a complainant,

simply navigate to "Files":

Complainant detail X

Data Files Cases

21columns selected Vv . D Case Manager or D Co-Case Manager or D Conciliator
Case number T| Date of submission Tl Closing date Tl Duration of procedure  Conciliator Tl Case Manager T
| | | v v
BA-2026-06-df 05.06.2026 5 day(s) Tobias Wilharm
SI-2026-03-ddssss 26.03.2026 31.03.2026 5 day(s)

Total cases: 2

* Reset filters: If you have activated filter and search functions, you can
deactivate all filter conditions again via the green funnel symbol.

How can you make changes to the data?

If you navigate to the data view of a complainant, you can easily change all
master data. The changes are applied to all open cases to which the person is

assigned.



Deadlines

You can find all Deadlines in your entire data set by taking a look at the
Deadlines directory.

ombubesk Q Global Search 5t English v 2 2 Tobias Wilharm I0)
Case Manager or Co-Case Manager or Conciliator ‘ Active Fulfilled = [::1]
- Deadline |7 Description Tl Case Number 11
; @ 6/24/26 @ Active deadline # S0-2026-05-SchaKa
H @ 6/24/26 ® Active deadline 1# FK-2026-03-BlueLi
[k Deadiines
B 1/26 # Deadline - Two Weeks # PU-2026-03-SchaMi
1] ) - n
@ 4/2/26 ® Frist Inaktivitat # 1T-2026-02-AntrAn G
& 3/24)26 ® Frist 2 Wochen # RE-2026-02-AntrAn
@ 3/24/26 #® Deadline Answer Respondent # CS-2026-03-BeekGe
& 3/17/26  Frist eine Woche # FW-2026-02-PrapHa
& 3/17)26 [ J # CS-2026-03-BeekGe
@ 3/16/26 ] # DL-2026-02-WilhTo
E & 3/16/26 o Frist Inaktivitat # ME-2026-02-AntrAn-2

What is the purpose of the deadline directory?

The deadline tab in the left navigation bar is a collection of all deadlines that
exist in your digital case files.

The view helps you to quickly get an overview of all deadlines in ongoing and
past cases.

What information do you see in the deadline view?

All deadlines within your cases are listed in tabular form and displayed with the
following information:

* Due date: The due date shows you the exact date on which a deadline
expires.

e Description: The description shows the content of the free text field
"Description" that you can fill in when creating a deadline.



e Case number: The case number shows you the unique case number of
every case.

How can you easily differentiate the status of deadlines?

Each deadline is colored differently depending on its status. The following colors
are possible:

e Black is used for ongoing deadlines that are neither fulfilled nor expired.
e Grey is used for deadlines that have already been fulfilled.
* Red is used for deadlines that have expired and signal a need for action.

Deadline |7 Description T. Case Number 7!

& 6/24/26 ® Active deadline # S0-2026-05-Schaka

@ 3/24/26 # Deadline Answer Respondent 1# CS-2026-03-BeekGe

What filter functions are available to you in the deadline
view?

Case Manager or Co-Case Manager or Conciliator | Active Fulfilled

I
i 3

You can filter the deadline view by "Case manager", "Co-case manager",
and "Conciliator" for cases in which you take on one of the roles.

Additionally, you can show and hide active or fulfilled deadlines using "Active"
and "Fulfilled".

On the right edge, you also have the option to switch between a list view and
a calendar view.

How do you open the case view for a shown deadline?

The directory of deadlines enables you to easily open connected cases via the
blue arrow on the right side:



Deadline |7 Description T| Case Number 1!

& 6/24/26 ® Active deadline # S0-2026-05-SchaKa

@ 3/24)26 ® Deadline Answer Respondent # CS-2026-03-BeekGe

When you push the button, the connected digital case file opens up in the
history tab. There you can check the deadline and mark it as fulfilled if
necessary.




Unassignable Messages

You can find all incoming messages or emails in this view that OmbuDesk
could not automatically assign to a case.

OombuDesk Q Global Search £ English Vv & & Tobias Wilharm [0)

7 columns selected Vv

ﬁ From (Name) TL From (Email) Tl To (Email) Tl Subject T= Sentat Tl Received at Tl Read 1!
®
-
Markus markus.gt g demo5.ombt i " .
v Gumpoltsberger gmail.com software.eu Hello test new email 28.04.2026 14:44 X
Markus markus.gt g demo5.ombl i . "
v Gumpoltsberger ciit-software.com software.eu s 05.06.2026 12:23 x © @+ @
e
[:::]
v Markus markus.g. 9 demoS.omby sehr lange email 02042026 11:33 X eo|lela
saalisberger gmail.com software.eu +
Unassignable
E Messages "
" markus.gumpoltsberger@ demo5.ombudesk@ciit- .
Gumpoltsberger ciit-software.com software.eu test 05.06.2026 12:21 x @ @+ @
Q Markus markus.gt g demo5.ombt i ;
e Gumpoltsberger gmail.com software.eu test 486 02.04.2026 11:07 x
o Markus markus.gumpol(sberger@ demo5.ombudesk@ciit- test 89 02.04.2026 11:07 % @® @ &
Gumpoltsberger gmail.com software.eu +
&
v Markus markus.gt 9 demoS.ombt Test email 456 2804202614:45 X @|ola
Gumpoltsberger gmail.com software.eu +
¢ Markus markus.gt g demo5.ombt i .
~ Gumpoltsberger gmail.com software.eu Test123 02.04.2026 11:06 x & @-f- L}
Mail Delivery mailer- Unzustellbar: Delivery Status Notification

manual.test@google.com

(Failure) 09.06.2026 16:20 X

e |

How does the automatic assignment of OmbuDesk work?
When your complainants submit a new case, it receives a unique case number,
e.g., 123-XY-DE.

As soon as a new message arrives with a uniqgue case number, OmbuDesk
assigns the message to the corresponding case.

This applies to messages from your complainants as well as respondents, and
other parties such as experts.

In which cases does the automatic assignment not work?

The automatic assignment of messages is very reliable but may not work under
the following circumstances:



1. A message is sent to you without a unique case number AND the
sender is involved in more than one open case.

2. An email is sent to your dispute resolution offices' email, but the sender is
not yet known.

3. A message contains more than one unique case number and therefore
the automatic assignment does not work.

When does a message appear under "unassignable
message"?

A new message is displayed under unassignable messages if one of the
three scenarios is met, which is why a message cannot be assigned
automatically.

What options do you have to process an unassignable
message?

When you receive an unassigned message, you can either:

1. Link the message with an existing case if you know which active case
it belongs to.

o The symbol for this is the blue paperclip symbol.
2. Create a new case from the message if the sender is not yet known.

o The symbol for this is the blue paperclip symbol with the plus symbol.
3. Delete the message if it does not contain relevant information for your
dispute resolution office.

o The symbol for this is the red trash can.

v

Markus marlfus.gumpohsberger@ demob.ombudesk@ciit- Hello test new email 28.04.2026 14:44 X @ @ &
Gumpoltsberger gmail.com software.eu +

What information is displayed to you in this view?



‘ 7 columns selected v

From (Name) Tl

From (Email) TL

To (Email) TL

Subject 1= Sentat Tl

Received at Tl

Read Tl |

o Markus
Gumpoltsberger
“ Markus
Gumpoltsberger
“ Markus
Gumpoltsberger
o Markus
Gumpoltsberger
o Markus
Gumpoltsberger
“ Markus
Gumpoltsberger
“ Markus
Gumpoltsberger
o Markus
Gumpoltsberger
o Mail Delivery
Subsystem

markus.gumpoltsberger@
gmail.com

markus.gumpoltsberger@
ciit-software.com

markus.gumpoltsberger@
gmail.com

markus.gumpoltsberger@
ciit-software.com

markus.gumpoltsberger@
gmail.com

markus.gumpoltsberger@
gmail.com

markus.gumpoltsberger@
gmail.com

markus.gumpoltsberger@
gmail.com

mailer-
daemon@googlemail.com

demo5.ombudesk@ciit-
software.eu

demo5.ombudesk@ciit-
software.eu

demo5.ombudesk@ciit-
software.eu

demob5.ombudesk@ciit-
software.eu

demo5.ombudesk@ciit-
software.eu

demo5.ombudesk@ciit-
software.eu

demo5.ombudesk@ciit-
software.eu

demob5.ombudesk@ciit-
software.eu

manual.test@google.com

Hello test new email

Re: test

sehr lange email

test

test 456

test 89

Test email 456

Test123

Unzustellbar: Delivery Status Notification
(Failure)

28.04.2026 14:44

05.06.2026 12:23

02.04.2026 11:33

05.06.2026 12:21

02.04.2026 11:07

02.04.2026 11:07

28.04.2026 14:45

02.04.2026 11:06

09.06.2026 16:20

:

x
x
x
x
x
x
:
x

In the unassigned messages view, you always see all relevant information

about a message or email:

¢ Name: The name of the sender

e Sender/Recipient: The name of the sender / recipient

e Subject: The subject of the email.

* Received on / Sent on: Time of email receipt or email sending.

e Read: Indicator of whether the message has already been read.

What filter or search functions are available to you in
this view?

‘ 7 columns selected v ‘

From (Name) Tl

From (Email) TL

To (Email) T,

Subject 1= Sentat 1l

Received at 1!

Read 1!

o Markus
Gumpoltsberger
o Markus
Gumpoltsberger
o Markus
Gumpoltsberger
o Markus
Gumpoltsberger
o Markus
Gumpoltsberger
o Markus
Gumpoltsberger
o Markus
Gumpoltsberger
o Markus
Gumpoltsberger
o Mail Delivery
Subsystem

markus.gumpoltsberger@
gmail.com

markus.gumpoltsberger@
ciit-software.com

markus.gumpoltsberger@
gmail.com

markus.gumpoltsberger@
ciit-software.com

markus.gumpoltsberger@
gmail.com

markus.gumpoltsberger@
gmail.com

markus.gumpoltsberger@
gmail.com

markus.gumpoltsberger@
gmail.com

mailer-

demo5.ombudesk@ciit-
software.eu

demo5.ombudesk@ciit-
software.eu

demo5.ombudesk@ciit-
software.eu

demob.ombudesk@ciit-
software.eu

demob.ombudesk@ciit-
software.eu

demob.ombudesk@ciit-
software.eu

demob.ombudesk@ciit-
software.eu

demob.ombudesk@ciit-
software.eu

manual. .com

oglemail.com

Hello test new email

Re: test

sehr lange email

test

test 456

test 89

Test email 456

Test123

Unzustellbar: Delivery Status Notification
(Failure)

28.04.2026 14:44

05.06.2026 12:23

02.04.2026 11:33

05.06.2026 12:21

02.04.2026 11:07

02.04.2026 11:07

28.04.2026 14:45

02.04.2026 11:06

09.06.2026 16:20

:

x
x
x
x
x
x
x
x



On the one hand, you can filter or search through the senders/recipients and

the subject via free text search.

On the other hand, you can use the date filter for the send or receive date as a

filter or search field.

Additionally, you can change the displayed data fields as you wish.

To do this, you can select or deselect the displayed columns:

\

From (Name)
From (Email)
To (Email)

Subject

Sent at

7 columns selected Vv

Q

im (Email) TL

To (Email) TL

N

Subject =

Received at 1! Read 1!

kus.gumpoltsberger@
ail.com

kus.gumpoltsberger@
software.com

Markus

v
Gumpoltsberger

markus.gumpoltsberger@
gmail.com

demob5.ombudesk@ciit-
software.eu

demo5.ombudesk@ciit-
software.eu

demob.ombudesk@ciit-
software.eu

Hello test new email

Re: test

sehr lange email

28.04.2026 14:44 X
05.06.2026 12:23 X
02.04.2026 11:33 X



Search

You have three options to search in OmbuDesk:

1. The global search (outlined in red at the head of the application)

2. The filter search (the magnifying glass outlined in red in the left

navigation)

3. The similarity search (the open triangle outlined in red in the left

navigation)

ombubesk Q Global Search

" Active filter: No active filter
Add filty

= My cases a7z Case Number
= —
= Cases 1. quarter a7z
RE-2025-12-BlueLi
° = 1. quarter completed cases az
-
= Open cases az 3d45f844-72cb-45a6-
a638-c90beaaba2c8
ﬁ = Open cases service industry aZ
ME-2025-12-RubaBe
a
2]
RE-2025-12-TrduMa
=

FW-2025-12-FreuSa

=

FW-2025-12-NanuNi

HW-2025-12-BlueLi

= @&

DL-2025-12-RubaBe

FW-2025-12-HartKa
456525f0-45f4-4385-
ad46-6a4cf561ccfd

Global Search

Creation

12/4j25

12/4/25

12/4/25

12/15/25

12/15/25

12/16/25

12/17/25

12/17/25

12/17/25

1/24/26

Closed Date

&1 English Vv
Case Manager Co-Manager
Mona Stamminger Geza Témbdoly

Geza Témbély

Markus Markus

Gumpoltsberger Gumpoltsberger
" Markus

Mona Stamminger Gumpoltsberger

Mona Stamminger

Mona Stamminger

Michael Schaffler-GloBI

Michael Schaffler-GloBI

Katarina Schaffler-
Gloessl|

Michael Schaffler-

Tobias Wilharm GBI

s
a

Conciliator

Markus
Gumpoltsberger

Geza Tomboly

Geza Tomboly

Tobias Wilharm

Tobias Wilharm

& Tobias Wilharm

Q.

Case St

Deadline [N}

New Co [N

Awaiting
respons [N
complai

Deadlini [N}

New Co

New Co [N

New Co [N

Service

2
improve &
Awaiting
respons [N
respond

000606006006

Deadlini [N}

The global search is a powerful tool to search all data in OmbuDesk via free text

search.

Which contents are searched by the global search?

The global search works for the following information in your entire data set:

Messages: Subject and content are searched.

Notes: Names and contents of all notes are searched.
Deadlines: Names of the deadlines are searched.

Documents: Document names and the entire content are searched.



e Tags: Assighed tags are searched.

How does the global search work?

The global search is an integrated search engine.

The global search behaves similarly to common search engines you are used to,
e.g., Google.

You can refine your search with the following search commands:

Global Search Guide

The Global Search searches — in addition to classic documents —
deadlines, notes, case descriptions and messages.

« Word - shows all hits containing the term “Word"

"exact phrase" - searches exactly for the specified phrase

Wordl AND Word2 - both terms must appear in the result
Wordl OR Word2 - at least one of the terms is sufficient

Word* — Wildcard for any endings (e.g. *“Word*" finds “Words",
“Wording” ...)

Word~ — Fuzzy search: also finds similarly spelled words (e.g.
“Word~" returns "Wurd" "Wordd" ...)

The search is not case-sensitive. Special characters can be masked with

\.

How are your search results shown?



ombubesk

Search result

B Message

Subject:
From (Email):

From (Name):
To (Email):

To (Name):
Message Content:

® Message

Subject:
From (Email):

From (Name):
To (Email):

To (Name):
Message Content:

B Message

Subject:

From (Email):

From (Name):
To (Email):

test 89

markus.gumpoltsberger
@gmail.com

Markus Gumpoltsberger

demo5.ombudesk@ciit-
software.eu

Demo5 Ombudesk
test test test

test

markus.gumpoltsberger
@ciit-software.com
Markus Gumpoltsberger

demo5.ombudesk@ciit-
software.eu

Demo5 Ombudesk
Markus Gumpoltsberger

Software Developer CIT
~ More

08-2026-03-SchaMi
Einladung zur
Stellungnahme

demo5.ombudesk@CIITS
oftware.onmicrosoft.com

Ombudesk Demo 5
test@email.com

(Q test

) £l English Vv a

B Message

Subject:
From (Email):
From (Name):
To (Email):

To (Name):
Message Content:

® Message

Subject:

From (Email):

From (Name):

To (Email):

To (Name):
Message Content:

B Message

Subject:

From (Email):
From (Name):
To (Email):
To (Name):

Test
testbest809@gmail.com
Yada Yada

demo5.ombudesk@CIITS
oftware.onmicrosoft.com

Demo5 Ombudesk
Test

VE-2026-03-GumpMa
Einladung zur
Stellungnahme

demo5.ombudesk@CIITS
oftware.onmicrosoft.com

Ombudesk Demo 5
test@email.com

0S-2026-03-ShopSi-2
Danke fiir Ihre Anfrage

test@email.com

B Message

Subject:
From (Email):
From (Name):

To (Email):

To (Name):
Message Content:

B Message

Subject:

From (Email):

From (Name):

To (Email):

To (Name):
Message Content:

test
michael.schaffler@ciit.at
michael.schaffler@ciit.at

demo5.ombudesk@CIITS
oftware.onmicrosoft.com

Ombudesk Demo &

ME-2025-12-RubaBe
Einladung zur
Stellungnahme
demo5.ombudesk@CIITS
oftware.onmicrosoft.com
Ombudesk Demo 5

test@email.com

Subject:
From (Email):

From (Name):

To (Email):

To (Name):

Message Content:
® Message

Subject:

From (Email):

From (Name):

To (Email):

To (Name):
Message Content:

& Tobias Wilharm

Test
katarina.schaffler@ciitsof
tware.onmicrosoft.com
katarina.schaffler@ciitsof
tware.onmicrosoft.com
demo5.ombudesk@ciit-
software.eu

Ombudesk Demo 5

0S-2026-03-SchaMi
Info Einladung zur
Stellungnahme
demo5.ombudesk@CIITS
oftware.onmicrosoft.com
Ombudesk Demo &

test@email.com

1. The application highlights the searched term(s) in yellow for each of your

2. The application groups your hits by the type of content found (documents,

hits.

messages, deadlines, etc.)

How do you navigate to the found hits of your search?

You can call up any search result with a click.

If you click on a search result, the linked file is opened directly and the hit is

outlined in yellow.



3 05-2026-03-ShopsSi-2 m X

Info Details History Notes Documents E-mails n <~ Al Summary

Deselect all

|22 |8 |8 |2 |0@

ra
v

L] A
S LI J
Complaint about the super shoe shop.odt test.odt
(14 KB) (22 KB)

) Visible to complainant @ oIA ® visible to complainant &
- Visible to respondent ~/ Visible to respondent

= 05-2026-03-ShopSi-3 £ X
Info Details History Notes Documents E-mails <Al Summary
Y -

Visible to complainant | [_| Visible to respondent | Read

& Not sent From:
L Q
‘ Subject: 0S-2026-03-ShopSi-3 M... To:

&

Read
# 31.03.2026 09:35 From: demo5.ombudesk@CIITSoftware.onmicrosoft....
o Q
‘ Subject: 0S-2026-03-ShopSi-3 A...  To: simon.shopper@gmail.com
&
[
-

Visible to complainant | [_| Visible to respondent | Read

f? o 9 & 26.03.2026 17:38 From: testbest809@gmail.com

‘ Subject: Test To: demo5.ombudesk@CIITSoftware.onmicrosoft.com

&

0 00 00

[] visible to complainant | || Visible to respondent | Read

Filter Search

The filter search allows you to search your entire data set with filters or
conditions.



Ombubesk Q, super £ English v 5 & Tobias Wilharm

il Active filter: No active filter
Add filt

o
©

= My cases aZ Case Number Creation Closed Date Case Manager Co-Manager Conciliator Case St
= _
= Cases 1. quarter az Markus
RE-2025-12-BlueLi 12/4/25 - Mona Stamminger Geza Tomboly Deadline [N
. . Gumpoltsberger
° = 1. quarter completed cases 27
-
= Open cases a7z 3d45f844-72cb-45a6- e 1
2638-c90beaaba2c8 12/4/25 - Geza Tomboly New Co G
ﬁ = Open cases service industry 27
Awaiting
ME-2025-12-RubaBe  12/4/25 Markus Markus Geza Tomboly respons (WK
Gumpoltsberger Gumpoltsberger |
oy complai
-]
RE-2025-12-TrduMa 12/15/25 Mona Stamminger Markus Geza Témboly Deadline [
Gumpoltsberger
]
FW-2025-12-FreuSa 12/15/25 - Mona Stamminger New Co
FW-2025-12-NanuNi 12/16/25 --- Mona Stamminger New Co
HW-2025-12-BlueLi 12/17/25 --- Michael Schaffler-GIoBI New Co
DL-2025-12-RubaBe 12/17/25 Michael Schaffler-GI5BI Service
improve
¢ N Awaiting
FW-2025-12-HartKa 12/17/25 Katarina Schaffler- Tobias Wilharm respons
respond
456525f0-45f4-4385- . : Michael Schaffler- . . . »
2d46-6a4cf561cetd 1/24/26 -— Tobias Wilharm Glsal Tobias Wilharm Deadlint
E 1 2 3 4 5 > >

How does the filter search work?

You can use all data fields of the Info tab as well as your custom fields as
filter conditions.

This allows you to use the following fields as filter conditions:

1. Data fields like: Creation date, case status, industry, sub-industry, tags,
case manager, conciliator, etc.

2. Custom fields like: Rejection reason, special procedure, and mediation
result, etc..

In practice, almost all fields of a file are possible search filters. This gives you
great flexibility and many possibilities when filtering your data set.

Here is an example:

If you want to see all open cases for a certain industry, e.qg., Service
Industry, you can achieve this with the following settings:



‘ Open cases service industry

Open cases service industry

Global Own

Filter condition ‘ Global | own ‘

‘. Case Status v Filter condition

Multiple v | O ’

‘_ ‘ Case Status v

‘ 5 items selected v p

' Multiple v O
‘_ incustry v + [ 5 items selected v

' Multiple v | O ’

[ Service Industry v ] D Q

O | Q|

<

Awaiting response of the complainant

] Insurance

S

Awaiting response of the respondent
D Online Shopping

[:’ Other

|| Rent/Living

Mediation

(<

New Complaint

Service Industry

&

Service improvement

With these settings, you capture all case that are not yet completed and belong
to the Service industry. The result is all open cases in the service industry:

- Active filter: Open cases service industry
° e Cases: 4

‘ Open cases service industry ‘ D Case Number Creation Closed Date Case Manager Co-M: C il Case Sta'

‘G"’ba' ow",‘ []  DL2026-12-RubaBe  12/17/25 Michael Schaffler-GI5aI Service

B

”
improvem
Filter condition

N Awaiting
| Case Status v | [ FW-2025-12-Hartka 1217/25 Katarini Schaffler- Tobias Wilharm response
responde
 Muttiple vi]e
‘ 5 items selected v ‘ D DL-2026-02-BlueLi 2/13/26 --- Benjamin Rowley Tobias Wilharm New Com
‘Industry v ‘ _ 09| i . Markus . ; ]
D DL-2026-02-BlueLi-2 2/18/26 Gumpoltsberger Tobias Wilharm New Com 1)
| Muttiple vle
| Service Industry v
®

In this example, you can see that the amount of matching cases is displayed
next to the name of the filter as "Cases: 4".



What actions are available to you in the filter search?

You can create a new search at any time via the green "Add new filter"

button at the top left of the view.

-+ Add new filter

— My cases -4
— Cases 1. quarter a
= 1. quarter completed cases -
— Open cases -
— Open cases service industry a

If you click the button, you can assign a name for the new search and add the
filter options of your choice. Additionally, you can define whether the new
search should be Global (visible to everyone) or Own (visible only to
you).



New Search Banking|

—

‘ Global

Filter condition

| Industry v

-Multiple vl|oe

| Banking v |
®

On the right edge of the window, you will find additional actions that allow

you to:

1. Download all data: Create an Excel export of all found files with a click
using the green document button.

2. Bulk actions: Apply "Change case status" or "Change of responsibility" for
all search results marked by you via the green action button.

3. Open file: Open a case that was found by your filter search via the green

arrow symbol.

=30

In addition, you can edit any saved filter search at any time via the green pencil

symbol on the far right.



You can then adjust the filter conditions, delete the search, perform the
search with the current settings, and change visibility (Global/Own):

My cases

Global Own

-+ Add new filter Filter condition

= My cases alZ * Case Manager v
= Cases 1. quarter - 7 Multiple v | ©
= 1. quarter completed cases a Tobias Wilharm v
= Open cases a2
= Open cases service industry aZ Creation v
Between
S,
01.01.2026 =
31.03.2026 -
®

What information do you see for each search result?

When you perform a filter search, the following information is listed in tabular
form for the corresponding cases:

. Case number

. Creation date & completion date

. Case Manager, Co-Case Manager & Conciliator
Status and Sub-status

Complainant + email

Representative

. Respondent



8. Expert
9. Industry & Sub-Industry

You can move the view using the gray slider at the bottom to view all
information.

What makes the filter search particularly useful for your
dispute resolution office?

The filter search is a powerful search function because you can customize all
search parameters yourself. Additionally, you can save any search created this
way and repeat it instantly with a click on a stored search.

The filter search is also linked to your overview. This means you can visualize
important key figures for your dispute resolution office. You can find more about
this under Overview.

Similarity Search

The similarity search allows you to find similar cases in your entire data set.

Ortun/esk Q super 5K English v a & Tobias Wilharm [0}
Enter de: h

Q_ similarity Search Search for case number or title... or

-
16 columns selected Vv
[ ]
-
Case number Date of submission Closing date Conciliator Case Manager Co-Case Manager Industry Su

5] N

cases

found
ey
[:::]
[
Similarity Search

How does the similarity search work?



Unlike the global search and the filter search, the similarity search does not
refer to searchable data or various case attributes.

The similarity search uses case summaries of your files to establish a context
with the help of Al and thus find similar cases.

How can you use the similarity search?

You can either ...

... use the free text field to find similar cases for terms of your choice.

0 o
& 2

Oombubesk Q Global Search Sl English v Benjamin Tobias o
Rowley Wilharm

Q_ Similarity Search Search for case number or t or X n

—
[
16 columns selected v
[ ]
-
Case number Date of submission Closing date Conciliator Case Manager Co-Case |
ﬁ The complainant, Horatio Hickens,lrented an apartment specified as 60 square meters in the lease agreement{Upon measuring, Hickens discovered the actual area is only 55
square meters. The complainant contacted the landlord, John Smith, who responded that the high ceilings make the apartment feel larger, suggesting this compensated for the
discrepancy. However, the complainant maintains that the apartment's size was advertised based on floor area, not volume.
s The complainant seeks a[rent reduction proportional to the size difference and reimbursement for overpaid rent] arguing that the discrepancy significantly affects the rental
B agreement's terms. Supporting documentation includes the lease agreement specifying a 60m? apartment for €600 monthly rent.
The arbitration body has requested the landlord's formal response, including clarification of the apartment's actual measured size, the basis for the advertised dimensions, and
- relevant documentation such as floor plans or calculations. The case currently awaits further input from the complainant.
]

A MW-2026-03-SunSa 18.03.2026 Tobias Wilharm Tobias Wilharm

The complainant, Bara Sun, alleges that her landlord, Albert Mulligan, unlawfully increased her rent multiple times jwithin a short period, violating the tenancy agreement, which
4 permits rent adjustments only once per year. Ms. Sun claims she raised the issue with Mr. Mulligan on April 26, but his response was dismissive, suggesting she could find
alternative housing if dissatisfied. Despite her references to the contractual clause, the rent increases persisted, causing financial strain and housing insecurity.

Ms. Sun provided further details in a written complaint, stating that the increases disregarded their agreement and occurred without proper justification. She requests the
5 conciliation body to review her case, confirm her tenant rights, and guide her on challenging the increasesIAdditionally, she seeks a reduction of her rent and reimbursement for |
payments made due to the disputed increases.

The conciliation body has asked Ms. Sun to submit documentation proving her efforts to resolve the issue with Mr. Mulligan directly to proceed with her application.

... or call up the similarity search within a digital case file to find similar cases
to the opened case.



o

2

Tobias [}
Wilharm

OmbubDesk

&8 MW-2026-03-SunSa

Q Info Details History Notes Documents E-mails Outcome <+ Al Summary
=] ] . _ ;
Creation date 18.03.2026 07:25
° [ Case Status Awaiting response of the respondent
- Sub-status -
sC Industry ‘ X v ‘
ﬁ dit 8 )
Tr Sub-industry ‘ v ‘
s | : '
" | ]
re
N Case Manager ‘ Tobias Wilharm X v ‘
Conciliator ‘TobiasWiIharm X v ‘
T Co-Case Manager ‘ v ‘
Ppe i '
4 all ¢ .
Expert Name ‘ v ‘
M L )
cc ( \ ent for
5 pé Complainant Name ‘ Sara SUN v ‘
Tt

‘GDPR Cleanup  JehIER{I( I

In this example, it is an arbitration application in the online shopping industry
dealing with dissatisfaction regarding the received goods.

The similarity search now finds relevant & similar cases involving
complaints:

o o

,, N ( ) - =3
ombubDesk [ Q Global Search 2 English v Benjamin Tobias U]
\ / L ) Rowley Wilharm

Q_ similarity Search_| MW-2026-03-SunSa X or

Enter description or text here... ‘ n

16 columns selected Vv

Case number Date of submission Closing date Conciliator Case Manager Co-Case !

The complainant reported issues related to[a rental agreement and associated obligations. h’hey allege that the opposing party, their landlord, has failed to address significant
defects in the rented apartment despite repeated notices. Specific complaints include water damage in the living room, mold in the bathroom, and a malfunctioning heating system.

ﬁ In response, the landlord acknowledged the reported issues but argued that they had already undertaken necessary repair measures. They provided evidence of prior maintenance
work and claimed that the delay in resolving the issues was due to contractor availability. Furthermore, they disputed the severity of the defects, suggesting that the complainant's
description was exaggerated.

~ The complainant refuted these claims, stating no substantial improvements had been made. They reiterated that the issues negatively impact their living conditions and requested a

reduction in rent as compensation. The landlord rejected the request, maintaining that the apartment remains habitable and fully functional pending additional repairs.
A MW-2026-03-HiggHo 17.03.2026 Benjamin Rowley Benjamin Rowley .

The complainant, Horatio Hickens, rented an apartment specified as 60 square meters in thpun measuring, Hickens discovered the actual area is only 55
square meters. The complainant contacted the landlord, John Smith, who responded that the high ceilings make the apartment feel larger, suggesting this compensated for the
discrepancy. However, the complainant maintains that the apartment's size was advertised based on floor area, not volume.

N
é The complainant seeks a rent reduction proportional to the size difference and reimbursement for overpaid rent, arguing that the discrepancy significantly affects the rental
agreement's terms. Supporting documentation includes the lease agreement specifying a 60m? apartment for €600 monthly rent.

The arbitration body has requested the landlord's formal response, including clarification of the apartment's actual measured size, the basis for the advertised dimensions, and
° relevant documentation such as floor plans or calculations. The case currently awaits further input from the complainant.



What actions are available to you in the similarity
search tab?

The similarity search always opens in a new window. From there, you can
navigate to the found similar cases via the green arrow on the right edge.

What information is displayed for the found cases?

You can adjust the tabular information at any time via the column selection and
thus filter out important information for you.

[ 16 columns selected A ]

i i

Q

b, A

Case number

&

&)

Date of submission

<]

Closing date

e

&

Conciliator

&)

Case Manager

The following information columns can be selected or deselected for display:

. Case abbreviation

. Creation date

. Completion date

. Conciliator, Case Manager and Co-Case Manager
. Industry and Sub-Industry

. Status and Sub-Status

. Name of respondent and representatives

0 N o U b~ W N

Report relevance



9. Tags



Reports

OmbuDesk allows you to create automated reports.

Automated Reports

oooooooo Q_ Global Search £ English v ar 2 Tobias Wilharm

] Conciliation Cases Excel Report

Please select the time period and download the report.

prY

-] From
01/01/2026

] To

06/11/2026

Y o
b ]

What information does an automated report contain?

The reports in OmbuDesk are tailored to your preferences. With one click, you
receive all the data you need for your reports.

If you are already using OmbuDesk, you can easily download your reports via
one click in this tab.






Industries

The settings page for industries offers you a dual functionality:

On the one hand, you can manage your industries here and determine for
which industries your dispute resolution office is responsible. On the other
hand, all changes are transferred to your application form.

Ombubesk Q Global Search &% English Vv ar & Tobias Wilharm
Industries
Case Status Show inactive
- Email Templates Trade (TA)
Text Blocks Service Industry (SI)
'Y Insurance (IN)
- Experts
Standard Documents Travel (TR)
B Custom fields Crafts (CR)
Workflows Heating Bill (HB)
ﬁ About OmbuDesk Foreign currency loan (FC)
Cancelation of subscription (CA)
Sacial Care (SC)
[
Rent / Living (RL)
Q Other (OT)
Online Shopping (0S)
Software company (SO)
< ,
Credit (CT)
ﬁ Buying / Selling (BS)
Example of Subcategories (DE)
Banking (BA) 6
I: ! Administration
Test (TE)

What settings are available for your industries?

e Add new industries: You can add new industries at any time via the plus
symbol.

» Edit existing industries: You can edit the name, abbreviation,
activity/visibility, and sub-industries at any time.

e Supplement/change form text for industries: You edit which text is
displayed upon selection in the application form via the text editor.



ombubesk
HH Industries
Case Status
- Email Templates
Text Blocks
[ ]
- Experts
Standard Documents
ﬁ Custom fields
Workflows
ﬁ About OmbuDesk
[

Q Global Search

Industries

Show inactive Name

Trade (TA)
Abbreviation

Service Industry (SI)

Active
Insurance (IN)

Default for corporate

Travel (TR) complaints
Crafts (CR)
Heating Bill (HB)
Foreign currency loan (FC)
Subcategories

Cancelation of subscription (CA)
Sacial Care (SC)
Rent / Living (RL)
Other (OT)

Little Insurance
Online Shopping (0S)
Software company (SO) Great Insurance
Credit (CT)
Buying / Selling (BS)
Example of Subcategories (DE)
Banking (BA)

Test (TE)

e <+<— Create a new industry

£ English v P & Tobias Wilharm [0)
Form info text
Insurance
B I U®S " HHH == &&=
N A =  Aral B s L

Q

Insert text here ..

This text will be displayed in the public complaint form when the industry is
selected.

Edit the text in the application
form for this industry

List of subcategories | | Show inactive 6 <«— Create a new sub-indu Stry

* Hide/delete existing industries: You can hide or delete existing

industries at any time.

e Save changes: If you make changes to industries, you must save them to

update the information.

OmbubDesk

HH Industries
Case Status

- Email Templates
Text Blocks

o

- Experts
Standard Documents

ﬁ Custom fields
Workflows

ﬁ About OmbuDesk

]

Q Global Search

Industries

Show inactive Name

Trade (TA)
Abbreviation

Service Industry (SI)

Active
Insurance (IN)

Default for corporate

Travel (TR) complaints
Crafts (CR)
Heating Bill (HB)
Foreign currency loan (FC)
Subcategories

Cancelation of subscription (CA)
Sacial Care (SC)
Rent / Living (RL)
Other (OT)

Little Insurance
Online Shopping (0S)
Software company (SO) Great Insurance
Credit (CT)
Buying / Selling (BS)
Example of Subcategories (DE)

Banking (BA) °

Test (TE)

£ English v 2 2 Tobias Wilharm [0]

Form info text

Insurance

B I US 9 HiHzHs =
N A = Al :

®

Insert text here ..

This text will be displayed in the public complaint form when the industry is
selected.

Change the visability for the industries

List of subcategories Show inactive °

Delete a industry or
save changes

What happens if you delete an industry?



If you delete an industry, the industry is no longer selectable in the application
form or in the internal view.

Important note: All digital case files with the industry to date retain the
industry to continue allowing unbiased statistical analyses.



Case Status

The case status is the central tool to process a case along your processes. The
case status settings allow you to customize all available case statues in the
digital case file.

o . 2 Tobi
Ombubesk Q Global Search 5 English v o vﬁlg‘;ﬁ:s »
Industries Case Status
Case Status Awaiting response of the Name Awaiting response of the complainant
complainant .
=1 Email Templates Completed Yes @® No

Awaiting response of the -~
Text Blocks respondent Create deadline? Yes ® No

Complaint resolved

Experts Deadline duration (in days) 7

Standard Documents Mediation

B Custom fields Nz CenipEl Notifications e

Preliminary Inquiries

Workflows
Service improvement
et About OmbuDesk Information: Invitation to Submit a Statement Active o ~
3] Completed
Denied . . _— .
Email template Information: Invitation to Submit a Statement v
N No jurisdiction .
Send automatically (@) Yes No
Respondent didn't participate —
Send to Complainant Respondent

Sub-status e
E Deadline for an answer ~

3 ©

Which statuses are preconfigured in OmbuDesk by
default?

You will find the following statuses in OmbuDesk if you have not made any
changes yet:

. New Complaint

. Awaiting response of the respondent
. Awaiting response of the complainant
. Mediation

. Completed

. Denied

. No jurisdiction

. Respondent didn't participate

© 0 N OO Ul A W N P

. Service improvement



How do you adapt the statuses to your internal

processes?

Click on a status from the list to change an existing status or create a new

status.
Ombubesk Q Global Search
HH Industries Case Status

Awaiting response of the
complainant

Case Status

& Tobias »

1 . o
Sl English v at Wilharm

Edit case statuses

Name @ Awaiting response of the complainant

Completed Yes [é) No

a Email Templates .
Awaiting response of the =
Text Blocks respondent Create deadline? @ Yes ‘:,,,i No
: Experts Complaintiiesolved Deadline duration (in days) 7
Standard Documents Mediation
B Custom fields New Complaint Notifications e @
Preliminary Inquiries
Workflows
Service improvement
= About OmbuDesk Information: Invitation to Submit a Statement Active o ~
:::] Completed
Denied . R L. )
Email template Information: Invitation to Submit a Statement v
N No jurisdiction -
Send automatically (@) Yes No
Respondent didn't participate —
Send to Complainant Respondent
9 Sub-status. @ e
5 Deadline for an answer ~

Or create a new one —

budesk

Each status consists of four different parts:

1. Basic Information

The basic information includes the name of the status and whether the case is
considered "Completed" with this status.

2. Deadlines

Each status can be linked to an automated deadline. As soon as you change
a case to this status, OmbuDesk creates the associated deadline.

3. Notifications

Notifications can be added to automate part of your communication by sending
email templates to one or both of your parties.



For example, you can link the status "Awaiting response from respondent"”
with an automated message to the respondent, in which this party receives
the basic information about the case.

4. Sub-status

The sub-status offers you additional flexibility to design the status change
according to your preferences.

You can also use an automate email dispatch and the creation of deadlines
here.

Important: The sub-status always overwrites all system actions of the
status.

So you can use the sub-status to map different scenarios associated with a
status.

One example is escalation levels. For example, you can sharpen the tone of
the email templates after repeated failure to meet deadlines and send the
correct email template via sub-status.

This is what your selection would look like as an example:

Change state - BA-2026-06-BlueLi

New state {

New sub-state [

Hint Awaiting response of the complainant
~ Awaiting response of the respondent
Complaint resolved
Mediation

New Complaint




When is a case considered "Completed"?

You can decide in the settings for each status whether a case is considered
"Completed" when switching to a certain status.

If you have not made any changes yet, a case is considered completed if the
status is set to "Completed”, "Denied"”, "No jurisdiction" or "Respondent
didn't participate".



E-Mail Templates, Text Blocks &

Placeholders

E-mail templates, text blocks & placeholders allow you to drastically reduce the

time needed for communication with your parties.

Ombubesk Q Global Search

Industries Email Templates

Case Status

Search
- Email Templates
Text Blocks ~
- Experts Deadline expired
Standard Documents Information: Invitation to Submit a
" Stat t
] Custom fields atemen
Workflows Missing Documents
ﬁ About OmbuDesk New Case assigned
No jurisdiction
= Test123
WithBranche

E-Mail Templates

Text

Placeholder BEs

[[Ablehnung]]

[[DSGVO Information]]

[[Please be patient]]

[[Missing Documents]]

[[GDPR information]]

£l English v a 2 Tobias Wilharm »

Name Deadline expired
Subject Please answer the latest request
Category Expired
Type Global Own
Industries v

B IUS 9 HHHB E= E= AKX =

Arial s 1ipt s L%

Dear Sir or Madam,

You have already allowed three deadlines totaling 30 days to pass without
responding to our request for information.

We kindly ask you to respond by {{Deadline - One Week}}.

E-mail templates are the largest framework to make your communication more

efficient. Here you can create entire messages and send them automatically by

linking them to a status change.

How do you customize an e-mail template?

The view in the settings consists of three different components with which

you can design e-mail templates according to your preferences:



Oombubesk Q_ Global Search £l English v & & Tobias Wilharm
Industries Email Templates
c s Name Deadline expired
ase Status Search Placeholder ;?::ks
= Email Templates Subject Please answer the latest request
Text Blocks v [[Ablehnung]] Category Expired
° Experts Deadline expired i @
- (2 [[DSGVO Information]] Type Global S
Standard Documents Information: Invitation to Submit a ——
&8 Custom fields SIEHent Industries
issi Missing Documen ts]
Workflows Missing Documents rr 9 1] B IUS ¥ HiH: Hs = = == A & =
& About OmbuDesk New Case assigned [[GDPR information]] Arial $ Aipt 2 L&
No jurisdiction 2 Dear Sir or Madam,
[ Test123 You have already allowed three deadlines totaling 30 days to pass without
WithBranche responding to our request for information.
Q We kindly ask you to respond by {{Deadline - One Week}}. @
: ©

1. Basic Information:

You can assign a name to each e-mail template, set the subject, assign a
category and define whether the e-mail template is visible to everyone
(Global) or only you (Own).

2. Text Blocks and Placeholders

You can use the next smaller building blocks, namely the text block and the
placeholders, to create e-mail templates.

For this, you can click on the terms at the top to display the various elements
and then use them via drag & drop.

3. E-Mail Editor

Last but not least, you have access to the e-mail editor at any time to write
components of the e-mail yourself, place the smaller building blocks (2) and
thus define a finished e-mail template.

Where can you use an e-mail template?

You can either link e-mail templates with status changes and have them
sent automatically or create drafts for sending automatically, or manually



access e-mail templates in the "Write message" window:

Write message — FK-2026-03-BlueLi

.

‘Tsmplates Text blocks Placeholders‘ Recipient:
‘ Search ‘
Blind copy:
‘ Category v ‘
Subject: FK-2026-03-BlueLi |
Deadline expired Attachments:
Information: Invitation to Submit a -
Statement i= SELECT DOCUMENTS or L BROWSE FILES
Message: — e - )
Missing Documents B I US % HHH = &&= A& = A :  1pt : %
New Case assigned
No jurisdiction Best regards,
Tobias Wilharm
Test 123

Write message — FK-2026-03-BluelLi

‘Tsmplates Text blocks Placeholders‘ Recipient:
‘ Search ‘
Blind copy:
‘ Category v ‘ N
Subject: FK-2026-03-BlueLi = Please submit a statement regarding the pending case ‘

Deadline expired Attachments:

Information: Invitation to Submit a

Statement i= SELECT DOCUMENTS or X BROWSE FILES

Message:

Missing Documents B I US 9 HHH =z ©

A & =  Adal :  1ipt : L %
New Case assigned Dear Sir or Madam,
No jurisdiction The XY Dispute Resolution Body| has received a complaint regarding your organization—{{Name of Respondent}}.
Test 123 Here is a brief summary of the complaint:
{{Brief Summary}}

Please respond to this matter by providing your account of the events by the following date: {{Deadline - Two Weeks}}

Please also feel free to send us any documents, message histories, and other materials that support your account with evidence.

Thank you in advance,

00000

Text Blocks

Text blocks are the next smaller unit that can be predefined by you to reduce
your manual workload in communication.



ombubesk Q Global Search | 8% English 2 & Tobias Wilharm (0]

HH Industries Text Blocks
Name ‘ GDPR information
Case Status e
‘ Search ‘
- Email Templates e {{Case Number}} Category ‘
2 Experts B I US 9 H HHs =
= [[GDPR information]] {{Short Description}} Aial :  11pt P D
Standard Documents
= [[DSGVO Information ipti i
] Custom fields U 1l {{Case Description (Applicant)}} This email is sent to you by the Ombudsman Office XY. Generally, we are holding data
[Ablehnung]] about you that you have filled in by making a complaint. Therefore, please read our privacy
Workflows (Contzacthumbeny policy to learn how we handle data and what your rights are. Consequently, this email and
= [[Missing Documents]] any files transmitted with it, are confidential and intended solely for the use of the
ﬁ About OmbuDesk {{Reference Number}} any " | oy
[Please be patient]] individual or entity to whom they are addressed. Moreover, if you are not the named
. o , or an employee, or agent, responsible for delivering this to the
{{Conciliation Application}} named addressee, you are hereby notified that you are not authorised to read, print, retain,
—— copy or disseminate this message or any part of it. Overall, if you have received this email
RS in error, we request you to notify us by reply e-mail, and to delete all copies of the
. message.
Q {{Applicant Address}}
{{Applicant Name (Representation)}}
- {{Expert Name}}

{{Conciliator Name}}
{{Case Manager Name}}
* {{Co-Case Manager Name}}
{{Respondent Name}}

{{Respondent Address}}

° {{Last Message Applicant}}
a8 {{Last Message Respondent}} .

Text blocks usually contain sections of text that are used repeatedly. This could

be, for example, your GDPR information.

How do you edit a text block?

Text Blocks
Name ‘ GDPR information ‘
‘ Search ‘ 2
{{Case Number}} Category ‘ .
\ v :
{{Creation Date}}
B I UGS ” Hi Hz Hs =
‘= [[GDPR information]] {{Short Description}} Arial $  11pt : I
= [[DSGVO Information] {CassibescriptionlGerlicantity This email is sent to you by the Ombudsman Office XY. Generally, we are holding data
i= [[Ablehnung]] about you that you have filled in by making a complaint. Therefore, please read our privacy
{(CoptactNumben) policy to learn how we handle data and what your rights are. Consequently, this email and
[[Missing Documents]] any files transmitted with it, are confidential and intended solely for the use of the
[[Please be patient]] {{Eeferencelibnben) individual or entity to whom they are addressed. Moreover, if you are not the named
o o addressee, or an employee, or agent, responsible for delivering this message to the
(T Aprale=titr) named addressee, you are hereby notified that you are not authorised to read, print, retain,
copy or disseminate this message or any part of it. Overall, if you have received this email

((Sepicaptomely in error, we request you to notify us by reply e-mail, and to delete all copies of the

i message.
{{Applicant Address}}

{{Applicant Name (Representation)}}

{{Expert Name}}
{{Conciliator Name}}
{{Case Manager Name}}
{{Co-Case Manager Name}}
{{Respondent Name}}
{{Respondent Address}}

° {{Last Message Applicant}}

{{Last Message Respondent}}




1. Select a text block from the list that you want to edit.
2. Assign a name and, if necessary, a category.

3. Edit the text block in the text editor window.

4. Save your changes at the bottom right.

Text blocks can contain placeholders. Additionally, the category serves to
make it easier for you to filter and find text blocks.

How do you use a text block?

You can use text blocks either in e-mail templates in the settings or in the
write message window.

The text block can simply be placed into the text editor via drag & drop when
writing a message. If you then open the preview, you will see how the text
block is automatically replaced:



Write message — FK-2026-03-BlueLi X

‘ Templates ' Text blocks Placeholders Recipient: manual@ombudesk.com
Copy:
‘ Search ‘
Blind copy:
Ablehnung . . .
Subject: FK-2026-03-BlueLi = Missing Documents ‘
DSGVO Information Attachments:
Please be patient
i= SELECT DOCUMENTS or L BROWSE FILES
Missing Documents Message: » .
¢ BIUS » HHH E= =5 AK = A : o1t o L%
GDPR information
Good Day,

[[Missing Documents]] |
[[GDPR information]]
See how the template and textblock are getting
Mit freundlichen GriiRen, .
Tobias Wilharm replaced, before sending the message

00000

Subject: FK-2026-03-BlueLi Missing Documents
Attachments:

Message: Good Day,

Hello Lila BLUE

The following documents are still missing, and we need them to process your request:

« Invoice
« Confirmation of a complaint to the respondent

This email is sent to you by the Ombudsman Office XY. Generally, we are holding data about you that you have filled in by making a compl
aint. Therefore, please read our pnvacy policy to learn how we handle data and what your rights are. Consequently, this email and any files

it with it, are d ded solely for the use of the md:wdual or entity to whom they are addressed. Moreover, if you a
re not the named addi , or an employee, or agent, responsible for deli g this to the named addressee, you are hereby n
otified that you are not aufharissd to read, pn‘nt. retain, copy or disseminate this message or any part of it. Overall, if you have received this
email in error, we request you to notify us by reply e-mail, and to delete all copies of the message.

Mit freundlichen GriiRen,
Tobias Wilharm

Placeholders

Placeholders are the smallest unit that you can use in e-mail templates and text
blocks and when writing a message.



ombuDesk

Industries
Case Status

- Email Templates
Text Blocks

[ ]

- Experts
Standard Documents

] Custom fields
Workflows

ﬁ About OmbuDesk

[

Text Blocks

Search

= [[GDPR information]]
= [[DSGVO Information]]
= [[Ablehnung]]

= [[Missing Documents]]

i= [[Please be patient]]

Q Global Search

{{Case Number}}

{{Creation Date}}

{{Short Description})

{{Case Description (Applicant)}}

{{Contract Number}}

{{Reference Number}}

{{Conciliation Application}}

{Applicant Name}})

{{Applicant Address}}

{{Applicant Name (Representation)}}

{{Expert Name}}

{{Conciliator Name}}

{{Case Manager Name}}

{{Co-Case Manager Name}}

{{Respondent Name}}

{{Respondent Address}}

{{Last Message Applicant}}

{{Last Message Respondent}}

£ English Vv

s

2 Tobias Wilharm

You cannot customize placeholders because they refer to static fields in a

case or directly create a deadline / insert a message.

Why are the placeholders shown in the settings
regardless?

You have access to the placeholders in the settings for e-mail templates and

text blocks allowing you to use them to create templates.

Which placeholders are available for creating templates?

You can use the following placeholders to create templates in OmbuDesk:

e The case number is filled with the correct case number of the respective

arbitration application.

* The creation date is filled with the day of creation of the respective

arbitration application.

e The short description is replaced by the "short description" field under

"Details" that you can fill in yourself.

e The Case description (Complainant) is replaced by the original case

description of the complainant in the form.

[}



The contract number is replaced by the mentioned contract number in
the application form.

The reference number is replaced by the internal reference number that
you can assign under "Details".

The Initial Application: is replaced by the filled out application form of the
complainant.

All names (complainant, respondent, arbitrator, expert, representation,
etc.) are replaced by the stored name in the arbitration application.

The address of the complainant and respondent are replaced by the
stored address in the arbitration application.

The last message from the complainant and respondent inserts the last
message of the named party.

The deadlines (one, two, three, four) weeks are replaced by the due date
at the time of sending. In addition, a deadline for the respective file is
created in the background.



Experts

You can store experts in OmbuDesk if you work with external experts in your

disp

Ombubesk

&

(]

ute resolution office.

Q Global Search

Industries
Experts
Case Status

Email Templates Mr. John Berger

Text Blocks & email@example.com

Y, +431234 56789
B Street 1, 1234 Dublin, Irland

Standard Documents

00

Custom fields

Workflows

About OmbuDesk

£ English v A & Tobias Wilharm

Ms. Sara Sun
& Sara.Sun@sunnymail.com
A

B Sunnyside 2, 1170 VIE, VIE, Malta

What settings are available for experts?

On the settings page for experts, you can perform three different actions:

1. Create new expert: You can add experts via the plus symbol at the

bottom right edge.

2. Edit existing experts: You can edit existing experts via the blue pencil

symbol.

3. Delete experts: You can delete existing experts via the red trash can

symbol.



OombuDesk Q Global Search £ English Vv A 2 Tobias Wilharm [0)

Industries

Experts Q
Case Status
- Email Templates Mr. John Berger Ms. Sara Sun
Text Blocks = email@example.com &% Sara.Sun@sunnymail.com
s Experts t, +431234 56789 <
B Street 1, 1234 Dublin, Irland @ B Sunnyside 2, 1170 VIE, VIE, Malta o
Standard Documents
ﬁ Custom fields
Workflows Ed I 1’
= About OmbuDesk
& Delete
]

Create a new expert

=} \/0

What information can you store for an expert?

When you store a new expert, you will be asked for the master data of the
expert in the dialog window. The window for editing this data looks the same:



Edit expert X

Salutation \ Mr. |
First name \ John |
Last name \ Berger |
Country Irland v |
Zip Code 1234 |
City \ Dublin |
| |
Street and house number \ Street 1 |
Email address \ email@example.com |

Phone number ‘ |

Comments

Where can you assign an expert in a digital case file?

If you want to assign an expert to a case to allow access for the external
party, you can simply do so under "Details".

You can also see the option highlighted in this image:



= BA-2026-06-df

Info Details

GDPR Cleanup

History

Notes

X
Documents E"""’“sa ¢: Al Summary

Creation date 05.06.2026 12:25 E
Case Status Awaiting response of the complainant

Sub-status —

Industry | Crafts X v ‘
Sub-industry | v ‘
Tags [ Handyman &
Case Manager | Tobias Wilharm X v ‘
Conciliator | v ‘
Co-Case Manager | v ‘

Complainant Name

| 9
. N S

Complainant Representative Mr. John Berger

Respondent Ms. Sara Sun

Contact person |




Standard Documents

OmbuDesk offers the possibility to store standard documents in the admin
area.

ombubesk Q) Global Search B English a & Tabias Wilharm o

- Industries
Standard Decuments
Case Status

(] Email Templates
—
Text Blocks
—— e—

Experts

H Custom fields
‘Workflows

] About OmbuDask a ,‘/;:;Iamplasmndaldbucumam m; flaska:nla.ndf
- 00 000
: 20

Edit
=

Delete

® Open
e 3

Create a new standard document

g \/'o
What actions are available for standard documents?

1. Add new document: You can add a new document via the green plus
symbol at the bottom right edge.

2. Change document name: You can rename a document via the pencil
symbol next to the display name of documents.

3. Delete / Open document: You can delete a standard document via the
red trash can symbol or open it via the green arrow.

Where can you use standard documents?

When you write a message to one of your parties, you can easily add a
standard document.

Follow these steps:

1. Open a digital case file.
2. Select the "Write message" quick action.
3. Click the "Add document" button.



4. Switch the view to standard documents.
5. Select the desired standard document to add it.

Write message - BA-2026-06-df

5]
Templates | Text blocks Placeholders Recipient: manual@ombudesk.com @
Search ‘
Blind copy:
Category v ‘
d Subject: BA-2026-06-df | Standard documents
Deadline expired Attachments:

Information: Invitation to Submit a
Statement

i= SELECT DOCUMENTS| or L BROWSE FILES

Missing Documents Message: TUS 9 Hitht 2= == AKX = A s oMt R %
New Case assigned
No jurisdiction Best regards|
Tobias Wilharm
Test 123
Select documents &3
Case Documents Standard Documents
Document name Selection
[@ Example Standard Document (8 KB) D
(> sample.pdf (18 KB) ]




Custom Fields

OmbuDesk can be flexibly adapted to the specific needs of your dispute
resolution office. In the Custom Fields settings, you can create additional data
fields that are displayed in the "Details" tab of the digital case file.

OOOOOOOO Q Global Search £I% English v a & Tobias Wilharm (U]

Industries Felder
Name No jurisdiction
Case Status Amount in dispute !

=1 Email Templates jati
[ Mediation Type Yes / No Value 4

Text Blocks Mediation date

Experts No jurisdiction Default value

Standard Documents Reason for denial

Required field
ﬁ ustom fields Special procedure

Workflows Whether Industry v

ﬁ About OmbuDesk R B
Displayed if v
~

Pick a custom field to edit

Delete custom field /
Save changes ~

; o

How do you tailor the fields under "Details" to your
preferences?

Add a new custom field

When you create a new field or change an existing field, you have the following
options:

1. Assign name:
The name of the field as it is displayed to the user.

2. Select field type:

(o]

Yes/No value: Simple Yes/No selection.

o

Text: Free text field in the digital case file.

(o]

Integer: Numerical field that only allows whole numbers.

[e]

Decimal number: Numerical field that also allows decimal numbers.



(o]

o

o

Selection list: List of selection options from which the user can
choose.

Date: Calendar field where a date can be selected.

Period: Calendar field where a period can be selected.
Currency: Numerical field predefined for the Euro.

3. Set visibility and default value:

You can define the dependencies under which a field is displayed. This can

depend, for example, on the industry or whether a certain field has been

filled in before.

In addition, you can set a default value for fields - i.e., a value that is always

automatically displayed at the beginning.

4. Add selection options if necessary

If you define a selection list, you can specify the options displayed via a free

text field.

Name Weather Options °
Type Selection List v Sunny
Default value v

Rain &
Multi-Selection

Cloudy
Required field
Industry v
Displayed if v

How are the custom fields displayed in the digital case

file?

The custom fields are displayed in the order of the settings in the "Details" tab

of your digital case file.

If you make and save changes, these will subsequently be made available in

the digital case file:



= BA-2026-06-df &) X

Info Details History Notes Documents E-mails a <. Al Summary

Reporting relevance Yes No

Short summary

Participation agreement Yes @ No

Work effort (minutes) | 197 |

Referenznummer

Amount in dispute | ‘

Mediation Yes No

No jurisdiction Yes No

Reason for denial | ‘

Special procedure | Select... v ‘
[ Select... v ]
Sunny
~ Cloudy r

«

Important note for administrators

Be careful when deleting custom fields. If you delete a field, all data that has
already been entered in existing cases will also be removed.



