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Simple Call Center Work Flow



Professional Dispatch Services
"The evolution of customer service" sm

W CSR asks customer’s
Customer contacts CSR opens Customers Name apd identifies the
24 Hr. / 7 Day 4 location by any of
order entry Screen _
PDS Call Center several keys to begin
the Work Order
Requested service is | CSR advises
CSR asks leading CSR follows specific not covered by customer or redirects
questions to determine | ; procedures based on caller and
the customer’s the services being closes
specific service need requested Requested service is Work Order
covered by customer -END -

v

CSR selects the equipment CSR troubleshoots to If the problem can’t be s
ee
record from the warranty or ; resolve the problem ; resolved over the phone, “Dispatch
equipment database if over the telephone the CSR will dispatch P

applicable if possible to the location if allowed Steps




Dispatch
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Steps
—»  Telephone Call .
. 2‘2’; fgi”so"avtsch CSR selects CSR wil CSR informs
P sP appropriate contact vendor Fax detailed service vendor of
instructions, . —> : . service
if any P vendor based using one request information |
associated with on the ormore pre- request
the location activity to be determined ) E-mail or PDA response time,
and activity performed methods ovgrhme Im;nts,
N Pager warranty
T v v
CSR goes to next Vendor rejects Vendor accepts
vendor assignment assignment assignment
|
Close work
The customer order for billing
> o ;
Call Center staff is satisfied and reporting
: Customer - END -
Vendor keeps monitor each : .
Satisfaction
Call Center step of the .
. call is placed
informed of —W process to to customer CSR contacts
the status of ensure a timely following N The customer is vendor to follow
the work order response and completion not satisfied up through

completion

satisfaction - END -




