Customer Service Calls

CRM CUSTOMERS

SERVICE CALLS

In CRM, you can view the Service Call History for a selected customer. This
Service Calls page displays both Open Calls and Calls in the Last 180 Days.

Ribbon Access: Webpage > http://[servername]:[port-
no]/BPOCRM/User.aspx

SELECT CUSTOMER

1. In the Dashboard (Home page) screen,
2. Click on the Customers tile.

CRM Example Company Abigail Milne ¢

El Dashboard

Activities for Last 30 Days 1 Month Performance 4 Month Pipeline
18 000.00
Description Target Existing New
Custmrs Custmrs
Phone call
Email
Meeting
On Site
inspection
Site inspection
Orders Quotes

| Recent || Catendar

Schedule Date Status

No data to display
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Customer Service Calls

1. The Customers page will open.
Use the Page Reference field, Filter Row or Filter Text Box to find the

applicable customer.

3. Click on the selected Customer icon in the View column.

CRM Example Company Abigail Milne ¢
B cCustomers &0
View Customer Code Contact Contact Contact email Comp\ei Status Rank Active Call
phone | Contact
I | |
@ Haope Works HOPOOD1 Matthew Thompson 031 123 45¢ 3 7509, Active Platinum Yes Yes
ﬂ IT Supplies ITS0001 80j Active No MNo
7 Joes Carpentry Shop JOEOOQOL  Mary Watson 031 123 45€ 5019, New-CRM Gold No Yes
.
n Judes Jewels JuD0001 804, MNew-CRM Silver No No
ﬂ Just In Time 1US001 169, Acive Yes Mo
7 King Copiers KINDOO1  Jason King 0210134508 58% Released Bronze No Yes
H
ﬂ King Enterprises KINOOOZ  Lucy Rowe 509, Released  Silver No Yes
7 Liberty Jones LIBODOL  Jemma Jones 0120230340 5809, New-CRM Silver No Yes
H
E Little Bee Honey LITO001  John Ginseng 031 123 45€ 560/, Active Silver No Yes
7 Lovely Test Customer LOVOO01  Mr Lovely 324234 4109/, Released Platinum No Yes
.
|Page4uf3{73 tems) (€] 1 2 2 [4) 5 & 7 8 [5)[A] ] Page size: [10

1. The Customer Dashboard (Customer Home page) will open.
2. Click on the Service Calls tile.
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Customer Service Calls

CRM Example Company Abigail Milne Tt [8

H Hope Works

Activities for Last 30 Days 1 Month Performance

Description Target Existing New
Custmrs Custmrs
Phone call 100 8
Email

4
Meeting 40 3
On Site inspection 1

1]

Site inspection

Trading Mame Hope Works
Registered Name Hope Works (Pty) Lis
Description
WAT No 887654321
Registration 123456789
Rank Platinum
Website http://venw.hopeworks.co.za
Phone 031 123 4567

|« R jo]e |8
12 Months Sales History
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I contract income [l Seles Revenus

©2015 COZ Technalogies (Pty) Ltd { 3.5.6.0/ 3.5.6.0)

THE SERVICE CALLS FOR [cUSTOMER NAME] PAGE

1. The Service Calls for [Customer Name] page will open.

VIEW OPEN CALLS

2. The Open Calls tab will be at the fore which lists by Call Reference
No.all current/open calls linked to this customer.

3. In this data grid you can view the details relating to each call.

4. Click on the Refresh button at any time to bring the data up to date (if

any changes have been made in BPO2, for example).
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TECHMNMOLOGSTES

Customer Service Calls

CRM Example Company Abigail Milne £
I Open Calls I Calls in Last LEIJVDays
L Call Call Desc Priority | Contact | Contact | Call call Close Close call SLA SLA SLA Serial Item
\f Reference Mame Tel No | Date Time Date Time Status | Hours | Elapsed On No Location
Hours Hold
| ! ! | | ! Hours | !
" ks L ks v bl s bl = 7 L4 L4 7 v T
@ CMNO00D052  Drum 2 | Mandy 031 555 | 05 15:02:33 | 01 00:00:00 N 0.00 11706.9% 0.00  abcl47a
replacement Jefferson 1234 Aug Jan
required 2014 1200
@ CND000083 | CO 1234 2 | Mandy 031 555 | 11 15:36:13 | 01 00:00:00 N 0.00 11076.38 0.00
Jefferson | 1234 Nov Jan
2014 1900
@ CN00D00%5  Prints arent 2 | Mandy 031 555 | 08 15:23:45 | 01 00:00:00 N 0.00 10707.60 0.00 | 20-
stapled Jefferson 1234 Jan Jan 852063
2015 1900
@ CN0OD00%6 Test 2 Mandy 031555 | 13 11:37:04 | 01 00:00:00 N 0.00 10684.37 0.00 Main
locations Jefferson | 1234 Jan Jan
against calls 2015 1500
- work order
print
@ CND0D00S96  Test 2 | Mandy 031 555 | 13 11:37:04 | 01 00:00:00 N 0.00 10684.37 0.00 Main
locations Jefferson | 1234 Jan Jan
against calls 2015 1900
- work order
print
@ CN0000102 | Contract 2 | Mandy 031 555 | 02 13:34:12 | 01 00:00:00 N 0.00 10556.42 0.00
Closure - Jefferson | 1234 Feb Jan
CO0000004 2015 1900
® CN0000118 | Setup 2 | Mandy 031 555 | 26 12:25:20 | 01 00:00:00 N 0.00 10395.57 0.00 | 20-
required Jefferson 1234 Feb Jan 852963
2015 1900
CMN0000121  check levels 2 Mandy 031 555 | 26 14:11:44 | 01 00:00:00 N 0.00 10393.80 0.00 | 20-
Jefferson | 1234 Feb Jan 852963
2015 1900
@ CN00D0149  test 2 | Mandy 031 555 | 03 16:36:45 | 01 00:00:00 N 0.00 9176.38 0.00
Jefferson 1234 Sep Jan
2015 1900
@ CNO00D150 test 2| Mandy | 031555 04 | 09:28:16 01  00:00:00 N 0.00 9183.52  0.00
Jefferson 1234 Sep Jan
2015 1900
Page 1 of 22 (213 items) 11 2.2 355862 20 21 2 [3A] Page size: [10
¥ Create Filter
-

VIEW CALLS IN LAST 180 DAYS

1. Click on the Calls in Last 180 Days tab. This will list the calls linked to

this customer over the last 6 months.

2.

In this data grid you can also view the details relating to each call.

VIEW LINKED WORK ORDER CODE AND WORK ORDER

DESCRIPTION

You can view the work order(s) linked to a call in both the Open Calls data
grid and the Calls in Last 180 Days data grid. In this example, we will nav-
igate from the Calls in Last 180 Days data grid.
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TECHMOLOGTES Customer SerVice Ca”S

3. Click on the expand button in front of a Call Reference No.
* |n this example, Call Reference No.: CNOOO0601 is selected.

CRM Example Company Abigail Milne
Open Calls I C. Last 180 Days I
Call | Call Desc Priority | Contact | Contact Call Call Close Close Call SLA SLA SLA Serial Ttem
Reference Name Tel No Date Time Date Time Status | Hours | Elapsed on No Location
Hours Hold
Hours
@ CN0O000592 | 123456 2 031123 |02 10:00:48 01Jan 00:00:00 N 0.00 7.00 0.00 Bothas Accounts
4567 Apr 1800 Hill Contact
2019
@ CN0000594 | Service 3 2020- 031123 |11 15:14:03 01Jan 00:00:00 N 0.00 1.77 0.00 Jane.
43256 45671 Apr 1900 Alrich.
2019
E PCNO000029 | Maintenance 3| 2020- 031123 |12 10:35:02 | 01 Jan 00:00:00 P 0.00 6.42 0.00 Jane.
call out 43256 45671 Apr 1900 Alrich.
2019
@ CN00DO596 | Toner 3| 2020- 031123 |30 11:53:33 | 01Jan 00:00:00 N 8.00 5.12 0.00 Jane.
required 12345 45671 Apr 1900 Alrich.
2019
@ CN0000600 | TTO10 - 2| 1020- 031 123 |31 11:01:10 01 Jan 00:00:00 N 8.00 5.98 0.00 Jane.
Daily, Colour 10101 45671 May 1900 Alrich.
1000 - Call 2019
per WO
. CN0O0DO601 | Tier - 2| TIER123 | 031123 |31 11:01:10 | 01 Jan | 00:00:00 F 0.00 5.98 0.00 Jane.
Commercial 45671 May 1900 Alrich.
Tier Test 2019
@ CN0000602 | Tier- 2 | TIER123 | 031123 |31 11:01:10 01Jan 00:00:00 N 0.00 5.08 0.00 Jane.
Commercial 45671 May 1200 Alrich.
Tier Test 2019
@ CNOO00S03 | Tier- 2| TIER123 031123 |31 | 11:01:10 OlJan 00:00:00 N 0.00 598 0.00 Jane.
Commercial 45671 May 1000 Alrich.
Tier Test 2019
@ CN0000604 | Tier - 2 | TIER123 | 031123 |31 11:01:10 01 Jan 00:00:00 N 0.00 5.98 0.00 Jane.
Commercial 45671 May 1900 Alrich.
Tier Test 2019
B CNODDOG0S | Tier - 2 | TIER123 | 031123 |31 11:01:10  01Jan  00:00:00 N 0.00 5.98 0.00 Jane.
Commercial 45671 May 1900 Alrich.
Tier Test 2019
Pagelof6(Siitems) (| [1]1 2 3 2 5 & [3](A]) Page size: (10 |-
- .
¥ Create Filter

1. A Work Order sub grid will be expanded.
2. Here you can view the WO Code and WO Description linked to the

selected call.

VIEW/DOWNLOAD/PRINT THE WORK ORDER
REPORT

3. Click on the WO Code.
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TECHMOLOGTES Customer SerVice Ca”S

Hours Hold
Hours

@ CND000592 123456 2 031123 02 10:00:48 01Jan 00:00:00 N 0.00 7.00 0.00 Bothas Accounts
4567 Apr 1800 Hill Contact
2019
© CN0Q00524 | Service 3 2020- 031123 11 15:14:03 01Jan 00:00:00 N 0.00 1.77 0.00 Jane.
43256 45671 Apr 1900 Alrich.
2019
@ PCN0O000029 Maintenance 3 2020- 031123 12 10:35:02 01Jan 00:00:00 P 0.00 6.42 0.00 Jane.
call out 43256 45671 Apr 1900 Alrich,
2019
@ CNODQDO5%6  Toner 3 | 2020- 031123 30 11:53:33 | 01 Jan | 00:00:00 N 8.00 5.12 0.00 Jane.
required 12345 45671 Apr 1800 Alrich,
2019
@ CNO0QDOG00  TTO10 - 2| 1020- 031123 |31 11:01:10 | 01 Jan | 00:00:00 N 8.00 5.08 0.00 Jane.
Daily, Colour 10101 45671 May 1800 Alrich.
1000 - Call 2019
per WO
= |CNDO00&01  Tier - 2 | TIER123 | 031123 31 11:01:10 01Jan 9©0:00:00 F 0.00 5.08 0.00 Jane.
Commercial 45671 May 1900 Alrich.
Tler Test 2019

¥W0 Code -:— e ——p Description

I WO0001773 | Tier - Commercial Tier Test

© CNO0D00602  Tier - 2 |TIER123 | 031123 31 11:01:10 01 Jan | 00:00:00 N 0.00 5.98 0.00 Jane.
Commercial 45671 May 1900 Alrich.
Tier Test 2018

@ CNDD00603  Tier - 2 | TIER123 | 031123 31 11:01:10 | 01 Jan | 00:00:00 N 0.00 5.98 0.00 Jane.
Commercial 45671 May 1900 Alrich.
Tier Test 2019

@ CNDO0O604  Tier - 2 |TIER123 | 031123 | 31 11:01:10 | 01 Jan | 00:00:00 N 0.00 5.98 0.00 Jane.
Commercial 45671 May 1900 Alrich.
Tier Test 2019

@ CNDO0O605  Tier - 2 | TIER123 | 031 123 | 31 11:01:10 | 01 Jan | 00:00:00 N 0.00 5.98 0.00 Jane.
Commercial 45671 May 1900 Alrich.
Tier Test 2019

Page 1of 6 (Stitems) (| [1] 2 3 & 5 & [3][A] Page size: [10

b "
¥ Create Filter

1. The Report Viewer and Emailer page will open.
2. Here you can view, download and/or print the Work Order report.

EMAIL THE WORK ORDER REPORT

3. Click on + Email Document.
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TECHMNOLOGSTES

Customer Service Calls

CRM Example Company

@ .Report Viewer and Emailer

|+ Email Document

'WORKORDER

Work Order
Example Company
Street No and Road Name
Area

City

South Africa

0000
Reg No.:
VAT No.:

0000000asa4521
0000000

PO Box 1234
New Town
Durban
South Africa
1234
Fax Mo.:
Tel No.:

031 12 4545
031 123 4567

Abigail Milne b

€HO

‘WO Barcode

Customer :
Caode :
Area :
Billable :

Hope Warks
HOPOO1

031 123 45671
Jane. Alrich.

Tel No. :
Contact :
Priority : 2

Shipping Address : Should see this

for physical address

0000
Machine Location :

Call Date :
Call Ref. :
Serial No. :
Model No. :
Error Code :
WO Code :
WO Desc :

31 May 2019 11:01
CNO000601
TIER123

SP1020

WOooo01773
Tier - Commercial Tier Test

Contract No. :
Prior Issues :
Call Ref.

C.0.D

Call Date

Inclusions :

Ti

CNODDO339
CNOODO338

09 Jun 2016
09 Jun 2016

CNDDO0337
CNODDOO336
CNDDO0335
WO Events
Employee

09 Jun 2016
09 Jun 2016
09 Jun 2016

Event

Tier - Commercial Tier Test

Tier - Commercial Tier Test

Bianca Du Toit

This call was auto closed by the Bianca Du Toit

BPO AutoClose Service

Tier - Commercial Tier Test

Tier - Commercial Tier Test

Tier - Commercial Tier Test

Date / Time

Odometer

Belinda Sharman

Abigail Milne Start Wark

10 Jun 2019 14:15:19

1. The Email Document details frame will open.

2. To: Click in this text box and either type in the recipient email address

or select an address from the drop-down menu.

CC: Click in this text box and either type in the Cc recipient email

address or select an address from the drop-down menu.

Subject: This will auto populate with the Work Order number. You can

type in additional text if required.

3. Attachments: BPO will create a PDF of the order and attach it auto-

matically. (You can attach additional documentation by clicking on

Browse and selecting a file from the Open screen that pops up.)

4. Message: Type in the email message in this frame.
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Customer Service Calls

5. Signature: This will contain either the default Email Signature or the

customised Email Signature depending on what has been set up in your
CRM.

CRM Example Company Abigail Milne el

B Report Viewer and Emailer

= Email Document

Browse...

Design | HTML | Preview

Signature

Kind regards

Cbmon L

1. When you have added the email details,
2. Click on Send.
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Customer Service Calls

CR®M Example Company @) _Abigail Milne o ]

@ Report Viewer and Emailer (- ﬁ (‘) 4

= Email Document * To | "Mary Jackson” <standard@noemail.coza> *
Cc | "larry king” <standard@noemail.coza> *
* Subject WORK ORDER: WO0001772
= Attachments |Attached files

Browse...

Message

| (Font Size)

Please find atiached the work order linked to call: CN0O000601

Design HTML | Preview I

Signature
Kind regards

Compan

1. The screen will refresh and a message bar will appear at the top of the
page stating:
* Email saved to queue.

* Click on this message bar to acknowledge and dismiss the mes-

sage.
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TECHMNOLOGSTES

Customer Service Calls

| Email saved to queue.

B Report Viewer and Emailer
+ Email Decument

'WORKORDER

Work Order
Example Company
Street No and Road Name
Area

City

South Africa

0000
Reg No.

VAT No.: 0000000

000D00Dasa4521

PO Box 1234
New Town
Durban
South Africa
1234
Fax No.:
Tel No.:

031 12 4545
031 133 4567

Customer :
Code :
Area :
Billable: NO

Hope Works
HOPDOL

WO Barcode

TelMo, : 03112345671
Contact : Jane. Alrich.
Priority 1 2

Shipping Address :

Should see this
for physical address

Call Date :
Call Ref.
Serial No. :
Model Ne.
Error Code :
WO Code :

Machine Location WO Desc :

31 May 2015 11:01
CNO0D0G01
TIER123

SP1020

WO0001773
Tier - Commercial Tier Test

Contract No. : C.0.0

Prior Issues :

Call Ref.

Call Date

Inclusions :

Issue

Solution

CNO000339
CNO00O338

05 Jun 2016
09 Jun 2016

Tier - Commercial Tier Test
Tier - Commercial Tier Test

Bianca Du Toit

This call was autn closed by the  Blanca Du Toit
BP0 AutoClase Service

CNOO00337
CHDO00336
CHDOOD335
WO Events
Employee

09 Jun 2016
09 Jun 2016
09 Jun 2016

Tier - Commerclal Tler Test
Tier - Commercial Tier Test
Tier - Commercial Tier Test

Belinda Sharman

Event Date / Time Odometer

‘Abigall Mine Start work 105un 2019 La:15:19

Technician Name and Comments :  Blanca Du Tait

T meter1 | Meterz

Bart Nacrrintinn - 1

You can now decide to:

1. Either, click on the Customers icon to return to the Customers Dash-

board (Customers Home page).
2. Or, click on the Page icon to return to the Dashboard (Home page).
3. Or, click on the Back to return to the previous page.

* For the purpose of this manual, the Back button is selected to

return you to the Service Calls for [Customer Name] page.
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Customer Service Calls

CRM Example Company Abigail Milne Q

@ _Report Viewer and Emailer - B O

~+ Email Document

'WORKORDER

Work Order

Example Company

Street No and Road Name PO Box 1334

Area New Town

City Durban

South Africa South Africa

0000 1234

Reg No.: 0000000asa4521 Fax No.: 031 12 4545
VAT No.:  D0O000DO Tel No.: 031 123 4567

‘WO Barcode Customer : Hope Works Tel No. : 031 123 45671

LN oo
Area : Priority : 2

Billable : NO

Shipping Address : Should see this Call Date : 31 May 2019 11:01
for physical address Call Ref. : CNODO00601
Serial No. : TIER123
Model No. : S5P1020
Error Code :
0000 WO Code : WOooo01773
Machine Location : WO Desc : Tier - Commercial Tier Test

Contract No. : CO0.D Inclusions :
Prior Issues :

Call Ref. Call Date Issue i T
CNOODO339 09 Jun 2016 Tier - Commercial Tier Test Bianca Du Toit

CNOODO338 09 Jun 2016 Tier - Commercial Tier Test This call was auto closed by the Bianca Du Toit
BPO AutoClose Service

CNDDO0337 09 Jun 2016 Tier - Commercial Tier Test Belinda Sharman
CNODDOO336 09 Jun 2016 Tier - Commercial Tier Test

CNDDO0335 09 Jun 2016 Tier - Commercial Tier Test

WO Events

Employee Event Date / Time Odometer

Abigail Milne Start Wark 10 Jun 2019 14:15:19

SEARCH FOR A SPECIFIC CALL NO.

In the Service Calls for [Customer Name] page, to search for a specific call,
start by selecting the data grid from which to begin the search.

1. In this example, we are searching from the Open Calls data grid.
2. From here you can use the Filter Row or the

3. Create Filter function to search for the applicable call no.
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TECHMOLOGTES Customer SerVice Ca”S

Abigail Milne
[Covercals ]| call n Last 180 by
call Call Desc Priority Contact | Contact call Call Time J| Close Close Call SLA SLA SLA Serial Item
Reference Name Tel No Date Date Time Status Hours Elapsed on No Location
Hours Hold
L L L L L L L L L L L Hours 1] L
v T ° 7 7 v v 7 7 7 v 2 v v ?I
@ CN0000052 Drum 2 | Mandy 031555 05 15:02:33 01Jan | 00:00:00 | N 0.00 11750.18 0.00  abc147a
replacement Jefferson | 1234 Aug 1900
required 2014
@ CNO0000083 CO 1234 2 Mandy 031555 |11 15:36:13 | 01 Jan | 00:00:00 N 0.00 11119.62 0.00
Jefferson | 1234 Nov 1900
2014
@ CNODOD0SS  Prints arent 2 Mandy 031555 08Jan  15:23:45 01Jan | 00:00:00 | N 0.00 10750.83 0.00 | 20-
stapled Jefferson | 1234 2015 1900 852963
CNDDOD0SS6  Test 2 Mandy 031555 13 Jan  11:37:04 01Jan | 00:00:00 | N 0.00 10727.60 0.00 Main
Iocations Jefferson | 1234 2015 1900
against calls
- work order
print
@ CN0000096 Test 2 | Mandy 031555 13Jan  11:37:04 ' 01Jan |00:00:00 N 0.00 10727.60 0.00 Main
locations Jefferson | 1234 2015 1900
against calls
- work order
print
CNOQ00103  Contract 2 | Mandy 031555 02 Feb | 12:34:12 | 01Jan | 00:00:00 |N 0.00 10599.65 0.00
Closure - Jefferson | 1234 2015 1900
C0O0000004
@ CNO000D118  Setup 2 Mandy 031555 26 Feb | 12:25:20 | 01Jan |00:00:00 N 0.00 10438.80 0.00 | 20-
required Jefferson | 1234 2015 1900 852963
@ CN0000121  check levels 2 Mandy 031555 26Feb  14:11:44 | 01Jan |00:00:00 N 0.00 10437.03 0.00 | 20-
Jefferson | 1234 2015 1900 852963
& CNOOOD149  test 2 Mandy | 031555 03Sep 16:36:45 01Jan | 00:00:00 N 0.00  9219.62 0.00
Jefferson | 1234 2015 1900
& CNOODO1SO  test 2 Mandy | 031555 04Sep 09:28:16 01Jan | 00:00:00 N 0.00 9226.75 0.00
Jefferson | 1234 2015 1900
Page1of22(213items) Jf|[1] 2 3 4 5 6 7 .. 20 1 2 B[AE] Page size:[10 []
Fcreate Filter |

EXIT THE SERVICE CALLS FOR [CUSTOMER NAME] PAGE

1. Either, click on the Customer icon to return to the Customer Dash-

board (Customer Home page)

2. Or, click on the Back button to return to the previous page.

3. Or, click on the Page icon in the top left of the page to return to the
Dashboard (Home page).
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Customer Service Calls

Open Calls

Call
Reference

CNODODDSE

@ CN00D00%6

@ CN000o0103

@ CNO00D118
@ CN000oD121
@ CN000oD149

@ CNO0000150

v

@ CN0D00O52

@ CNO000oD083

@ CNO0OoDOSs

Callz in Last 180 Days
call Desc | Priority

Drum
replacement
required

C0 1234

Prints arent
stapled

Test
Iocations
against calls
- work order
print

Test
locations
against calls
- work order
print
Contract
Closure -
C0O0000004
Setup
required

check levels

test

test

Page 1 of 22 (213 items) 11 2

"~

~

™~

~

[N

[

™

~

™

~

[ Contact

Name

-

Mandy
Jefferson

Mandy
Jefferson

Mandy
Jefferson
Mandy
Jefferson

Mandy
Jefferson

Mandy
Jefferson

Mandy
Jefferson
Mandy
Jefferson
Mandy
Jefferson
Mandy
Jefferson

[ Contact

Tel No

031 555
1234

031 555
1234

031 555
1234
031 555
1234

031 555
1234

031 555
1234

031 555
1234
031 555
1234
031 555
1234
031 555
1234

Call
Date

05
Aug
2014
11
Nov
2014
08 Jan
2015
13 Jan
2015

13 Jan
2015

02 Feb
2015

26 Feb
2015
26 Feb
2015
03 Sep
2015

04 Sep
2015

a 2 (3@

[call Time |

15:02:33

15

15

11

11

12

12

14

16

09

Close
Date

01 Jan
1900

01 Jan
1900

01 Jan
1900
01 Jan
1900

01 Jan
1900

01 Jan
1900

01 Jan
1900
01 Jan
1900
01 Jan
1900
01 Jan
1900

Close
Time

00:

0o:

0o:

00:

00:

00:

00:

0o:

00:

0o:

00:

00:

00:

00:

00:

00:

00:

00:

00:

00:

(shi}

oo

oo

0o

SLA
Hours

0.00

0.00

0.00

0.00

0.00

0.00

0.00

o—[ |

SLA
Elapsed
Hours

11750.18

11119.62

10750.83

10727.60

10727.60

10599.65

10438.80

10437.03

9219.62

9226.75

0.00

0.00

0.00

0.00

F Create Filter

CRM.002.012
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