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OPERATIONS & MAINTENANCE

CUSTOMER SERVICE

CONTACT CENTER: CALL LOG

Provides guidance for locating FC Contact Center Communication Records through the Call Log report.

v GETTING STARTED

The Call Log is located in the Contact Center section of the Requests screen. For more information on navigating to the Requests
screen, please refer to the Customer Service: Requests Screen job aid.

v INFORMATION

The Call Log is where all Communication Records are housed. A Communication Record is logged into Facilities Connect Contact Center
anytime Customer Service initiates an interaction with a Requester — whether by phone, through email, or via walk-up.

DIRECTIONS:

1 To access the Call Log, click on the Requests section. Locate the sub-section menu option for Contact Center.

@ Click on the dropdown arrow immediately to the right of the Contact Center option.
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Upon clicking, you will be taken to the Call Log; a searchable repository of FC Contact Center Communication Records.
To search for specific Communication Records, use the search fields located within the column headers.

Once you have located the desired Communication Record, click anywhere on the record line to open and view details.
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Upon clicking, the details of the Communication Record will be visible.

Record:

(Required): The Contact details and his Problem details are recorded in this GUI.

= General

1D COM-1000247 Status
Inbound Communicat tion Type:
jows989
jows989
Call End Time

Resolved Durin
Buchanan,Kimberly J
1201 Davis

Contact Name Contact Phone

= Problem

& Pt @ e

=
Active
= General
Phone
# Location Name 1201 Davis
Address 1201 Davis St
03/09/2020 09:08:55 eroblem Location \Locations\Evanston Campus\1201 Davis

Phone
city Evanston
State/Province IL Zip/Postal Code 60201

Country USA

Request Classification Elevator Repair
Service Class Elevator

TO OTIS AT 9:05

Rating 2
Respond Date 03/09/2020 11:02:21

Problem Description KEYS IN ELEVATOR GARAGE PIT ; PLEASE BRING KEYS TO JONATHAN AT SUITE 1500 FRONT DOOR

Due Date 03/09/2020 17:02:21
Follow-Up Date 03/10/2020 21:02:21

<

Items per page: 10 v 1-10f 1items

Request Note
("Requests | solution  Followup  Comments  Reservations
= Requests
Apply Filters  ClearFilters & ¢y &
! RequestID. Request Classification Description
CC-1003537 Elevator Repair KEYS IN ELEVATOR GARAGE PIT ; PLEASE BRING KEYS TO JONATHAN AT SUITE " &

»

I of 1 pages

v TIP & TRICKS

When looking at the Communication Record, you can find information such as:

% Requested For/By (i.e. Requestor NetIDs)
Customer Service Agent Name (i.e. Agent who recorded the interaction)

« Problem Details Reported
« Location Details Reported
« Resulting and/or Related Service Requests
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