Service - Introduction to Calls

SERVICE

INTRODUCTION TO CALLS

The Call Listing screen is used to log billable and non-billable service calls

against contract and non-contract machines.

New Deal Sale and New Deal Rental processing will also process through the

call centre which will enforce stock issue before invoicing.
Technicians or Drivers are assigned to calls.

When a call is logged, a Work Order is created within the call. The Work
Order maintains all the details for work done, including Labour, Parts,

Expenses, Travel, Sub Contract Work, etc.

Additional Work Orders can be created within a single call, for additional

work, that needs to be completed.

Ribbon Access: Service > Calls
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1. The Call Listing screen will be displayed.

RIBBON ACTION BUTTONS

MAINTAIN ACTION BUTTONS

* From the Call Screen click on Add or Edit to be directed to the
Call maintenance screen. Refer to Calls - Log a Call or Calls - Edit
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STATE ACTION BUTTONS

* The calls displayed in the call data grid, are filtered by the date
range selected. Change the date range to view older calls, or to
refine the call list.

* Default has been checked by default. The default period in the
date range is configured in the Company Configuration data and
is set to 180 days.

* Calls can be filtered by selecting My Calls. Refer to Calls - My
Calls
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Change Call Date Range

2. Deselect the Default check box,

3. Click on the down arrow in the date range fields to adjust the date
range using the calendar function.

4. Click on Refresh to update the call list screen with the calls within the
Call Date range.
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WORK ACTION BUTTONS

My Call will assign a call to the user who is currently logged onto
BPO.
Assign will assign a call to an employee and will move the call to
the In Progress status.

 Start will begin the Start Work process for the Call.

Help v2.5.0.14 - Pg 4 - Printed: 25/06/2024

CO3 Technologies (Pty) Ltd © Company Confidential



Service - Introduction to Calls

‘ - Call Listing - BPO: Version 2.5.0.4 - Example Company v2.5.0.0 = Jlalx
77@ | Home | Equipment/Locations  Contract  Finance/HR Inventory |Projects  Man i Sales  Service  Reporting  Utiities - B
= = _— v = h NG | =
Vi = = R
2 Workspaces Assion X
add et | [i3jopoz v| Refesh Mycals O | @ gperper :ff__ _ | Close Compete Hold Pendng Release | Print | Reports ‘
| ) - >
Maintain | State Format Al a MY Call Process 4| Print | Repo \ L
T
@ Find O Filter \ |
~————————————— | |ColReference | CallDate Calstate | CallTime Desaription CalType  CallTypeDesc
- LN 13 = agc \‘ "‘: Start } e L3 0c i
Informaton | NoOf Cals » B oNO0OS297  16/11/2021  UnAssigned . | 16:36:30  2MS - 2month service sM Scheduled Mainte
v - Bouban 138 = CNODDS296  05/11/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduied Mainte
Ne 3%
8 m: ; CN0005295  29/10/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
ess
k- [ CND005294  26/10/2021  UnAssigned 08:00:00 2MS - 2 month service SM Scheduled Mainte
& Hold 0
@ Pendng 0 [ CNOOD5293  22/10/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
CNOOOS292  16/10/2021  UnAssigned 08:00:00  2MS - 2month service M Scheduled Mainte
QO Complete 0
Odossd 0 CNO00S290  15/10/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
Qua 38 (CN0005289  08/10/2021 UnAssigned 08:00:00 BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
- Pretoria 0 'CN0005288 01/10/2021 Un, ed 08:00:00 BathBinMaint - Bathroom Bin Maintena sM Scheduled Mainte
Assigne
O nen 0 ! B CNO0D5287  24/09/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
@ mProgrese |0 B CNOQOS286  17/09/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
8 :::Iang E CNOOOS285  16/09/2021  Awaiting Acceptance  Theo Peterson 08:00:00  Tier - Commercial Tier Test INST Installation
0 Complete 0 CND005284 15/09/2021 UnAssigned 08:00:00 2MS - 2 month service M Scheduled Mainte
O cosed 0 [ CNOOD5283  10/09/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
CNO00S282  03/09/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
Qua 0
> Cape Town 0 [ CNo0DS281  27/08/2021 UnAssigned 08:00:00 BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
Q© New 0 CNOOOS280  26/08/2021  UnAssigned 08:00:00  2MS - 2month service M Scheduled Mainte
Q InProgress 0 CNO0OS279  20/08/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
@ Hold 0 CNO00S278  17/08/2021  UnAssigned 08:00:00  2MS - 2month service M Scheduled Mainte
@ rendng 0 [ CN0005277  17/08/2021  UnAssigned 08:00:00  Tier - Commercial Tier Test INST Installation
© Complete 0
Q Closed 0 Count: 36
Qal 0 v | « »
Open Windows ~ | User : JulandaK | 13/12/2021 | Version : 2.5.0.4 | Example Company v2.5.0.0

PROCESS ACTION BUTTONS

Close a call when there are no further outstanding items on the
call. Closed calls can only be viewed in the All status and cannot
be re-opened once they have been closed.

Complete a call once a technician has completed the required
work. Outstanding admin work, like updating or Invoicing the call,
can still be done.

Hold will place a call on hold when work needs to be stopped
while a customer issue is being resolved. The SLA monitor will be
"paused" until the call has been released from hold.

Pending differs from hold, in that work will be stopped to resolve
an internal company issue, such as unavailability of stock. The SLA
Monitor will continue to run for calls in this status.

Release a call that has been placed on hold or pending. The call

will move back to the New status where it can be re-assigned.
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Open Windows ~ | User : JulandaK | 13/12/2021 | Version : 2.5.0.4 | Example Company v2.5.0.0

REPORTS

5. The Print action button will display a drop down menu with report
options that can be selected for a call;
e Call Report
* Items Issued
e Delivery Report
* Service History
e Customer Service History
* Work Order Report
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THE SITE [ STATUS PANEL

This panel shows all the sites that have been configured on the system, with a

separate status list for each site.

E/] Note that you do not need to select the site or a status before creating a Call. The

system will place the Call in the site where the asset is located.

* New: The total number of new Calls logged. These call have not
yet been assigned to and accepted by a technician.

* In Progress: The total number of Calls that are assigned, or have
been accepted by Technicians.

* Hold: The total number of Calls placed on Hold due to client
issues, e.g. a technician may not be able gain access to a site loc-

ation as the client is unavailable to open the building.
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@ Note that the SLA Monitor will be paused for calls in this status.

* Pending: The total number of Calls placed in pending due to a

company issue, e.g. a technician may not have boot stock to com-

plete a job on site.

[ZT Note that the SLA Monitor will continue to run for calls in this status.

* Complete: The total number of Calls where technicians have com-
pleted the work required. The service centre can now complete
Call updates and invoice the Call, where required.

* All: The total number of all the calls for the site is listed, including

closed Calls.

cccecoccccocacccaoygacoanyl

FIND A CALL

You can find any call, regardless of the site, status or date range.
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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.
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4. The row containing the call number you have searched for, will be selec-

ted in the call list screen.
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® - Call Listing - BPO: Version 2.5.0.4 - Example Company v2.5.0.0 — (o jx
E | Home | Equipment/Locations  Contract  Finance /HR  Inventory i [Projects  Mar ir Utlities - & x
@ 2 | [owmez -] 45y vefaur [ | A Swelavst | gimycal O G Dud %
Add  Edit Refresh i e [ Close Complete Hold  Pending
- se omplet 'en
e L e Mycals O | & coveriter W Start
Maintain 4 State P Format i Work Process ad
@ Find O Filter
m CalReference  CalDate Calstate Technician CallTime Desaription CallType CallTypeDesc
L AN = L3 L3 wc Qe e [: 3 —
Information No Of Cals B CNO0D5278  17/08/2021  UnAssigned 08:00:00  2MS - 2month service sM Scheduled Mainte
T CNODDS277  17/08/2021  UnAssigned 08:00:00 - Commercial Tier Test INST Installation
~+ [& Durban 40 = 108, r—
» Ne 38
8 m: s CNOOD5276  13/08/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
ess
o muog B ) CN00DS275  06/08/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
15:27:59  PRI40B/1 NDS New Deal Sale
@ Pending 0 =
O compete 0 = 15:14:18  HWQOO1 NDS New Deal Sale
O Closed 0 CNOOD5271  30/07/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
Qua 40 CND0D5270  23/07/2021 UnAssigned 08:00:00 BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
+ [ Pretoria 0 [ CND0D5269  17/07/2021  UnAssigned 08:00:00 Tier - Commercial Tier Test INST Instalation
O nen 0 ! @ CNO005268  16/07/2021  UnAssigned 08:00:00 2V - 2month service sM Scheduled Mainte
@)t Progress |0 B CNOOOS267  16/07/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
8 :"Hd g CNODDS266  09/07/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
en
O com p":;m : CNODD5265  02/07/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
CNOODS254  26/06/2021  UnAssign 08:00:00  2MS - 2month service M s Mainte
O Cosed > o] 106/ ed th cheduled
o 0 CNO0D5263  25/06/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
- Cape Town 0 [ CNO005262  18/06/2021  UnAssigned 08:00:00 2VS - 2month service sM Scheduled Mainte
Q© New 0 CNODD5261 __ 18/06/2021 _ UnAssigned 08:00:00 _ BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
ogress » B CNOOOS260  17/05/2021  UnAssign: 08:00:00  Tier - Commercial Tier Test INST Instalation
Q Inpr 0 (23] /061 ed | talla
@ toid 0 CNO005259  11/06/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte
@ Pendng 0 [ CN0005258  04/06/2021 UnAssigned 08:00:00 BathBinMaint - Bathroom Bin Maintena... SM Scheduled Mainte _
© Complete 0
Q Closed 0 Count: 38
Lo} 0 M '
Open Windows ~ | User: JuandaK | 13/12/2021 | Version: 2.5.0.4 | Example Company v2.5.0.0

CALL FILTER

You can filter a range of calls that contains the a specific prefix.

1. Click on the Filter radio button.
2. Type in the prefix you wish to filter the call list by, in the text box.
3. Press Enter.
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4. The call numbers that match the prefix you have specified, will be listed
in the call list screen.
5. To remove the filter, click on the 'x' in the Call Reference line.
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%e CNOD0527% | = L33
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§
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© |= cnoooszzo

20/08/2021
17/08/2021

13/08/2021
06/08/2021

30/07/2021
23/07/2021

UnAssigned

UnAssigned
UnAssigned

UnaAssigned

08:00:00
08:00:00

08:00:00
08:00:00

BathinMaint - Bathroom Bin Maintena...

2MS - 2 month service

BathBinMaint - Bathroom Bin Maintena...
BathBinMaint - Bathroom Bin Maintena...

BathBinMaint - Bathroom Bin Maintena...
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Service - Introduction to Calls

CALL LIST DATA GRID

1. The data grid displays a list of all the calls within the selected site,

status and date range.
2. The calls are colour-coded by Call Type.

C/J9 Note that you can configure the call types and call type colours as required.

ASSIGNED TECHNICIANS

3. The last assigned technician for each call, can be viewed in the Tech-
nician column.

4. Count: at the bottom of the call data grid, will display the number of
calls listed in the data grid.

5. Close the screen when done.

$ - Call Listing - BPO: Version 2.5.0.4 - Example Company v2.5.0.0 (=J(aJCx
] | Home | Equpment/lLocains  Contract  Finznce [HR  Inventory /Projects Sales  Serviee  Reporng  Utilties -2 X
e am] e " 2 - - > —~
O | ? ooy -] 4G pefat O M savelayout | gl My cal 0 (e DHQ % P ﬁ !j
Add  Edt Refresh e Close Complete Hold  Pend Print | Reports
R Syima - Mycke O | o covemter ¥ Start cn R yiosai et B e Al i |
Maintai 4 State 4 Format A work L :mt:‘,.Q 4| Print | Repo.. | o
O Find © Fiter |
|CalReference  CalDate CallState: Technician CallTime Description CallType CalTypeDesc | &
LA 3 = e s 3 i 3 o -
Information No Of Calls [ CNDDOS290  15/10/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Maintenance
- E Durban 150 - CNO0D5289  08/10/2021 UnAssigned 08:00:00 BathBinMaint - Bathroom Bin Maintena... SM Scheduled Maintenance
» Ne 181
8 m;wess B CNODOS288  01/10/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Maintenance
CNOOOS5287  24/09/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Maintenance
@ Hold 0
) CNOODS5286  17/09/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Maintenance
@ Pendng 0
O Compiete 5 CNO005285  16/09/2021  Awaiting Acceptance  Theo Peterson  08:00:00 Tier - Commerdial Tier Test o InsT Installation
@ Closed 4 CNO0D5284  15/09/2021  UnAssigned 08:00:00  2MS-2monthservice _ -~ M Scheduled Maintenance
ol 130 CNODDS283  10/09/2021  UnAssigned 08:00:00  BathBinMaint-Bafhroom Bin Maintena... SM Scheduled Maintenance
- [& Pretoria 0 CNO0D5282  03/09/2021  UnAssigned _ _ BathBinMaint - Bathroom Bin Maintena... SM Scheduled Maintenance
O new “ CNDOD5281  27/08/2021  UnAssigned BathBinMaint - Bathroom Bin Maintena... SM Scheduled Maintenance
O InProgress 0 CNODOS280  26/08/2021  LinAssigned L MS-2monthservice  _ _ _ _ _ M Schedued Maintenance
8 :"'dd g CNODD5279  20/08/2021  UnAssigned BathBinMaint - Bathroom Bin Maintena...  SM Scheduled Maintenance
p=¢ Cm ;g& , CNOODS278  17/08/2021  UnAssigned M5 - 2 month service M Schedued Maintenance
omple -
O Cosec 5 [ CNOD05277  17/08/2021  UnAssigned 08:00:00 " Tier. - Commercial Tier Test INST Installation
CNO0D5276  13/08/2021  UnAssigned 08:00:00  BathBinMaint - Bathroom Bin Maintena... SM Scheduled Maintenance
Qal 0
+ [ Cape Town 0 CNO0DS5275  06/08/2021  UnAssigned 08:00:00 BathBinMaint - Bathroom.Bin Maintena...  SM Scheduled Maintenance
O New 0 15:27:59 PRJ408/1 S ~ NDS New Deal Sale
@ InProgress 0 G| 151418 HWQOO1 NDS New Deal Sale
@ Hold 0 [ CNO005271  30/07/2021  UnAssigned 08:00:00 BathBinMaint - Bathroom Bin Maintena... SM Scheduled Maintenance
@ Pending 0 @ CNDOD0S270  23/07/2021  UnAssigned 08:00:00 BathBinMaint - Bathroom Bin Maintena... SM Scheduled Maintenance .
@ Complete 0
© Closed 0 Count: 183 <_°
Qa 0 - —
Open Windows ~ | User : JuiandaK | 13/12/2021 | Version: 2.5.0,4 | Example Company v2.5.0.0

BPO.MNU.122
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