Calls - Time Review

SERVICE

CALLS - TIME REVIEW

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.

Time review enables managers to allocate regular time logged by employees
as SLA or non billable time. For example, if an employee books 4 hours
against a work order, and the manager knows that the task should only
require 2 hours to complete, then the manager can allocate 2 hours as Bil-
lable or SLA hours and the remaining 2 hours as Non Billable hours in the

Time Review screen.

The Time Review flag must be set to Yes in Configurator.

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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e Click on the Edit button.

* The Call maintenance : Call ref. - [call number] screen will be dis-
played.
* Click on the Time Review tile.

Help v2.5.1.4 - Pg 3 - Printed: 27/06/2024

CO3 Technologies (Pty) Ltd © Company Confidential



Calls - Time Review

$ - [e i : Call ref. - - BPO: Version 2.5.0.8 - Example Company v2.5.0.8 [ =B x
| @ | rome | Equpment/locaions  Contract  Finance /MR nventory i [Projects L Sales  Service  Reporting - & x
p - \ @ i 2
HO OO0 2 I M R H &=
v I
save Back | Close Complete Assign Hold Pendng Release Renstate | Savelayout Workspaces | Print | Note
Maintai | Process 4 Format oS
Links 2 [Relates To : =
[Enter text to search... P Customer Big Bargains P g ReferenceType %
Contact Frandis Parish Poum® d - [Aow001062 3
Prior Call Reference =
Contact No. 01010101 Cal Request Reference =
Address |29 Dune Ave P Contract No B
New Town Location g
Durban Project Reference g
Quote Reference 8
p— = S I 5
trorcote | | e .
=
Description  Printer displaying error code o |
g
]
o
< %
Call Date Time | 13/01/2022 v 125645 § i
Priority 3 0 % Prior Calls :
SIA CalReference | CalDate | CalTme  Description calm
) CND0O5300 |18/01/2022 | 12:51:45 | Printer displaying error code: REP
Date Required | 18/01/2022 -
Order No
Logged By Juandak
Status ' -Tie
Optional o
K | 0

| User:lulandaK = 16/05/2022 | Version: 2.5.0.8 | Example Company v2.5.0.8

INVOICE WORK ORDER

A work order can be invoiced from the Time Review screen.

* From the Time Note Billed for Call Ref [call number] screen,

e Click on the row of the call you wish to invoice.
* Click on Invoice WO.

WO.

@Short cut key:Right click to display the All groups menu list. Click on Invoice
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Calls - Time Review

® - Time ot Billed for Call Ref CHO005300 - BPO: Version 2.5.0.8 - Example Company v2.5.0.8 (= Ja]lx
| @ | Home | Equpment/locations  Contract  Finance [FR Inventory [Projects - e e o R - & x
NEFO P B 0EF @ H % a
H g 50 B 0 E B ] &
save [ivoce| Invoce invoce Back | FlagReviewed SLATme | ViewWO ViewCall ViewFroject | Savelayout Workspaces SaveFiter | Refresh
cal  Project s
‘ Maintain Navigation ,‘ Format 4| Curr ad
SLA a
WOCode  Descriptin | WOStatus | Employee | Manager | Craft CraftDesc | Date Bilable RegularHours | OvertimeHo... SLAHours  NorBilableH...
0 e L3 U #lc e e = U3 = = = = | fdir. Code Desal
mwomnszsz Printer displ... O JulandaKes... JulandaKes.. ADMN Administrati.. 10/05/2022 No 0.50 0.00 0.00 ooolffr = k-3 e
W00006252  Printer dspl... O JulandaKes . Juiands Kes. ADMN Adminstrati. 13/05/2022  No 3.00 0.00 0.00 000
Count: 2 3.50 0.00 0.00
. —
Open Windows | User s dandk | 16/05/2022 | Version: 25,08 | Exanple Company v250.8 |

* The Add New Customer Invoice screen will be displayed.

e Complete the Customer Invoice then click on Save.

For a detai

Work Order

led handling of this topic refer to Time Review - Invoice

Tax Rate  15.00

$ = Add new Customer Invois 2.5.08 v25.08 [(=Jiajix]
| @ | tome | Eoupment/locstns  Conbract  Finance /[HR Inventory = e e o R - & x
Ho xXx =
Save | Back Delete | Savelayout
Item
M Format o
Customer Name | Big Bargains £ Reference Billing address
ContactName p= status [New »
Commerdial | Type Class Commercial hdhd Date & Time | 16/05/2022 v | 12:34:30 e
Salesman | Julanda Kessler ~|= | Shippingaddress
Billing Customer  Big Bargains i1 Billing Contact P-1hd »
Invoice Currency South African Rand v Exchange Rate 15[

| suppress Line Detail on Print Addresses | RelatedReferences |

SuppressOnPrint  ItemType ItemCode B Quantity  UnitCost Markup Discount  UnitSelingPrice  BaseCcyPrice  TaxRate D)
v C] = o0 e e e e = = = = = = .

B sk o  E e
‘ »
Comment Sub Total —w
vt om|

Grand Total —u.w
Open Windows | User: Jandak | 16/05/2022 | Version:2.5.0.8 | Example Company v2.5.08
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TECHMNOLOGSTES

Calls - Time Review

* You will return to the Time Not Billed for Call Ref screen.

* Click on Back to return to the Call Listing screen.

For a detailed handling of this topic refer to Introduction to Invoices

Count: 2 3.50 0.00

0.00

$ - Time Hot Billed for Call Ref CHOD05300 - BPO: Version 2.5.0.8 - Example Company v2.5.0.8 = (o Jix]
| E | Home Equipment / Locations Contract Finance /HR. Inventory Maintenance / Projects Manufacturing Procurement Sales Service Reporting Utilities g X
=] 9 Rl = @ -
= r ILV = % \
Save Invoice Invoice Invoice | Back | FlagReviewed SLATime | ViewWO ViewCal ViewFProject | Savelayout Workspaces SaveFiter | Refresh
wo Cal cf ot
Processing 4 M, g Navigatiol o~
ET) [
WOCode Description | WOStatus  Employee Manager Craft CraftDesc Date Billable RegularHours | OvertimeHo... SLAHours NonilableH
v ol e e o0 B! 0 0 e - - - fdlt... Code Desct
» WOD006252 Printer displ.. O JulandaKes... JulandaKes... ADMN Administrati... 10/05/2022 No 0.50 0.00 0.00 oooffv = O -3
WO0006252  Printer displ.. O JulandaKes... JulandaKes.. ADMN Admistrati_. 13/05/2022 No 3.00 0.00 0.00 0.00

Open Windows ~

| User: JuandaK | 16/05/2022 | Version: 2.5.0.8 | Example Company v2.5.08

INVOICE CALL

* From the Time Note Billed for Call Ref [call number]screen,

e Click on the row of the call you wish to invoice.
* Click on Invoice Call.

Call.

@Short cut key:Right click to display the All groups menu list. Click on Invoice
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= Time Not Billed for Call Ref CHODO5300 - BPO: Version 2.5.0.8 - Example Company v2.5.0.8 (= JCaJlx
| @ | Home | Equpment/loatons  Contract  Fimance /MR Inventory i [Projects - e e R - & x
- - = . =
ro P 5 F R B %
Fo B 0§ B E= &
c=  Back | FlagReviewed SLATime | ViewWO ViewCal ViewFProject | Savelayout Workspaces SaveFiter | Refresh
|
P Maintain 4 Navigation a| Format 4 Curr... 4 ad
SLA »
WOCode  Description  WOStatus  Employee  Manager  Craft CraftDesc  Date Billable RegularHours | OvertimeHo... SLAHours  NorBilableH...
o0c A L3 o0 #0c +Dc L3 - “0c = = = = | fare. | Code Desal
Dwocmsm Printer displ... O Julanda Kes... JulandaKes.. ADMN Administrati... 10/05/2022 No 0.50 0.00 0.00 oooffr = e o
WO0006252  Printer displ... O JulandaKes... JuandaKes.. ADMN Administrati... 13/05/2022 No 3.00 0.00 0.00 0.00 ||
Count: 2 3.50 0.00 0.00
. 5 ol + == »
Open Windows ~ | User: JulandaK | 16/05/2022 | Version : 2.5.0.8 | Example Company v2.5.0.8 4

* The Add New Customer Invoice screen will be displayed.
e Complete the Customer Invoice then click on Save.

For a detailed handling of this topic refer to Time Review - Invoice Call

$ - ‘Add new Customer Invoice - sion 2.5.0.8 - v25.0.8 [=Jla)lx]
g\mnqw/mm Contract  Finance /HR  Inventory i [Projects  Mar L Sales  Service  Reporting  Utiities - & x

Format 4 o
Customer Name | Big Bargains o= Reference * | Billing address
Contact Name | Frands Parish P+ Status New [l B LN -
New Town .
Commercial Type Class Commercial ~|* Date&Time |16/05/2022  ~| 1:55:23 |
Salesman | Julanda Kessier -]+ Shpitan M
29 Dune A Z
Billng Customer [Big Bargains £ *  Billing Contact 7 | s £
Invoice Currency | South African Rand - Exchange Rate 15|+ | |Duwban
Tax Rate | 15.00 Nl 15 | Suppress Line Detail on Print Addre ‘ T — ‘
SuppressOnPrint  ItemType ItemCode  ItemDescription iceLineDe: i Quantity UnitCost  Markup Discount  UnitSellingPrice  BaseCcyPrice TaxRate D
v a8 - o oD e o e - - - - - - i

DB s [ I . [

Comment Sub Total —D.w
i om

GrandTotal | o)

Open Windows ~ | User : JuiandaK | 16/05/2022 | Version : 2.5.0.8 | Example Company v25.0.8
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TECHMNOLOGSTES

Calls - Time Review

* You will return to the Time Not Billed for Call Ref screen.
* Click on Back to return to the Call Listing screen.

o
For a detailed handling of this topic refer to Introduction to Invoices

$ - e_____.prmnotnicdlnrcalndcmmsm-mvmm.n-ﬁnmpkmnuyvu.u
e Home: Equipment / Locations Contract Finance [HR. Inventory | Projects

x

N Pri Sales. Service Reporting Utilities - & X

§ o [ B Y % = = @ == -

= = 0 )

BO E 50 M Ly R

Save Invoice ]nvo»lce oice | Back || FlagReviewed SLATime | ViewWO View Call View Proje Refresh
wo Cal

Save Layout Workspaces Save Filter

» @

SLA L]
WOCode Description WOStatus Employee Manager Craft CraftDesc Date Billable RegularHours | OvertimeHo... SLAHours NonillableH.
v o e 5 L6 Al 0 0 = Qe = = fidit... Code Desa
» WOO0006252 Printer displ.. O JulandaKes... JulandaKes.. ADMN Administrati. 10/05/2022  No 0.50
WO00006252  Printer displ... O

0.00 0.00 oo0ffe = O
JulandaKes... Julanda Kes.. ADMN

Administrati... 13/05/2022 No 3.00 0.00 0.00 0.00

Count: 2

3.50 0.00 0.00

e —

| User: JuandaK | 16/05/2022 | Version: 2.5.0.8 | Example Company v2.5.08

FLAG REVIEWED

Note on the Time Review flag: Work orders created after the Time Review flag has

been set to 'Yes' in the Configurator, will by default display as 'No' in the Billable column,
yet all Regular Hours will be billed.

* From the Time Not Billed for Call Ref [call number] screen,
* Click on the row of the Call you wish to review the time for.

e Scroll until you can view all the Time columns.

 Billable: Labour time is displayed as billable or non-bil-
lable.

* Regular Hours: The time logged against the work
order. (This field cannot be changed)
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Calls - Time Review

 Overtimel Hours: Overtime hours logged against the
work order. (This field cannot be changed)

* SLA Hours:2 Time allocated to this field will be deduc-
ted from the service / support time from a customer's
contractual agreement.

* Non Billable Hours:3 Time allocated to this field will
not be billed.

* Total Hours: = Regular Hours + Overtime Hours +
SLA Hours+ Non Billable Hours. (This field cannot be

$ - Time Not Billed for Call Ref CNOD05300 - BPO: Version 2.5.0.8 - Example Company v2.5.0.8 — o jix
e Home: Equipment / Locations Contract Finance /HR Inventory | Projects Sales Service Reporting Utities - 2
N S (= 5 ) = = (=) -
—] 4 = ¥ = D
BOEEO M & ) 5 =R % o
Save Invoice Invoice e Back | FlagReviewed SLATime | ViewWO ViewCal ViewProject | Savelayout Workspaces SaveFilter | Refresh
wo Call -
&
A 2
Employee Manager Craft CraftDesc Date Billable RegularHours OvertimeHo... SLAHours NonBilebleH... TotaHours  IsReviewed  CustomerC...
0 ofc e 0 = oflc = = = = = & [l | fdlt.. Code Desal
E} landz land: ADMN dminis No 0.50 0.00 0.00 0.00 0.50 0 BIGO001 o = e 0
JulandaKes... JulandaKes.. ADMN Administrati... 13/05/2022 No 3.00 0.00 0.00 0.00 3.00' O BIGO0O01
3.50 V 0.00 0.00 3.50
‘ —_—
| Open Windows ~ | User : JulandaK | 16/05/2022 | Version : 2.5.0.8 | Example Company v2.5.0.8 v

I0vertime hours will not be adjusted when changes are made to the Regular, SLA
and/or Non-billable hours.

2Time allocated to SLA hours will be deducted from Regular Hours. For example 8
Regular Hours booked, will be updated to 7 Regular Hours when you add 1 to the
SLA Hours field.

3Adding Non Billable hours will deduct from Regular hours
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Calls - Time Review

e Scroll right until you can view the Marked column.
¢ The Marked field for the work order will be checked when time is
allocated to SLA and/or Non Billable Hours.

- Time Not Billed for Call Ref CNOD05300 - BPO: Version 2.5.0.8 - Example Company v2.5.0.8 (= J(a]lx
I\ Home | Equpment/locatns  Contract  Finance /MR Inventory i /Projects  Man i Sales  Service  Reporting  Utiities - & x
DEEO M B DEE R % <
= =
E ‘j = . @ q_L] = L] [~ o
Save Invoice lnvn‘ice ce  Back FlagReviewed SLATime | ViewWO ViewCall ViewProject | Savelayout Workspaces SaveFilter | Refresh
wo Cal ct o
|
Processing Maintain 4 Navigation 4 Format 4 Curr. 4 o
SLA 2
IsReviewed  CustomerC.. CustomerN.. .. Department DeptName . CalReference CallDesaripti...|CallStatus ... ProjectRefe... ProjectDesc... LabourCom... Marked
v B & e o o e o o0 0 e e | fdit... code Desct
» 50 ] BIG0001 BigBargains 0 .. CNODDS300  Printer displ.. N 0 Updated log ] v = |k -3
00 ] BIGO001 BigBargains 0 .. CNDODS300  Printer displ... N 0 Machine | |} |

| User : JuiandaK | 16/05/2022 | Version : 2.5.0.8 | Example Company v25.0.8

* Click on Flag Reviewed, when you have completed reviewing the
time for the work order.
* When you receive the Input Validation message to confirm;

* Are you sure you want to flag the following items.
e Click on Yes.
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Time Not Billed for Call Ref CNO005300 - 5P0: Version 2.5.0.8 - Example Company v2.5.0.8
| @ | Home | Equpment/locatons  Contract  Fmance /MR Inventory

i Projects  Manut Sales  Service  Reporting  Utiies - & X
G EFO(PF B CE F R M %S
= (o
D E E 0 E B g o
save Invoice Invoice SLATme | ViewWO ViewCal ViewProject | Savelayout Workspaces SaveFilter | Refresh
wo  cal Project b
Processing % Mamtam‘\é Navigation 4 Format 4| Curr.. 4 &
SLA 'Y
IsReviewed  CustomerC... CustomerN.. .. Department DeptName .. CallReference CallDescripti... CallStatus ... | ProjectRefe... ProjectDesc... LabourCom...  Marked
v L3 #Dc alc L+ 3 alc L3 13 sQc Qe | fdlt. Code Desar
I+
» 50 ] BIGO0DL BigBargains 0 .. CNDDOS300  Printer displ... N 0 Updated log - e = o ol
00 (] BIGO00L BigBargains 0 .. CNOODS300  Printer displ... N 0 Machine |

Input validation 4_0

0 Are you sumyvu‘want to flag the selected items.

0——[ =1 =

4

b

»
Open Windows ~ | User:ndaK | 16/05/2022 | Version:2.50.8 | Exanple Compsny v2.5.08

* The Is Reviewed field will now be checked.
¢ Click on Save.

$ - Time Hot Billed for Call Ref CHO005300 - BPO: Version 2.5.0.8 - Example Company v2.5.0.8 = Ja]lx
@ | vome | Equoment/locstons  Conwact  Finance /MR Inmventory  Mai [Projects Man Ssles  Servie  Reporting  Utiites - & x
O EFO M B D E F ® % <
= = = =]
‘_Ll 5 8 ‘j — - =] &
Save. | Invokce Tnpoke Back | FlagReviewed SLATime | ViewWO ViewCall ViewProject | Savelayout Workspaces SaveFiter | Refresh
i Cal t -
cessing Z Maintain 5 Navigation i Format 4| Cur.. 4 @~
SLA 2
WoStatus  Employee  |Manager  Craft CraftDesc | Date Bilable RegularHours OvertimeHo... SLAHours  NonBilableH... TotalHours  IsReviewed
v a0 L3 o0 e e = e =, = 1 fidlt... Code Desal
y ADMN No 0.50 0.00 0.00 0.00 0.50 v} e = o -3
o Julanda Kes... Juianda Kes... ADMN Administrati. 13/05/2022  No 3.00 0.00 0.00 0.00 3.00 ]
3.50 0.00 0.00 3.50
4 Lt 4
Open Windows ~ | User : JuiandaK | 16/05/2022 | Version: 2.5.0.8 | Example Company v2.5.08

* When you receive the Time Review Processing message to con-
firm;
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» Time Review processing successfully updated.

* Click on OK.
® - Time Not Billed for Call Ref CNO005300 =Ja
@ | Home | Eauoment/locatns  Contract  Finance /FR  Inventory  Maintenance /Projects  Manufactuing  Proasement  Sales  Servie  Reporting  Utiiies - &
= (= = = = == = S
S J=] Er)
H LI @ l @ 1 = =y =] ﬁ &
Save Invoice Invoice Back | FlagReviewed SLATime | ViewWO View Cal Save Layout Workspaces SaveFiter | Refresh
wo  cal =
P &
3
WOStatus | Employee Manager Craft CraftDesc  Date Bilable RegularHours OvertimeHo... SLAHours NonBillableH...  TotalHours | IsReviewed
v a 0 0 Ll = 0 = = = - C fdlt.. | Code Desqy
y Julanda Kes... JulandaKes... ADMN Administrati... 10/05/2022 No 0.50 0.00 0.00 0.00 0.50 ¥4 v = b 0
o] Julanda Kes... Julanda Kes... ADMN Administrati.. 13/05/2022  No 3.00 0.00 0.00 0.00 3.00
Time Review Processing 4—@ x
E
Time Review processing successfully updated.
3.50 0.00 0.00 3.50
Open Windows ¥ User : JulandaK | 16/05/2022 | Version: 2.5.0.8 | Example Company v2.5.0.8

SLA is the Service Level Agreement that you have signed with your customer. It

is a contract of performance that you have agreed to. For example, if your customer calls

with a requirement for a part or service request and your agreed response time to this

customer (SLA) is 5 hours then you are required to have the part or technician on site

within that time frame. Failing which, the client can receive compensation of a pre-

agreed type (usually also set up in the SLA).

1This is the Service Level Agreement that you have signed with your customer. It is

a contract of performance that you have agreed to. For example, if your customer
calls with a requirement for a part or service request and your agreed response time
to this customer (SLA) is 5 hours then you are required to have the part or tech-
nician on site within that time frame. receive compensation of a pre-agreed type
(usually also set up in the SLA).
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* From the Time Not Billed for Call Ref [call number] screen will
be displayed.

* Click on the row(s) to select the work order(s) you would like to

adjust Regular Hours booked, to SLA Time.

* Any contract inclusions linked to an item on the selec-

ted work order will be displayed in the SLA section.

* Use the scroll bar to scroll until you are able to see the hours
booked for the Work Order(s).
* Click on SLA Time to convert the Regular Hours to SLA Hours.

Save Invoice Invoice oice
wo Cal  Projec

$ - Time ot Billed for Call Ref CHO005300 - BPO: Version 2.5.0.8 - Example Company v2.5.0.8 [= (e )lx
\ E | Home Equipment / Locations Contract Finance [HR. Inventory Main | Projects Man Pri Sales Service Reporting Utilities - & X
=R (= -
BHOEFO M il % O
Back Refresh

Mainta:

-
B0 5 =
Flag Reviewed ViewWO ViewCall View Project

Save Layout Workspaces Save Filter

>

WOStatus  Employee Manager Craft
v A WD 3 e

o Julanda Kes... JulandaKes... ADMN
o adendaies.. =

SLA x

CraftDesc Date Bilable: Regulartours OvertimeHo... SLAHours NonBillableH... TotalHours IsReviewed

#0e = 0 = =2 = = = Cl fidit... Code Desal
Administrati.. 10/05/2022 No 0.50 0.00 0.00 0.00 0.50 v e = e L:3
.. 13/05/2022  No | 3.00 0.00 0.00 0.00 | [

. 350 0.00 0.00 350
+

Open Windows =

| User: JuandaK | 16/05/2022 | Version: 2.5.0.8 | Example Company v2.5.08

* When you receive the Input validation message to confirm;

* Are you sure you want to move all the regular hours
to SLA for the selected items.

e Click on Yes.
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* The selected work order(s) have been updated and the Regular
Hours have been moved or added to the SLA Hours.

E/TNote that only Regular Hours have been moved. Overtime and Non-

Billable Hours were not affected.

* Click on Save to save the changes.
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TECHMNOLOGSTES

Calls - Time Review

‘ Time Not Billed for Call Ref CNOD05300 - BPO: Version 2.5.0.8 - Example Company v2.5.0.8 Lo lollxc]
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* When you receive the Time Review Processing message to con-
firm;
Time Review processing successfully updated.
¢ Click on OK to confirm.
* Click on Back to return to the Call Listing screen.
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Calls - Time Review

VIEW WORK ORDER

* From the Time Not Billed for Call Ref [call ref number] screen,
* Click on the row of the call you wish to view the work order of.
e Click on View WO.

$ - Time ot Billed for Call Ref CNDD05300 - BPO: Version 2.5.0.8 - Example Company v2.5.0.8 [= (e )lx
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e "The Work Order Maintenance screen will be displayed. " on
page 2

* From here you can add to or edit the Work Order details, Cus-
tomer Info, the Required Crafts, Additional Data or the Equip-
ment Info for the work order, or update the work order using the

Function and Processing tiles.
* When you have completed making the changes to the main-

tenance screen, click on Save.
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TECHMNOL OGTES Ca”s - Time ReVieW
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VIEW CALL

* From the Time Not Billed for Call Ref [call number] screen,
* Click on View Call.
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TECHMNOLOGSTES

Calls - Time Review

* "The Call maintenance screen will be displayed." on page 4

* Make the required changes to the call information and click on

Save
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