
SERVICE
CALLS - REINSTATE A CALL

Note that there are changes to the Call Centre screens due to the Call Centre Per-

formance Enhancements rolled out in part of the             Extended Call Centre - Version Com-

patibility1. The functionality that is available to you may differ depending on the Call 

Centre mode configured and your user rights. For more information related to this, refer 

to the Call Centre Mode notes.                                               

There are multiple checks when closing a call to make sure that all out-

standing processing is done before the call can be closed, but if additional pro-

cessing is required on a closed call, the call can be reinstated. The underlying 

work order will also need to be reinstated.

THE CALL LISTING SCREEN

Ribbon Select Service > Calls

 l The Call Listing screen will be displayed.

1BPO2 v2.5.1.3 or higher
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#CallCentreModeDetails


 l The Calls are listed by Site and will display calls for the first Site 

listed.

 l Click on the relevant Site for the calls you wish to view.

FIND CALL

You can find any call, regardless of the site or status.
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 1. Click on the Find radio button.

 2. Type in the call number you wish to locate in the text box.

 3. Press Enter.

 4. The row containing the call number you have searched for, will be selec-

ted in the call list screen. (Search by call reference will now open the 

call maintain screen if the matched call is closed).
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 l The Call Maintain screen will open when searching for call by ref-

erence.

REINSTATE THE CALL

 l Click on the Reinstate button.
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 l A message box will come up, asking:

 l The call, no. [call ref no], For customer [customer 

name] is currently closed. Are you sure you want to 

reinstate the call?

 l The Call Maintain screen will remain open so that you can per-

form the relevant processing.

 l The Call status is set to New.

 l Remember to close the call after you have completed the out-

standing processing.
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Related Topics

 l Calls - Close a Call

MNU.122.051
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