Call - Close a Ca

We are currently updating our site; thank you for your patience.

SERVICE

CALLS - CLOSE 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-
patibilityl. 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.

A call that has been closed, can only be viewed in the All status.
A Call can be re-instated after it has been closed.

If you need to process something on a work order linked to a closed call, e.g.
raise a Credit Note, then the work order will need to be re-instated. The

work order can then be close again.

The system will notify you of any outstanding items, e.g. billable items not yet
invoiced, for the call. You will have to act on the relevant messages before

the call can be closed.

Ribbon Select Service > Calls

* The Call Listing screen will be displayed.

1BPO2 v2.5.1.3 or higher
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* The Calls are listed by Site and will display calls for the first Site
listed.

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

e Select the Call you wish to work with.
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¢ Click on theClose button.

* When you receive the Input Validation message to confirm;
* Are you sure you want to close this call, reference
no. CN[ref. number]? It cannot be reopened. Answer
'Yes' to close the call.
* Click on Yes.
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* When you receive the Call Module - Closure message to confirm;
* Please add the action taken to resolve this call?
e Click on OK.

* The Comments - Call Ref: [ ] for screen will pop up.

* Any work orders linked to this call will be listed in the text box.
* Type in the call closure comments next to the work order num-

bers.
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* Note: These comments will automatically pull through
if you have updated the rectification comments on the

work order.

47 : Emaiing process completed as requred.

* You have the option to select an Error Code at call closure.

* Click on the drop-down arrow in the Error Code field to display
the Error Code menu.
* Note: If the company configuration is set so that this is
mandatory - then you will have to select an error code

before saving.
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* When you have finished editing this Comments screen, click on

Save.

* A Call Module - Closure message box will pop up, informing you
that;

* The call, reference [ ], has been closed.
e Click on Ok.
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* Note: On close, the system will auto-

matically close the linked work order.

Call Module - Closure X

[ Y

o]

* You can now view the closed call in the Call Listing by searching
for the specific call number, which will open the call maintain

screen. Closed calls have been removed from the Call Screen for

performance enhancements.

MNU.122.012
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