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Call Requests - Add Call Request

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

SERVICE

CALL REQUESTS - ADD CALL REQUEST

A Call Request can also be referred to as a pre-call. This feature is a business
aid, to make a note of request(s) from a customer who is on hold, or who is
over their allocated credit limit, or whose contract is on hold. No action will
be taken to fix the customer issue until the customer and/or contract is no
longer on hold, or the account has been settled. The call request is then con-

verted to a Call and the standard call process is followed.

+ | —]
Refer to Service - Introduction to Calls for information related to Calls and

the Call process.

The difference between a Call and a Call Request is that with a Call, the cor-
responding action is performed by the servicing business in response to the
Call, within the stipulated SLA period.

B
Refer to SLA Monitor Configuration for information related to the SAL period.

A Call Request however, only log request(s) for a customer, with an account
in arrears, who has been placed on hold, or whose contract is on hold. No cor-
responding action is performed to address the request until the customer or
contract is no longer on hold, or the account has been settled. The call

request then gets converted to a Call.

Ribbon Access: Service > Call Requests
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Call Requests - Add Call Request

$ - BPO: Version 2.5.0.7 - Example Company v2.5.0.7 (=J(=J(x]
| @ | Equoment/iocatons  Contact  Finance /R Tnwentory i [Projects  Manufacturing P Sees | Service | Reporting  Utiites
= g WP @ My Work Orders
a “_a % @ % % a @ U % Zﬁ Work Management | [5] M: ﬁ:ts - 2
TechMap Scheduling CurrentTech Technidans Availability Site Exceptions Calls |CallRequests| Work Orders  Service = My Work
Activity Exceptions Requests (53 Time Review () All Open Tickets
Technical a Process Ticketing Ope @
1. The Call Requests screen will be displayed.
2. Select the Site where the call request needs to be created.
3. Click on Add.
@ Short cut key: Right click to display the Process menu list. Click on Add.
$ - F » G - BPO: Version 2.5.0.7 - Example Company v2.5.0.7 [=J(=)(x]
& | Home | Jlocations  Contract  Finance /HR Inventory JProjects  Man Sales  Service Reporting  Utlities - & x
O X O B g & T
Add | Git  Dekte Bk | Savelayout Workspaces | conver ‘ / Refresh | Export
RequestRef CalDate CalTime Desaription CallType CallTypeDesc ErrorCode ErrorCodeDesc SerialNo AssetRegho Priority
¥ e = o e e A e e e e =
MIT"“*!W' | User: JulandaK | 31/01/2022 | Version : 2.5.0.7 | Example Company v2.5.0.7 2

CALL REQUEST BY SERIAL NO

4. The Call Requests Maintenance screen will be displayed.

5. In the Relates To frame, click in the Serial No field to display the

ellipses button.

6. When you click on the ellipses button the Select the related equip-

ment for this call screen will be displayed.
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7. Click on the row of the serial no you wish to log a call request against.
8. Click on OK.

$ - @ — 3 Call Remmeat mk _ o x
x

e Home  Equipment [Locations Contract Finance /HR  Inventory /Projects N facturir Procurement  Sales  Service  Reporting  Utilities - &

Ho ®

Save Back | Savelayout Workspaces

&
rRelates To : / =
T - g
Customer Pk |* RefType ReferenceType RaferenceNn./ N §
7 14
Contact P e e T R = e E
cALL Prior Call Reference =
‘Contact No. CTRT Contract No =l
Add 5 FNLC Location =
PMNG Project g
QuoT Quote Reference 2
SINV Invoice Reference e
Call Type v|* SORD Order Reference | 2
Error Code v a7 Select the related equipment for this call & siadlooLlloc ®
=
—_—— z
Description = Home Lz
F o S
9o g
—— g
< Ok | Back | savelayout
Call Date Time | 31/01/2022 v |iz2705 3 H
. = a 5
Priority | 3 . |* Prior Calls : —
SLA ] \
Date Required | 31/01/2022 - AssetRegNo | SerialNo PartCode | Description CategoryDesc ModelNo
Order o v 0 "0 20 e #0c et
i SIN32413546  1458-96523 K147 Kyocera Co... Kyocera Multifunct... K147
Logged By [FEaE E]Anzcmozse 2020-0093 202085  Drum Accessories
Status [ -lie AREGD00225 2020-1111 2020-856 Drum Accessories
Optional o AREGO00226 20202222 202085  Drum Accessories
AREGD00220  2020-4327 202085  Drum Accessories
AREGD00221  2020-4328 202085  Drum Accessories
“
‘ Open Windows v | User: JulandaK | 31/01/2022 | Version: 2.5.0.7 | Example Company v2.5.0.7 4

9. The Call Request Maintenance screen will be populated with the Cus-

tomer information linked to the Serial Number.

CUSTOMER CREDIT LIMIT

10. If the customer's account is in arrears, the Customer Credit Limit mes-

sage will display to inform you;

° 0 Warning: This customer's credit has exceeded the

Payment Terms, an outstanding balance of [amount] from
the [date] exists.
11. Click on OK.
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. ¥ Call Request maintenance - BPO: Version 2.5.0.7 - Example Company v2.5.0.7 |

‘ g Home | Equipment/locations Contract Finance /HR  Inventory JProjects & i Pr Sales  Service Reporting  Utilities

HO = B

J x

L)
& X

Save Back | Savelayout Workspaces |
Maintain Format | a
[Relates To : =
Customer | Cash Sales Account P ® %
Contact b e ]
Contact No. z
Address P o =
g
5
Customer Credit Limit 4—' X ®
e F
‘/ - =
Error Code |:| Warning: This customer's credit has exceeded the Payment Terms, an 2
tion [ =]+ outstanding balance of 1,456.00 from the 13/11/2021 exists. &
5
2
o
Fram <=z 7] O—[x ] g
Call Date Time | 31/01/2022 v |12 3 F

Priority | 3 2% Prior Cals :

SLA

Date Required | 31/01/2022 -

Order No

Logged By Julardar
Status 1 -l

Optional No

Open Windows v | User:JuandaK = 31/01/2022 | Version:2.5.0.7  Example Company v2.5.0.7 .

12. Click on the Customer Info tab to display the Customer Info frame
where you can view the Credit Status for the customer.
13. Click outside the panel to retract the frame and to continue logging the

"Call Request Details" on page 7.
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$ = Call Request maintenance - BPO: Version 2.5.0.7 - Example Company v2.5.0.7 —J(=](x]
| @ | Home | Eaupment/locatins Contact Finance /HR  Inventory  Mai JProjects  Manufacturi Sdes  Service Reporting  Utities - @ x

HO B &

Save Back | Savelayout Workspaces | o
[ -7
4 Format | Pa-a

Maintain

&
- \
[RelatesTo : Customer Info &~ \ A E"
Customer Cash Sales Account P g ® RefType eferenceType - Customer Info : §
P oy —yon B » | ASMN Serial No 2020-0093 3
o cAlL Prior Call Reference Customer Code |CUS00 §
Contact No. CTRT Contract No TelNo =
5 FNLC Location =
Address R o
PNG Project Reference Account Code g
QuoT Quote Reference Status |4 - -]
B Invoice Reference 2
Call Type v SORD Order Reference varms 3
S — e < e
-———————— =
Description . - =
=
~Credit Status © g
Credit Limit | 10000 #SD“Y’&”""‘Q;&;{ g
Call Date Time | 31/01/2022 - [1r2z0s 2 customer's 2
ime [31/01/ : Outside of Limits | 1,456.00 has exceeded the 2
Priority | 3 2% rPrior Cals : 1,456.00 R
s [0.00 © |calbate  |caltme | prop—
Date Required ’73]/0]/2021 - Notes | NoteDate NoteTime FulName |
@@ [= Oc e B
Order No m =7
Logged By uandsh ¥ anextenson 06/01/2021  14:59:43 Sasha Jones
—_— therr
Status |11 e b
~ testnew note  18/09/2017 | 09:19:08 Bianca Du Toit
Optional No Call customer |09/02/2017 | 11:21:25 | Judith Mudz... | —
Call customer |09/02/2017 | 11:20:36 | Judith Mudz...
nextthing | 16/04/2015 |00:00:00 | Bianca Du Toit
“« | P s P e Py —i
Open Windows

| User:JuandaK | 31/01/2022 | Version:2.5.0.7 | Example Company v2.5.0.7 .

OPEN CALL

1. If a call is open against the selected serial no, then you will receive an
Input Validation message to confirm;
o An open call with the following info exists against

this machine: Reference no: CN[ref. number], Description:
[call description], Call Type: [call type]. Are you sure a new
call must be added?
2. Click on Yes to create a new call, or,
* Click on No to ignore the request and to return to the Call
Request screen.
3. If you have selected to create a new call, continue logging the "Call

Request Details" on page 7.
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. ¥ Call Request maintenance - BPO: Version 2.5.0.7 - Example Company v2.5.0.7 |
‘ g Home | Equipment/locations Contract Finance /HR  Inventory JProjects & i Pr Sales  Service Reporting  Utilities

HO = B

J x

L)
& X

Save Back | Savelsyout Workspaces |

Maintain Format 4 fad
rRelates To : =

Customer P %
Contact b e ]
Contact No. 5
Address L § =

Input Validation 4_. £

. 5

¥ g

Call Type |:| * An open call, with the following info exists against this machine: =
Reference no.: CN0O000817 (=

Error Code l:l Description: test call for erroneous time log entry. @

Call Type: Administration S

Description * Are you sure a new call must be added? L

7

2

%] g

Call Date Time | 31/01/2022 v 125815 o No 3
Y A |

Priority | 3 2% Prior Cals : N\ -
sal ] N
Date Required | 31/01/2022  ~ \
‘Order No ]

Logged By | Juiandar
Status [l -l

Optional No

Open Windows v Capture screenshot.

| User:JulandaK @ 31/01/2022 | Version: 2.5.0.7 = Example Company v2.5.0.7

CALL REQUEST BY CUSTOMER

1. From the Call Request maintenance screen, click on the Search button
in the Customer field to display the Select a customer for this call

screen.

2. Click on the row of the customer you wish to log a call request for.
3. Click on OK.
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$ - Call Request maintenance - (70: Version 2.° (=JCa)0
- flocations  Contract  Finance /HR Inventory /Projects Salles  Service  Reporting  Utiites - & x
A [}
HO & &
[~}
Save Back | Savelayout Workspaces
Maintair a
[Relates To : TE"
Customer 2=+ RefType ReferenceType ReferenceNo §
Contact | Pel* d - Serial No ]
CALL Prior Call Reference o
Contact No. CTRT Contract No s
Address o FNLC Location 72
85! Select a customer for this call — J(a )l x g
Home ‘ E
Call Type L > i i | IE F
Error Code
Ok Back | Savelayout | ;
Description ‘ L
Process Format 23 =
2
g
Call Date Ti 31/01/2022 =
ime | 31017 CustomerCode  CustomerType  CustomerhName Currency | SiteDescription | CustomerPhd 2
Priority 3 % v e e s 8 e A A
SLA HELD001 RE Hello World 28R Durban 9439069!
Date Required | 31/01/2022 HIL0000O1 HILLCRESTP  Mary Conftrary AR Durban 083 559
» HOPOOL RE Hope Works (Pty) Ltd ZAR Durban 031123 U
Oraler e HOT0O01 ™ HotPirk 28 Duban 093873
Logged By  Julandak ITS0001 m IT Supplies 28R Durban 031123+
Status [N new || '2usoo1 RE Just InTime MR Durban 031 12:» b
Optional No
Open Windows + | User:JuandaK & 31/01/2022 | Version:2.5.0.7 = Example Company v2.5.0.7

CALL REQUEST DETAILS

Customer: The customer field will auto populate with the cus-

tomer name selected.

Contact: Click on the search button to select the contact you

wish to add to the call request.

Contact No: This field will auto populate with the contact number

for the contact selected.

Call Type: Click on the down arrow to select the required call

type from the drop-down list.

Error Code: Click on the down arrow to select the error code,

qguoted by the customer.

Description: Click in the text box to type in a description of the

work that is required.

Call Date Time: This field will display the current date and time.
e Date: Type in or click on the down arrow to select an

alternative date using the calendar function, if
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applicable.

* Time: Type in, or use the arrow indicators to select an
alternative time, if applicable.

* Priorityl: Type in or use the arrow indicators to select the call
request priority.

* Date required: This field will default to the current date and time
the call request is logged.

* Date: Type in or click on the down arrow to select an
alternative date, using the calendar function, if applic-
able.

e Time: Type in, or use the arrow indicators to select an
alternative time, if applicable.

* Order No: Type in the Purchase Order number raised by the cus-

tomer, if applicable.

E/j Note that the order number can be mandatory based on

the customer contract configuration, i.e. if it is specified in the
contract to include an Order Number, then this field will be

mandatory for the particular customer.

* Logged By: This field will auto populate with the name of the per-
son logging the call request. This field cannot be modified.

e Status: The status will be set to N - New, by default and cannot be
modified.

* Optional No: This field can be used for an optional reference num-

ber that the customer may wish to keep on record.

11 = Most Important and 5 = Least Important
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$ - Call Request maintenance - BPO: Version 2.5.0.7 - Example Company v2.5.0.7 [=JCoaj(x
| @ | Home | flocations  Contract  Finance /HR  Inventory JProjects i Sales  Service Reporing  Utiities - & x
A [}
HO & &
[~}
Save Back | Savelayout Workspaces
Maintair D
[Relates To : TE"
Customer Hope Works (Pty) Ltd L RefType ReferenceType ReferenceNo §
Contact Henry Rowe Pt d - 5’_“"’ E
CcALL Prior Call Reference =
Contact Mo, 031555 1234 CTRT Contract No o
Address | Plot 91Leaf Road £ o FNLC Location =
Leaf Hils PMNG Project Reference &
Pink Town g
Durban South Q0 | umis Reference) H
SINV Invoice Reference =
Call Type |Repair v|* SORD Order Reference 3
Error Code | Faulty Hardware v @
=
Description  Printer not working| . :\
3
2
o
ey 2
Call Date Time | 31/01/2022 v 132023 3 H
Priority | 3 T * Prior Calls :
sl ] |CalReference | CallDate CalTme  |Desaipon | CalType CalTypeDesc | ErrorCode ErrorCodeD:
Date Required | 31/01/2022 hd
Order No
Logged By uandar
Status 1 -l
Optional No
. B
Open Windows | User:JuandaK = 31/01/2022 | Version:2.5.0.7 = Example Company v2.5.0.7

RELATES TO FRAME

If you did not select the serial no first, then the relates to frame needs to be

updated.

4. Serial No: Click in the Reference No. text box to display the ellipsis but-
ton.
5. Click on the ellipses button to display the Select the related equipment

for this call screen.

E/j Note that the list will be limited to those machines linked to the cus-

tomer, if the customer was selected first.

6. Click on the row of the equipment serial no. that you wish to add to this

call request.
7. Click on OK.
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. ¥ Call Request maintenance - BP0: Version 2.5.0.7 - Example Company v2.5.0.7 =J(a j(x]
‘7@ ‘ Home | Equipment/locations Contract Finance /HR  Inventory J/Projects  Man i Pr Sales  Service  Reporting  Utilities - & X
=
HO X
==
Save Back | Savelayout Workspaces |
-
Maintain Format ' a
Relates To / =
Customer |Hope Works (Pty) Ltd P |* RefType ype J N g
Contact HemyRowe P |* [ Asmn 4 el 3
CALL Prior Call Reference =] §
‘Contact No. 031555 1234 CTRT Contract No G
Address [Plot 91Leaf Road £ FNLC Location =
Leaf Hils PMNG Project Reference -
Pink Town g
fetd QuoT Quote Reference g
SINV Invoice Reference 2
Call Type |Repar . SORD Order Reference 3
Error Code | Faulty Hardware - ol Select the related equipment for this call 7 =Jlo jlx] E
=
Description  Printer not working L Home \ B
y A 7
90 ®] i
| g
Call Date Time | 31/01/2022 - 13023 & :adc\‘:emyout 2
Priority 3 3% Prior Call 1 Process .[Wormat 2
SLA |8.00 "‘ \cdl:
» |cNoo00473 12500, - -
Date Required | 31/01/2022 - gho  SerialNo PartCode  Description CategoryDesc ModelNo
Order No v | Qe e 3 s e -
AREGO00060 20-98765 KZN-122TFB  Kruger ZNFaxM... Hardware 122
Logged By Juiandak
By [ Mar .\ nm10301 NMACH New Machine Hardware
Status [ - lNev EAREGDGDSH NMACH-2020... NMACH New Machine Hardware:
Optional No AREGO0D313 NMACH-2020... NMACH New Machine Hardware
AREGO0D006 1020-10101  SP1020 Copier Hardware SP1020
AREGO00007 1020-10102 SP1020 Cooier Hardware: SP1020 i
4 5
“
Open Windows ~ | User: JulandaK | 31/01/2022 | Version: 2.5.0.7 | Example Company v2.5.0.7 g

As the serial number is selected, any other details related to the selec-
ted equipment will auto populate,if available.

Any prior calls linked to the selected serial no will display in the Prior
Calls frame.

10. Click on Save.
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. ¥ (Call Request maintenance - BPO: Version 2.5.0.7 - Example Company v2.5.0.7 = Jl8 | x
E Home | Equi [locations  Contract  Finance /HR  Inventory i JProjects  Man i Sales Service Reporting  Utiities - & x
A
HO ®|
==
Save | Back | Savelayout Workspaces
-
Maintain 4 Format 4 (el
rRelates To : =
Customer Hope Works (Pty) Ltd P gt RefType ReferenceType ReferenceNo %
Contact Henry Rowe Pe 4 NMACH-2020-12345 3
CcALL Prior Call Reference -
Contact No. 031555 1234 CTRT Contract No 00000052 =3
Address Plot 91 LeafRoad £ FNLC Location . =
Leaf Hils PMNG Project Reference g
Pink Town g
fetd QuoT Quote Reference g
SINV Invoice Reference 2
Call Type | Repar ks SORD Order Reference 3
o cote E
———————————— =
Description  Printer not working L B
7
]
o
< £
Call Date Time | 31/01/2022 - 13023 3
Priority | 3 T % Prior Calls : N
sta (0.0 © |calDate | calTme i |calmype | calTypeDesc | Errorcode ErrorCodeD:
Date Required | 31/01/2022 -
‘Order No
Logged By Juiandsh ._
Status |1 -l
Optional No
‘ | I
Open Windows ~ | User:JulandaK @ 31/01/2022 | Version: 2.5.0.7 = Example Company v2.5.0.7 7

11. You will return to the Call Requests Listing screen where you can view
the call request.

12. Click on Refresh to update the screen, if required.

13. Click on Back to exit the call request listing screen
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$ - .——bcﬂm-mh—'-uﬂ-a—*c—mﬂ_uu = (B ])(x
$ | tome ipment /Locations  Contract  Finance /HR  Inventory  Mai JProjects  Man i Sdles  Service Reporting  Utiities - & x
p = . — =
O X0 | il L
- | .
Add  Edt Delete | Back [ Savelayout Workspaces | Convert Refresh| | Export
Request 1\. = to Call |
Maintenance a For 4| Proce... 4 Current 4| Print 4 @
RequestRef Callpate CalTime Description CallType CalTypeDesc ErrorCode ErrorCodeDesc SerialNo AssetRegho Priority
» | e = o e W Al W e e W =
DCRO00S000 31/01/2022  11:07:57 Paper continue to jam when printing and ... REP PJ 2020-8083  AREGO00096
» DCROOOSO01  3101/2022  13:20:23 Printer notworking correctly REP FA NMACH-202... AREG000312

»

Open Windows ~

| User: JiandaK | 31/01/2022 | Version :2.5.0.7 = Example Company v2.5.0.7 »

MNU.122.046
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