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Call Closure Exceptions - Hold History

SERVICE

CALL CLOSURE EXCEPTIONS - HOLD
HISTORY

The Hold History tile is a quick way to navigate to the list of hold events for

the selected call.

A call can be placed on Hold manually in the call centre. If a call is placed on
hold, no further processing can be performed until it has been released. The
hold history is generate when the call is Placed on Hold and Released from
Hold.

There can be many reasons to place a call on Hold, but these reasons are

based on a delay from the client's side, for example:

* Awaiting client quote confirmation
* Awaiting client response
* Client unreachable

e Account in arrears

THE CALL CLOSURE EXCEPTIONS LISTING SCREEN

Ribbon Select Service > Call Exceptions

* The Closure Exceptions Listing screen will be displayed, listing all
Completed calls with completed work orders that have closure

exceptions.
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15/03/2023 01/01/1300 ADM Call SLA Hours Functionality Review Complete 3 15/03/2023
11/12/2019 01/01/1900 ADM test placing callon hold Complete 3 /1212019
21/11/2019 01/01/1900 TON Driver Connect - offine test. Complete 3 21112018
21/11/2013 01/01/1900 SERV Third driver connect call Complete 3 21112013
21/11/2019 01/01/1900 PR Driver Connect - ull et of toners required Complete 3 21/11/2019
21/11/2013 01/01/1900 SERV "Driver Connect - toner delivery. Complete 3 21/11/2013
18/11/2019 01/01/1900 ADM  Testcal emai functionaity Complete: 3 18/11/2019
11/11/2019 01/01/1900 NOS Test Service balances time logong Complete 3 w/11/2019
15/10/2019 01/01/1900 DR it seems like call notes are not saving for call request Complete 3 15/10/2019
04/07/2019 01/01/1900 DR test Complete 2 14/07/2019
13/05/2018 01/01/1300 INST test another cal for overfiow error Complete 3 13052019
13/05/2018 01/01/1300 INST test call for overflow error Complete 3 13/05/2018
03/05/2019 01/01/1900 IT Test call for warrantes Complete 3 03/05/2019
11/09/2018 01/01/1500 TON ‘Toner replacement requirement Complete 3 11/03/2018
25/07/2018 01/01/1900 REP ‘Copler not switching on Complete: 3 25/07/2018
12/07/2018 01/01/1900 REP ‘Clent equipment not functoning - to send out aloan it Complete 3 12/07/2018
11/07/2018 01/01/1900 DR Test all bilable items. Complete 3 11/07/2018
11/07/2018 01/01/1900 INST  Auto Invoicng Next Level Complete 1 11/07/2018
10/07/2018 01/01/1900 INST  Testcal for auto invoicing Complete 3 10/07/2018
10/07/2018 01/01/1300 INSP Auto callinvoice test Complete 3 10/07/2018
10/07/2018 01/01/1900 INST  New Cal for testing invoiang from Auto Call Invoice. Complete 3 10/07/2018
06/07/2018 01/01/1900 INP  Testcal for auto invoice processing Complete 3 06/07/2018
13/06/2018 01/01/1900 INSP  Test stock over issue - auto approve part requests off Complete: 3 13/06/2018
= | @ cvooooss2  HopooL Hope Works Ph)Ltd  08/01/2018 01/D1/1300 DR Test swap outs for tech connect Complete 3 08/01/2018
B CNOD00S49  HOPOD1. Hope Works Pty)Ltd  19/12/2017 01/01/1900 INST ‘Test new swap out process on tech connect Complete 3 19/12/2017
- @ CNO000S34  GDBO0O1 Good Books 14/09/2017 01/01/1900 I Test cal for the WebPortal back order report Complete 2 14/09/2017 -
e

¢ Click on the row selector in front of the call.

Derton /Technologies __ 15/03/2023 01/01/1900 ADM Call Closure Exception Functionaity Review

CALL HOLD HISTORY

* Click on the Hold History tile.
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* The Hold History listing screen will open displaying the call hold

events.

—————————————————————

> 05122023 143522 cQc i 07/12/2023 14:35:22 05/12/2023  14:35:46  [Bianca Du Toit

For a detailed handling of this topic refer to Calls - Hold History

Related Topics
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