Calls - Assignments

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

SERVICE

CALLS - ASSIGNMENTS

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 Assignment is work that is given to a technician to do. This could be

handled differently on the system depending on whether Tech Connect is

used.

On Tech Connect, the Technician will see the list of assighments and Accept

the Assignment when about to travel to the client. Work and resources can

be logged as the technician performs the required job. He may need to Reject

the Assignment if the client is not available or out of his logistical route.

The work can be Accepted on behalf of the Technician using the Force Accept
option in the Call Assignments listing, or Rejected on behalf of the Tech-

nician.

If not using Tech Connect, work assignments are automatically accepted by
the system. However, the current assignments can be viewed and additional
assignments added. In the case of calls, one assignment is done at a time -

with another assignment following a prior resolution.

Ribbon Select Service > Calls

1BPO2 v2.5.1.3 or higher
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e 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.
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TECHNOCOsTES Calls - Assignments

» Select the Call you wish to work with.

¢ Click on the Edit button.

@Short cut Key: Double click in the row of the call you wish to edit.

* The Call maintenance: Call ref. - [call ref. number] screen will be
displayed.
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Calls - Assignments

* Click on the Assignments tile.

$ - —- Call mai Call ref. - C - BPO: Version 2.5.0.4 - Example Company v2.5.0.0 -8l x
E | Home I [locations  Contract  Finance /HR  Inventory /Projects Sales  Service  Reporting  Utiities - & X
HO OG22 UdBPM»» /] @ =
Save Back | Close Complete Assign Hold Pendng R Reinstate | Savelayout Workspaces | Print | Note
Maintain . Process Format 4 Print 4| Info . ad
Links 2 rRelates To : m
g
Enter texttosearch,.. P Columer | Dokt yoe §
¥ Serial No 1020-10101
Contact Kelly Jones P 3
Functions Y Prior Call Reference Z
Contact No. Call Request Reference B
Address [Plot 91 Leaf Road P Contract No €00000050 =
Leaf Hills Location ®
Pink Town ” ference
Durban South EROECE RS —
Quote Reference g
Work In Progs Call Type |Repair v|* Invoice Reference %
Order Reference =
fror code ;
4
Description Paper not feeding through rollers i -
[}
2
2
2
Call Date Time | 14/12/2021 v w24 2 z
Priority | 3 1" rPrior Cals - -
SiA C CalDate  |CalTme | Description
» CNODDS298 |14/12/2021 | 10:23:41  Paper not feeding through rollers
Date Required | 14/12/2021 - CND0D0543 117/11/2017 | 13:15:48 | test call swap out po status
oOrderNo PO12345 CNO000S519 07/08/2017 | 14:19:10 Full set of toners required
CNDD0D516 03/08/2017 [15:21:01 | Testal functions on the copier
Logged By Juisndar CND0DOS510 13/07/2017 |08:45:37 | Test call for invoice and checks
ates [TEE CNDD0O501 29/06/2017 |16:14:01 | Loan unit - Altemate Issue
B CNDD0D647 23/05/2017 |08:00:00 | TT010 - Daily, Colour 1000 - Call per WO
Optional No ACCTS002
K ol
| User: JulandsK | 13/01/2022 | Version:2.5.0.4 | Example Companyv2.5.0.0

VIEW ASSIGNMENTS

The Call Assignments listing displays any call assignments that have been cre-

ated.

$ - (=J(2)0x]
‘E Home | Equpment/Locations  Conract  Finance /HR  Inventory  Maintenance /Projects  Manufactring  Proaement  Soks  Service  Reporting  Utiites - & x
.
OxXo ] S
Add  Del or Savelayout Workspaces = Refresh
essing Fe >
AssigneeName AssignorName AssignDate AssignTime ‘Comments GPSlongitude GPSLatitude  Status
v o - o 0 = = 0
» Bianca Du Toit Bianca Du Toit 17/05/2023 11:49:12 30.78 -29.80 A
Open Windows ~ | User :Bianca | 05/12/2023 | Version: 2.5.1.4 | v2514 Example Company
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Calls - Assignments

FORCE ACCEPT

* The Assignment Listing for Call, Ref no: [call ref number] screen
will be displayed.
* Click on the row of the technician you wish to accept the call for.
* Click on Force Accept.
* A Delete Call Assignment message box will display to confirm;
* Are you sure you want to accept this call assign-
ment?
* Click on Yes.
P T R e S e 5]

o x[al ® &

Add  Delete | Force || Savelayout Workspaces | Refresh
Accept -

AssignDate AssignTime Comments  GPSLongitude GPSlatitude  Status
J@ o = o ol = = e
E]T?Eo Peterson Sasha Jones 12/01/2022 15:37:45 Paper not f 0.00 0.00 N

Delete Call Assignment 4—.

L
0 Are you sure you want to accept this call assignment?

e——[ =1

Open Windows ~

| User : JuiandaK | 13/03/2022 | Version : 2.5.0.4 | Example Company v2.5.00
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TECHMNOLOGSTES

Calls - Assignments

* Close the Assignment Listing for Call screen.

$ - Assignment Listing for Call Ref no : CNO005298 - BPO: Version 2.5.0.4 - Example Company v2.5.0.0 (= (o ][ x]

| @ | vome | Caspment/Lotons  Conwract  Fnance/tR  Imentory  Mantensnce [Frojects Manufactisig  Proasement  Sses  Senvice  Repartng  Utdtes - =
¢ =] = |
O X =& &
Add D Refresh

Pro Format X
AssignDate AssignTime Comments GPSLongitude GPSLatitude  Status
LA o = Al L 3 = = o
» Theo Peterson Sasha Jones 12/01/2022 15:37:45 0.00 0.00 A
Open Windows +

| User : JuiandaK | 13/03/2022 | Version: 2.5.0.4 | Example Company v2.5.00

* You will return to the Call Listing screen.

* Change the Status to In Progress, to view the call.

@ Note that the Call State has changed to Accepted.
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$ - .——bmm»mmm—wwm
$ | tome | [locations  Contract  Finance /R Inventory . {Projects

@ Q wpraon | 4G [pefauit M1 M save Layout :L‘i“" @ G DHQ %

2= Workspaces ¥
Add Edit 1301/2022 + Refresh mycals [] % Save Fiter W stort Close Complete Hold Pending -

Maintain State Format A work 4 Process 4| Print 4| Repo.. . ad

@ Find © Filter

CalReference | CallDate CalState Technician CallTime Description CallType CalTypeDesc
v o = e o0c Lk e o0
Theo Peterson 10:23:41 Paper not feeding through rollers REP Repair
Theo Peterson 08:00:00 Tier - Commerdial Tier Test INST Installation
Mary Thompsan 14:52:46 PROJ4060R002 NDS New Deal Sale

Information No Of Calls

Durban 30 -
pr)

plE CNO005298  14/12/2021
[ CNO0DS5291  16/10/2021
B CND00S274  01/10/2021

A

@ Hold
@ Pending
© Complete
© Closed
Qua

- Pretoria
© New
© InProgress
@ Hold
@ Pending
© Complete
© Closed
Qua

~ [E] Cape Town
© New
@ InProgress
@ Hold
@ Pending
© Complete
© Closed
QA

Open Windows ~ | User : JulandeK | 13/01/2022 | Version: 2.5.0.4 | Example Company v2.5.0.0

Count: 3

cococococeccooococooocoyeeoo

ASSIGN CALL ASSIGNMENT

* From the Assignment Listing for Call Ref no : [call ref. number]

screen.
* Click on Add.
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$ -
& o

Assignment Listing for Call Ref no : CND005292 - BPO: Version 2.5.0.8 - Example Company v2.5.0.8

rh\ﬂ
X |x

flocaions  Contract  Finance /HR  Inventory i JProjects  Man i Sdles Service Reporting  Utities

QX G
Add | Delet

Force | Savelayout Workspaces | Refresh

& BB O

Format 4 Cur.. 4 ad

AssigneeName
v e

Assignorhlame AssigrDate AssigriTime: Comments  GPSLongitude | GPSLatitude  Status
o = o ofc = = o

Open Windows ~

| User: JulandeK | 10/05/2022 | Version:2.5.0.8 | Example Company v2.5.0.8

* The Call Assignment maintain screen will come up, with the fol-
lowing fields populated:
* Detail: The Call Description.
* Assignment Date and Time: 2 days from current date
and time.
* Assigned By: The employee who is currently logged

on.

e Complete the details as follows:
* Assigned To: Select the employee who will be doing
this work.
* Detail: This is pre-populated with the call description,
but the detail can be added to for further instruction

to the technician.
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Calls - Assignments

WORK ORDER ASSIGNMENT LINK

* Next you will select to either link the assignment to the existing
open work order or create a new work order. Do no select both

flags.

Link to Open Work Order

* For new calls, you will be linking the assighment to the existing
Open Work Order.
* Click on the check box in front of the relevant Open Work Order.

Create New Work Order

e This feature is used if the technician needs to follow up on the
same call, but for a different task, for instance when a call has
been re-assigned. The assignment detail needs to be changed
accordingly.

* Click on the Create new Work Order check box.

¢ Click on the Save button.

Help v2024.5.0.7/1.0 - Pg 9 - Printed: 04/07/2024

CO3 Technologies (Pty) Ltd © Company Confidential



Calls - Assignments

$ - Call Assi No.: € - BPO: Version 2.5.0.8 - Example Company v2.5.0.8 -
_#_”Hm Equipment /Locations  Contract  Finance /HR  Inventory i JProjects  Manufacturi Sales  Service  Reporting  Utlities -

Hlo R E

Save | Back | Savelayout | View Cal

AES
& X

Detail | 245 - 2 month service

Assignment Date | 10/05/2022 v |13:27:49 1 *
Assigned By lulanda Kessler -

Create new Work Order [

Open Work Orders

WOCode Description
WOD006215 M - 2month service

oo

Open Windows ~ | User:JulandaK | 10/05/2022 | Version:2.5.0.8 | Example Company v2.5.0.8

REJECT CALL ASSIGNMENT

* From the Assignment Listing for Call Ref no : [call ref number]
screen,

* Click on the row of the assignment you wish to remove.

* Click on Delete.

* When you receive the Delete Call Assignment message to con-

firm;

* Are you sure you want to reject this call assignment?

¢ Click on Yes.
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| @ | Home | Ecupment/Locaons Contract Finance /HR Inventory

Assignment Listing for Call Ref no : CND005292 - 10 Version 2.5.0.8 - Example Company v2.5.0.8

Fr = o0
10/05/2022 13:27:49 2MS - 2mo.. 0.00 0.00 N

Delete Call Assignment q_o

P .
o Are you sure you want to reject this call assignment?

O— [ 1

o | |
| & i /Projects  Manufacturi Sales  Service Reporting  Utlities - & X
OXl¢ B H o
Add | Delete | Force | Savelayout Workspaces | Refresh
Accept | x:
Processing Format 4| Curr a
igr AssignDate AssignTime: Comments GPSLongitude GPSLatitude  Status
v e o = o0 o _
DmnTwah Julanda Kessler

| User : JulandaK | 10/05/2022 | Version : 2.5.0.8 | Example Company v2.5.0.8

* Next you will receive the Rejection Comments screen.

e Click in the comments section and type the rejection comments.
* Click on Save.

Open Windows ~

. v Assignment Listing for Call Ref no : CND005292 - BP0 Version 2.5.0.8 - Example Company v2.5.0.8 L=Jla i3]
| @ [ rome | flocations ~ Contract  Finance JHR  Inventory /Projects Sales  Service Reporting  Utities - & x
OXo B H &
Add Delete Force | Savelayout Workspaces | Refresh
Accept | -
Processing Format 4| Curr... a4 2]
igr AssignDate AssignTime Comments  GPSLongitude GPSlatitude  Status
L a0 ol Al oQc
» John Twain Julanda Kessler 10/05/2022 13:27:49 2MS - 2mo. 0.00 0.00 N
lﬂmmmd——g [— e ]x]
Home I
L 3] A
=JL<]
Save | Back
Process 4 [
Call was incorrectly assigned. Technician unavaiable

Click here to type the
rejection comments

| User:JulandaK | 10/05/2022 @ Version:2.5.0.8 = Example Company v2.5.0.8 4
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Calls - Assignments

* The Status has been updated to R - Rejected.

* Close the screen to return to the Call maintenance screen

® - Assignment Listing for Call Ref no : CNO005292 - BPO: Version 2.5.0.8 - Example Company v2.5.0.8 Lol
@ | ome | /locaons  Contract  Finance /MR Inventory  Mai JPrajects Sales  Service Reportng  Utiities - =[x

N y = $

OXOG ®] &

Add  Delete Savelayout Workspaces | Refresh

Accept -
Processing 4|  Forme at Curr Q
- AssignDate AssgnTime | Comments

v e e

GPSLongitude | GPSLatitude

Status \\
a0c e 0c N
Julanda Kessler 10/05/2022 13:27:49 Call was incorrectly assig... 0.00 0.00 Sta o]

|| "B

o

Open Windows ~

| User : JulandaK | 10/05/2022 | Version : 2.5.0.8 | Example Company v2.5.0.8

MNU.122.022
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