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Call Administration - Call Hold History

SERVICE

CALL ADMINISTRATION - CALL HOLD
HISTORY

The Call Administration screen is part of the Extended Call Centre - Version
Compatibilityl

The Hold History tile is a quick way to navigate to the list of hold events for

the selected call.

A call can be placed on Hold manually in the call centre. If a call is placed on
hold, no further processing can be performed until it has been released. The
hold history is generate when the call is Placed on Hold and Released from
Hold.

There can be many reasons to place a call on Hold, but these reasons are

based on a delay from the client's side, for example:

* Awaiting client quote confirmation
* Awaiting client response
e Client unreachable

e Account in arrears

THE CALL ADMINISTRATION LISTING SCREEN

Ribbon Select Service > Call Administration

1BPO2 v2.5.1.3 or higher.
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Call Administration - Call Hold History

* The Call Administration screen will be displayed.

® - Call Administration - 5P0: Version 2.5.1.4 - v2514 Example Company [e=r-3(s3)
Home Contract  Finance /HR. nm-y n--ulwm Manufactring  Prosement  Sdles  Service  Reportng  Utities - & x
Q o ] Save Layout ol % a
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T, Save. ¥ Start
Links BB orag 2 ok header heve o group by l
Enter text o search... D) <
CalReference  CustomerName. . CllDste  ClState | Tedwican  Calfme  Desopton |Calfype  CalTypeDesc |ErorCode | ErorCodeDesc Seridl
e = 0 0 0 e 0 0 0 e R
Westwood Dynamic 40 21072014 AwaitngAc.. BeindaSha.. 13:26:10  Service machine SN: 1912-102036 sy Service 19“
‘Samanthas Diner 42 21/07/2014  AwaitngAc.. Beindasha.. 13:59:38  Machine repai needed =3 Repar £
Office Supples Unimited 44 23/07/2014  Awaiting Ac.. BeindaSha.. 11:34:37 1 black toner for colecton ToN Toner Requred ]
Titan Group. 47 3107/014  AwaitngAc.. Georgelam.. 14:13:49  Service requred =Y Service 1
Westwood Dynamic 51 05/08/2014 AwaitngAc.. Beindasha.. 13:00:23 Toner for delvery ToN Toner Requred ]
Titan Group 57 07/08/2014  Awaiting Ac... Beindasha.. 12:14:33  Toner required TON ‘Toner Required £
Young Electric 58 07/08/2014  AwaitngAc.. Beindasha.. 14:1%11  Contact Cosure -CO0000021 o’ Select Cal Type

Westwood Dynamic 59 08/08/2014 AwaitngAc.. BeindaSha.. 11:3%:50  Defver ful setof toners. TN ‘Toner Requred 8
] CNODD00GD  Westwood Dynamic: 62 06/08/2014  Awaitng Ac... WesleyHar.. 13:12:15  Machine Rental Deal NOR New Deal Rental
- B CNOOD0063  Young Blectric 65 20/08/2014  Awaiting Ac... WesleyHar.. 12:26:58  Machine service required

E] CNOD000  Danny Storm IT Cafe: 71 23/09/2014  Awaiting Ac... Daniel Balgo... 13:16:20  Toner for defvery.

B CNODOOO7D  Derton /Technologies 72 23/09/2014  Awaitig Ac... DarielBago.. 13:45:10  Service machine = Service 1
B CNOD00072  Derton /Technologies 74 25/09/2014  Awaitng Ac.. Karlen Jessi.. 11:0432  Machine service requred
______
© CNODO007S  Derton /Technologies 77 26/09/2014  Awaitg Ac... Karlen Jessi.. 12:07:35  Service and toner requred .
Pendng History [ CNOD00084  Titan Group 86 11/11/2014  Awaiting Ac... GeorgeJam... 16:17:59  Magenta toner required TON lu-annnd i)
Penda opiers 87 11t/ Mwatoghc.|Georgeem.. 162058 come. s weosisde
@ CNOD00094  Westwood Dynamic 9 08/01/2015 AwaitngAc.. GeorgeJam.. 15:07:45 staple unit for rental on current contract R New Deal Rental
B CNOD00099  Bothas Networking inc - 13/04/2015  UnAssigned 16:40:32  test frst work order SRV Service
[ CNO000109  Titan Group - 26/02/2015  Awaiting Ac... CarcinaSu.. 09:5200  Testmachine REP. Repair 18
B ONODO0125  Derton/Techndogies .. 0G/03/2015  AwaitngAc.. CaroinaSu.. 09:37:02  test REP Repar 8
- 06/03/2015  Awaiting Ac.. CarcinaSu.. 10:09:53 test SRV Service ]
27052015 AwaitngAc.. CarcinaSu.. 08:45:05  New customer contact cal = Select Cal Type

e Click on the row selector of the call you would like to work with.

47 31/07/2014  AwaitngAc.. George Jam.. 14:13:49  Service requred

CALL HOLD HISTORY

* Click on the Hold History tile.
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Call Administration - Call Hold History

* The Hold History listing screen will open displaying the call hold

events.

For a detailed handling of this topic refer to Calls - Hold History

Related Topics
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 Service - Introduction to Call Administration
 Call Administration - Edit a Call

e Call Administration - My Calls

 Call Administration - Assign a Call

» Call Administration - Start or End Work

» Call Administration - Close a Call

e Call Administration - Complete a Call

 Call Administration - Hold a Call
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 Call Administration - Release a Call

e Call Administration - Reinstate a Call
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