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Call Administration - Pend a Call

SERVICE

CALL ADMINISTRATION - PEND A CALL

The Call Administration screen is part of the Extended Call Centre - Version
Compatibilityl

A call can be placed in a Pending status by the Call Centre.

Pending differs from Hold, in that work will be stopped to resolve a company
issue e.g. there is no stock available to complete the work. The SLA Monitor
will continue to run. Refer to Calls - Release a Call for information on how to

release a call from pending.

@ Using Tech Connect, the call will be placed in the Pending status when

the technician selects End Work on his device, with the Resolution Action as

Unresolved.

THE CALL ADMINISTRATION SCREEN

Ribbon Select Service > Call Administration

e The Call Administration screen will be displayed.

1BPO2 v2.5.1.3 or higher.
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® - Call Administration - 5P°0: Version 2.5.1.4 - v2514 Example Company =ll2])x]
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.. 13437 1biack toner for colection ToN Toner Requred ]
191349 Service requred SERV Service 3
@ CNOD00OS1 Westwood Dynamic . 130023 Toner for deivery ToN Toner Requred B
& cNo0ooo S5 TitanGrop .. 121438 Toner requred ToN Toner Requred »
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Tewomun S Newbesde L
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B CNODO0075  Derton /Technologies 77 26/09/2014  Awaitig Ac... Karlen Jessi.. 12:07:35  Service and toner requred seRv Service — C
Pendng History [ CNOD00084  Titan Group 86 11/11/2014  Awaiting Ac... George Jam.. Magenta toner required TON ‘Toner Required
Pandacoprs 7 bos L Newpeslsde I
Dynamic 96 08/01/2015  Awaitng Ac... Eu-_xs_uuhumurmumu-unwm R New Deal Rental p— i
Bothas Networking inc: .. 13/03/2015  UnAssigned 16:40:32  test frst work order SRV Service
Titan Group. - 26/02/2015  Awaiting Ac... Carolina Su... Testmachine REP. Repair 18
Derton [Technologies .. 06/03/2015  Awaitng Ac... CaroinaSu.. 09:37:02  test REP Repair 18
Derton / Technologies. - 06/03/2015  Awaiting Ac.. CarcinaSu.. 10:09:53 test SERV Service i)
Mary Contrary 27052015 AwaitngAc.. CarcinaSu.. 08:45:05  New customer contact cal & Select Cal Type .

e Click on the row selector of the call you would like to work with.

47 31/07/2014  Awaitng Ac.. George Jam... 14:13:49  Service requred

PLACE A CALL IN PENDING

* Click on the Pending button.
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e The Call in Pending maintain screen will come up.

T T R ———

HO

save  Back

Process a

PendngDate [15/01/2024  ~ [12:30:54 %

Reason Code | Parts Requrement

Reason

suppler. Stock expected ater today.|

Estmated Release Date | 17/01/2024 v |12:30:54 T

Employee | Bianca Du Toit

%For a detailed handling of this topic refer to Calls - Move to Pending
Status

* On Save a message box will come up, noting:
* Call No: [call ref nojhas been placed into pending.
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Call Processing X
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* The call will set to On Hold and can be found by using the Hold

status filter.

Related Topics

» Service - Introduction to Call Administration
» Call Administration - Edit a Call
» Call Administration - My Calls
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» Call Administration - Assign a Call

» Call Administration - Start or End Work
 Call Administration - Close a Call

 Call Administration - Complete a Call

» Call Administration - Hold a Call

 Call Administration - Pend a Call

 Call Administration - Release a Call

e Call Administration - Reinstate a Call
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