Call Administration - Call Time Review

SERVICE

CALL ADMINISTRATION - CALL TIME REVIEW

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

The Time Review tile is a quick way to navigate to the list of Time Review

records related to the selected call.

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.

THE CALL ADMINISTRATION LISTING SCREEN

Ribbon Select Service > Call Administration

* The Call Administration screen will be displayed.

1BPO2 v2.5.1.3 or higher.
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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

TIME REVIEW

e Click on the Time Review tile.
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Call Administration - Call Time Review

* The Time Review listing screen will open displaying the time

review records.

Count: 1 100 o 0.00 100

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

Time
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 Service - Introduction to Call Administration
 Call Administration - Edit a Call

e Call Administration - My Calls

 Call Administration - Assign a Call

» Call Administration - Start or End Work

e Call Administration - Close a Call

e Call Administration - Complete a Call
e Call Administration - Hold a Call
e Call Administration - Pend a Call

e Call Administration - Release a Call

e Call Administration - Reinstate a Call
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