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Chapter 5 Tele-Service User

Tele-service is a grouping of computer functions that are used when working with customers on the telephone.  It is used by representatives in sales, or customer service, or AR collections, or a help desk, etc.

Chapter 5
Tele-Service User
5-1
Main Menus and Options
5-3
The Tele-Service User Menu
5-3
The Call Management Screen
5-4
Standard Call Management Selection Options
5-5
Managing Call Queues
5-8
The Call Queue Concept
5-8
Customer Locations and Contacts
5-9
Selecting a Customer To Call
5-9
Tele-Service Filters
5-10
How Does “Next Call” Work?
5-11
Rescheduling a Call
5-12
Ending a Call
5-12
Call Queue Inquiry
5-15
Call Queue Maintenance
5-17
Telephone Numbers
5-18
Entering a New Customer
5-18
Customer Diary Notes
5-19
Customer Note Pad
5-20
Call History Log Screen
5-20
Communication to Customers
5-21
Sending a Letter
5-21
How is the Greetings Line Determined by ARC/400
5-22
Sending a Letter to a non-Data Base Contact
5-23
Making Personal Changes to Standard Letters
5-23
Fax Requests
5-23
Sending an E-mail to Your Customer
5-25
E-mailing Product Information to Your Customer
5-27
Miscellaneous Features
5-29
Order Entry
5-29
Product Inquiry and Selection
5-29
Campaigns Recorded to a Customer
5-29
Using Another Person’s Call Queue
5-30
Transferring Calls Among Tele-Service Personnel
5-30
Time Zone Support
5-31
Earliest Date
5-31
Campaign Code
5-31
Clear Screen
5-31
Past Due Call Back Selected ... use RescheculeCall
5-32
FYI:  Consolidating Selected Customer with Current Call Queue Record
5-32
Typical In-bound Call
5-32
Typical Out-bound Call
5-32
Performing Customer Service Functions
5-33
Changing Customer or Contact Information
5-33
Sales Assignment Look Up
5-33
Automatic Call Backs
5-33
Call Queue Alarm Feature
5-34
Call Queue Daily Report
5-34
Order Address Relationships Screen
5-35
My Tele-Service Statistics
5-35
Call Queue Counts By Calendar Day
5-36
Dealing with Multiple Call Queue Entries for One Organization or Contact
5-37
Who Did You Call Today?  The ARC/400 Call History Report
5-38
Main Menus and Options

The Tele-Service User Menu

 COSENTINO  Mnu: 44    ARC/400 Tele-Service User Menu      1/07/02 15:14:16  CAC

    Contact Management                      General Tele-Service Tasks          

 01 Tele-Service Call Management         60 Change User Call Queue              

                                         61 Call Queue List Selection Criteria  

    Sales Person Reporting               62 Call Queue List Review & Change     

 40 Print Sales History for Customer     63 Call Queue Build from List          

 41 Print Diary for Customer Location                                           

 42 Unshipped Items Report for User         iSeries Functions                    

 43 Open Previews/Rentals Out2Customers  81 iSeries Query                        

 44 Shipped Products for Date by User    82 Work with Printed Output            

 45 Call History Report on Screen        88 Change Your Password                

 46 Print Call Queue for One Day         90 Signoff

 47 Call Counts by Calendar Date         95 Send a Message

 48 My Tele-Service Sales Statistics     96 Receive Your Messages

 49 Historical Sales by Current Rep      99 End ARC/400

   Select Option: __    CodeTables                                My Main Menu  

The Tele-Service user menu is often the first menu seen by a Tele-Service user.  Its primary purpose is to change user call queues and to move to the Call Management screen.  Both of these functions can also be obtained on the Customer Management menu.

· 01
Tele-Service Call Management is the primary screen to do all Contact Management functions.

· 40
Print Sales History for a Customer Location will print essentially the same information as is available in the Sales History screen inquiry.  Summary revenue and units are included.  All current activity is included (open orders and open previews/rentals).  Specify a date range for detail sales history transactions.

· 41
Print Diary for a Specific Location
will print the diary for a location during a date range.

· 42
Unshipped Items Report for User will print all unshipped items for the specified sales person on or before the ship date entered.  Items for other sales people are not printed.

· 43
Open Previews/Rentals Out 2 Customer will print a report of all items still out to all customers for the sales person specified.  Items for other sales people are not printed.

· 44
Shipped Products for Date by User
will print a report of all items shipped or invoiced on the specified date for the specified sales person.  In many cases, this will eliminate the need for giving invoice copies to sales people.

· 45
Call History Report on Screen will display a list of all calls made (end call screen) for a user in a data range.

· 46
Print Call Queue for a Day will print all planned calls for a specified date for the sales person.

· 47
Call Counts by Calendar Date will display a calendar with the counts of number of calls planned for each date.

· 48
My Tele Service Sales Statistics will display the sales person’s daily statistics.  This includes the number of calls, the number of contacts, bookings revenue, sales revenue, etc.

· 49
Historical Sales for Current Sales Territory will print a report of the sales person’s territory sales for a date range.  Sales are included in the past regardless of who made the sale as long as the customer is now in the sales territory of the sales person. 

· 60
Change User Call Queue is used to allow the user to use another person’s call queue to make calls.  This is useful when a sales person is on vacation or sick. 

· 61,62,63
Call Queue Build Selection is a three step process for adding calls to a call queue based upon certain selection criteria.  See  Chapter 7, TeleService and Marketing Management for more details.  The version of Call Queue Build listed in this menu is limited to selecting customers defined in this sales person’s territory regardless of the selection criteria.

 The Call Management Screen

 Call Queue: COSENTINO    Tele-Service Call Management     10/27/98  21:36:16   

   10072   1                                                                    

 Ms. Barbara Burton                  Last Order 02/27/1998 Last Call 04/12/2001
 Marketing Manager                   Status     ACTIVE____ Source    LIST01____
 High Tech Division                  Industry   AUTO______ Rank      80________
 Fox Instrument Co.                  Time Zone  CST_______ Potential HIGH______
 245 W. Roosevelt Road, Bldg 1       Last Order 02/27/1998 Last Call 04/12/2001
 West Chicago, IL 60188              Status     ENABLED___ Source    MAIL7_____
                                     Priority   __________ Market    __________
                                     RFM score-R: 3 F: 2 M: 3         Rank: 66%                   

 Status Last Called . 02/27/98   9:56 AM         Telephone #  (More Available)  

        Schld Call. . 03/02/98               Cont WORK 708-555-2893 X883        

        Last Result . FOLL                   Cont FAX  708-555-2891             

        Call Priority HIGH                   Cont CAR  708-555-1212             

        Campaign. .                  E-mail: jburke@cacorp.com                                                                                                

 Call Comment:  this is a note to myself which I do not want to include                                 

                In the permanent diary of this customer.                                                                 

 Option: __  Campaign: __________   Codes    Clear    Filters not in effect 

 NextCall    EndCall    RescheduleCall    ViewCall-Q    Diary    History     

 CustomerSearch    ContactList    OrderSearch    InvoiceSearch    View AR    

 Letters    ProductSearch    Telephone    NotePad    NewCustomerEntry        

 OrderEntry    ChangeCustomer    ChangeContact    EnterDiary     Exit    

User defined and user controlled fields are highlighted above in the darker shading.  An installation option allows for these 14 screen entries to be displayed as any of the possible Customer or Contact ARC/400 fields including user defined fields.  See Chapter 13, Systems Administration, User Screen Definition and Validation for more information.

The Tele-Service Call Management screen is the central hub of all tele-service activity.  It is reached from either the Tele-Service User menu or from the Customer Management menu.  This screen is where you begin your Tele-Service work.  It is where you will be returned to after all other Tele-Service functions are completed.  It is where you will end your Tele-Service work.

The call management screen displays information about the company, the contact, and the call queue entry.  The call queue entry is your planned call to the customer.  It contains information about the contact person being called.  The screens also displays commonly used "hot keys" for fast access to a variety of potential "next step actions".  

The contact name and mailing address of the person being called is presented in the top left of the screen.  

General information such as last call date, last order date, Industry code (SIC), status, source, sales percentile ranking, and time zone is presented, pertaining to the company location as a whole and not necessarily attributed to the individual being called.  These location fields have green labels.

Additional  information that is directly associated with this individual includes title, mail drop/department, status, source, last call date, last order date, and club membership (if any).  These contact fields have turquoise labels.

Call status of your call queue entry is displayed under the title of "Call Status".  It includes the last call date and time, the next scheduled call date and time, the last call result code, and more.

A call comment is included on the screen that is simply a reminder to oneself for whatever purpose is best for you.  This note is associated with the call queue entry and will be deleted along with the call queue entry eventually.  This should not be confused with the Customer Diary or with Customer NotePad.

Telephone numbers are displayed on the screen.  Up to three numbers are displayed, with any for the contact displayed first followed by any for the customer location.  A prefix of "Cont" means the number is associated with the contact.  A prefix of "Locn" means the number is associated with the customer location.  If more than three numbers are found by ARC/400 then a message of More Available is displayed.  You can use Telephone to display all numbers.

E-mail address is displayed.  Click on the e-mail address to immediately go to the Send Electronic Mail Message screen.

The Selection Option at the bottom of the screen allows quick menu selection of any next function.  Place a ? in the field for a display of all selection options. Options 1-24 may also be selected by pressing the corresponding function key or by keying the option number into the option field.  Options 25 and higher are selected by entering the option number.  Use selection option 00 (two zeros) to display the code table inquiry.

The Campaign code associated with the call is either displayed or available for entry.  Enter a ? to display the Campaigns Recorded to a Customer screen.  If necessary, all campaigns can be displayed with the appropriate campaign selected by the TeleService person.

The blue function key descriptions at the bottom are quick reference to some but not all function keys available.  See Selection Option above.

 Standard Call Management Selection Options

Standard selection options for call management can be changed by the Systems Administrator using menu file maintenance.  The selection options are menu 02 as described below.  Rules for call management selection options are the same as any other menu except that 01, 02 and 03 are reserved.  Note that the selection options for the Call Management screen as described below may differ from options on your system, depending on how your system and menu structure was set up.

Selection Options for Call Management screen:

	
	00 Code Table Inquiry allows the code table window to be displayed.  This is the same as pressing Codes.

	
	01 Filters allows calls to be filtered (see “Tele-Service Filters” section in this chapter)

	
	02 Next Call displays next call in queue.

	
	03 End Call Management returns the user to a previous menu.

	
	04 Call Queue Inquiry allows user to review calls in call queue (see “Call Queue Inquiry” section in this chapter).

	
	05 End Call & Reschedule a Call Back allows user to end a call (see “Ending a Call” section in this chapter).

	
	06 Reschedule a Call Entry allows user to reschedule a call (see “Rescheduling a Call” section in this chapter).

	
	07 Customer Location Search allows user to search for a customer (see “Search and List Screens” section in Chapter 3).

	
	08 Contact List allows user to select a contact (see “Contact List” section in Chapter 3).

	
	09 Order Search and List displays a list of orders based on certain criteria

	
	10 Invoice Search and List displays a list of invoices based on certain criteria

	
	11 Order Entry allows user to enter an order (see “Order Entry Setup Screen” in Chapter 6).

	
	12 Customer Notes Inquiry allows user to enter notes (see “Customer Note Pad” section in this chapter).

	
	13 Diary Display displays information pertaining to customer calls, correspondence, etc (see “Customer Diary” section in this chapter).

	
	14 Letter Selection allows user to send a letter to a customer (see “Sending a Letter” section in this chapter).

	
	15 Sales History Inquiry displays a customer’s sales history (see “Customer Sales History” section in chapter 3).

	
	16 Product Search displays product information (see “Product Search and List Screens” section in chapter 4).

	
	17 Telephone Number Maintenance allows user to view and change telephone numbers (see “Telephone Numbers” section in this chapter).

	
	18 Accounts Receivable Inquiry allows user to look up accounts receivable information (see “AR Search and Inquiry” section in chapter 8).

	
	19 Contact Maintenance allows user to change contact information (see “Changing Customer of Contact Information” section in this chapter).

	
	20 Quick Location/Contact Entry allows user to enter a new customer (see “Entering a New Customer” section in this chapter).

	
	24 Diary Entry allows user to enter call diary notes (see “Diary Entry” description in the Ending a Call section in this chapter).

	
	25 Customer Location Inquiry displays customer location information (see “The Customer Location Screen” section in chapter 3).

	
	26 Contact Display displays contact information (see “Contact Record” section in chapter 3).

	
	27 Customer Location Entry allows user to enter customer location information (see “The Customer Location Screen” section in chapter 3).

	
	28 Customer Location Maintenance allows user to maintain customer location information (see “The Customer Location Screen” section in chapter 3).

	
	29 Location/Contact Prospect Entry allows user to enter a new customer (see “Entering a New Customer” section in this chapter).

	
	30 Notes Maintenance allows user to enter note information for either customer location or contact (see “Note Pad” section in chapter 3).

	
	31 Letter Select for non-DB Contact allows user to send a letter to a person not on the database (see “Sending a Letter to a non-Data Base Contact” section in this chapter).

	
	32 RMA Search and Entry (Service Mode) allows for the entry of a RMA and for changing existing RMAs. 

	
	33 Campaigns Recorded to a Customer displays the past campaigns already recorded to this customer.  If a TeleService person has competed a call with this customer then the Response flag is set to Y.  If any orders have been shipped then the monetary amount is displayed.

	
	34 Call History Logs Search finds and displays past calls completed by the TeleService user.

	
	35 Club Membership Status allows user to check club membership status of person on the database (see “Club Membership” section in this chapter).

	
	40 Call Queue Maintenance allows user to delete calls or to move calls to another user (see “Call Queue Maintenance” section in this chapter).

	
	45 Display Customer Tag Fields displays location tag fields (see “User Defined Tag Fields” in chapter 3).

	
	46 Display Contact Tag Fields displays contact tag fields (see “User Defined Tag Fields” in chapter 3).

	
	47 Display Product Tag Fields displays product tag fields (see “User Defined Tag Fields” in chapter 4).

	
	48 Display Product Extension Tags displays product extension tag fields (see “User Defined Tag Fields” in chapter 4).

	
	50 My Tele-Service Sales Statistics displays sales and performance statistics for current user (see “On Line Sales Performance Display” in chapter 7).

	
	51 Print Call Queue for One Day prints call queue (with or without completion messages) for a designated day for a given user.

	
	52 Order Address Relationships displays the Mail-To, Ship-To and Bill-To contacts and addresses that would be used in a new order.  Functions are available for changing all addresses.

	
	55 Call Counts by Calendar Date allows user to display his/her weekly call counts.

	
	59 Order Entry Note Pad displays the order entry note pad screen.  This allows for the entry of notes that are always displayed for a given customer when orders are entered or changed.

	
	60 Sales Assignment Look Up displays the sales rep for a given customer location.

	
	61 Call Queue List Selection Criteria  You specify the selection criteria and determine what call queues to use.  A preliminary selection is made, putting those customers selected into a temporary holding area.  No call queues are updated yet!

	
	62 Call Queue List Review & Change You see how many customers were selected for each call queue to determine if your selection criteria was appropriate.  You can view certain information about each selected contact and delete if necessary.

	
	63 Call Queue Build From List Once you are satisfied with the number of customers and your selection criteria, you now place the customers into the call queues.  Customers are removed from the temporary holding area and placed into the call queues.

	
	71 Send a Fax Item allows user to send a fax from a pre-determined list of items (see “Fax Requests” in this chapter).

	
	73 Check Fax Status runs IBM AS 400 fax status command (see your system administrator for further details).

	
	75 Send Internet e-mail allows user to send an internet e-mail message (see “Sending an Internet e-mail message” in this chapter).

	
	77 Multiple Records for Contact displays a window of all the calls in the call queue for a given contact.

	
	78 Multiple Records for Location displays a window of all the calls in the call queue for a given location.

	
	82 Work with Printed Output allows user to address various printer and printed output concerns.

	
	95 Send a Message allows user to send a message via AS 400 SNDMSG command.

	
	96 Receive Your Messages allows user to receive AS 400 messages.

	
	97 Call History Report on Screen displays a call history report for a given user and a given date range. 


Managing Call Queues

The Call Queue Concept

Every Tele-Service user has a call queue.  The call queue is simply a list of planned calls to be made.  Any call within the call queue is called a "call queue entry".  The name given to the call queue is the same as the user ID for the Tele-Service user.  This name is displayed at the top of the Call Management screen with a label of Call Queue:
When a call is scheduled to be made (see End Call or Reschedule a Call), a call queue entry is created which contains information such as the customer number, the contact number, the last call date and time, the next/scheduled call date and time, the last call result, the call comment, etc.  As calls get made to the individual, the call queue entry gets updated over and over again to remain current.

The call queue is simply a list of calls to be made.  This is best illustrated by using ViewCallQueue function.  This function displays the call queue list in several sequences: scheduled calls only with oldest first, scheduled calls only with newest first, all calls by customer name, and other list sequences.  

A scheduled call is any call queue entry with a next call date.  These calls will be presented to the user when the "next call" function key is pressed.  

An unscheduled call is any call queue entry without a next call date.  This can be thought of as an unspecified call back which is usually the case if calls are mass entered by Tele-Service management personnel.  These calls are presented to the user to be called when the next call function key is pressed AND all ready-to-be-called scheduled callbacks have been completed.

Unscheduled calls are ordered in a first in, first out (FIFO) basis.  Adding new unscheduled calls to the list always adds the calls to the end of the list.  Using the Unschedule Call option on the Reschedule a Call screen can create new unscheduled calls.  The Call Queue Build processes in the Tele-service management menu can also create unscheduled calls.  

Since the call queue is simply a list of calls to be made, you need to manage the list so that it reflects your intentions.  If the contact person needs to be called on a certain date or in a certain time period, you should schedule the call with that date.  If the contact should be called "when you get around to it", then it should be marked as unscheduled.  If the contact will not be called back, you can either delete the call entry or end the call with no call back in the call back option field.  In any case, nothing that you do to the call queue will affect any customer records or even your ability to select the customer and contact again to re-enter into the call queue.

 Customer Locations and Contacts

Calls are usually made to a customer location and to a contact person that are both on the data base.  In this case, both the location and contact information are displayed on the call management screen.

Calls can be made to a customer location without a specified contact.  This is usually the case to document a call to someone who is not and should not be on the database.

Calls can be made and recorded in the call queue without a customer number or contact number.  This is often the case when a message is taken by a reception person and re-routed to the correct tele-service representative.

The call queue supports multiple entries in one call queue for the same customer/contact.  This may happen when calls are routed among Tele-Service users or when calls are placed into call queues through the management function of "Build Call Queues".

 Selecting a Customer To Call

There are a variety of ways in which a call is selected depending upon the nature of the call (inbound or outbound) and the wishes of the user.

When the Call Management screen is first presented to the user, ARC/400 will select the oldest call that is ready to be called.  This call is displayed.  If no calls are ready to be called, the first unscheduled call will be displayed.  If no unscheduled calls, a blank screen is displayed.

Outbound calls can be selected in order by pressing NextCall, which gives the user the next scheduled call.  By continually pressing NextCall and acting upon each of these calls, all scheduled calls that are ready to be called will be called.  Unscheduled calls are presented after all scheduled calls are completed.  

Outbound calls can also be selected by using the call queue inquiry function.  You may list the call queue.  Selecting any call queue entry will return you to the call management screen with the selected call displayed and ready.  You can make the call or select another call queue entry.

Outbound calls can also be selected in exactly the same way as inbound calls.

For an inbound call, you may have no idea whether the contact is already on your call queue or not.  Use CustomerSearch, OrderSearch, or InvoiceSearch.  If the caller has an order number or invoice number then OrderSearch or InvoiceSearch will be easiest.  When you select one of the above, a contact will be displayed on the Call Management screen.  If this is the wrong contact, press ContactList to select the correct contact.  When the correct contact is displayed, you are ready to proceed with the call.

If you know that the customer location is not on the database, you may use NewCustomerEntry to add the prospect to the database.  If you later find that the person was already on the database, you can merge the new number with the old number using the merge customer screen.  See the Customer Service chapter 3.

 Tele-Service Filters

Often, one wishes to make calls of a certain type or to a specific time zone and bypass other calls.  This is done with the Call Queue Filters.  Pressing Filters on the Call Management screen allows you to specify selection criteria for new calls.  Then, the Next Call button simply scrolls through the list for faster call to call transition.  

         Call Queue Filters         

   Earliest_Date...: __________    

   Campaign........: __________    

   Call Priority...: __________     

   Market .........: __________     

   Organization Type __________               

   Industry .......: __________               

   Time Zone ......: __________               

   Source Code ....: __________               

   Mkt_Priority....: __________               

   Status Code ....: __________               

   Decision_Level..: __________               

   Purchase Timing.: __________               

   State Code. ....: __________               

       Clear    Cancel    Accept    

You have considerable control over the fields in the above list.  You must select Earliest Date, Campaign, and Call Priority.  The remaining 7 possible filters (see shading) can be selected from a list of 51 fields which are mostly customer location and contact fields.  Most of the fields on the location and contact screens can be used for such selections.  See the Systems Administrator Menu, 74 Display File Definition Maintenance.

Setting a filter will limit the calls that are selected for you.  You can specify an Earliest Date, a Campaign, a Marketing Priority, or a Time Zone or other customer and contact fields.  You can specify any one or any combination o f these filters.

When a filter is selected, the NextCall feature and ViewCallQueue will show only calls that meet the selection criteria.  Other calls are temporarily skipped.  To re-set the call queue to pick up any skipped calls, press Filters to get to the Filters screen then press Clear from the Call Queue Filters screen.

Call Queue Filters may be specified either on the Call Queue Filters screen (Filters from the Call Management screen) or on the Call Queue Inquiry screen (ViewCallQueue from the Call Management screen).  Regardless of where these filters are specified, both screen use the same set of filters and will coordinate with each other.

If any filters are selected, the Call Management screen will display the message: Filters in effect.  If none are selected, this message will read: Filters not in effect.

Note:  The Call Queue Filters will read all potential calls from the database and skip the calls that do not meet the selection criteria.  For this reason, if you have a very large call queue and the selected calls are scarce, the time to display a next call may take longer than usual.  The best remedy to this is a well-managed call queue that is not too large.

Note:  Call Queue Filters will never skip a call for today with a specified past due call time even if this call does not meet the selection criteria of the filters screen.

How Does “Next Call” Work?

When NextCall is pressed, ARC/400 attempts to find the next call.  This is the fastest way to get to the next call.

First, ARC/400 will attempt to find any scheduled calls with a past due date or today’s date with a past due time.  If one is found, the oldest is displayed.  Note that if the Earliest Date is entered on the Call Queue Filters screen, no calls will be selected before that date.  If any other filter is selected, calls will only be displayed if the call meets the filter selection criteria.

Second, if no calls exist with a past due date or today’s date and a past due time, ARC/400 will attempt to select a call with today’s date with no time selected.  These are selected in sequence of the contact’s time zone.  The eastern most time zones will be given priority.

Third, if no call is selected in the two methods above, the next unscheduled call will be selected.  An unscheduled call is a call queue entry without a call back date.  These are selected in same order as entered into the queue.

Fourth, if no call is selected in any of the three methods above, a message is displayed: “No Calls in Queue Ready To Be Called”.

Note: a call with a future date or today’s date and a time that has not occurred yet, will not be selected with NextCall.  However, if the Earliest Date entered is a future date, calls are selected for future dates and times.  This is the only way for NextCall to select a future call.  Use ViewCallQueue, call queue inquiry, for other future calls.

If multiple calls for a past due date (prior to today) exist, a call with a past due time selected will be given priority over a scheduled call without a time specified.  

If NextCall is pressed multiple times, call queue entries are skipped.  This is an easy way to skip over calls that you want to temporarily skip.  These skipped calls can be re-displayed by restarting the call queue sequence.  Press Filters to display the call queue filters.  From the call queue filters screen, press Accept to refresh the sequence and all skipped calls will be re-displayed in their proper sequence.  Note:  you do not need to make changes to call queue filters; just press Accept then NextCall to get the first skipped call.

 Rescheduling a Call

Reschedule means setting a new call back date or time without actually talking to the customer.  

Press RescheduleCall to reschedule.  This takes you to the Schedule a Call Back screen with a call back option of RSCH (for reschedule) and a next call back date for the next day.  If this is OK, press Accept to reschedule or make necessary changes and press Accept.

 Ending a Call

     Up    Dn               Schedule a Call Back        14:03:26  10/20/94 

             Organization:   10072  Fox Instrument Co.                          

             Contact.....:       1  Barbara      Burton                         

 Call Result. . . .  FOLL  Type: _________       Campaign. . .  HIGHROLLER      

 Call Back Option .  __                                                         

            Date. .  10/27/94                    Call Priority.  __________     

            Time. .  ______                      Promotion . .   __________     

            User. .  COSENTINO_                        

 Comments           I want to tell her about our 50% offer next time.__________ 

                    ___________________________________________________________ 

 Diary Entry       Reason: ____                                                 

   01  She was interested in the "leadership" product, but money is tight.___   

   02  Mr. Harry Jones will take over her work for next two months while she_   

   03  is on a sabbatical.___________________________________________________   

   04  ______________________________________________________________________   

   05  ______________________________________________________________________   

  PgDn=Add Diary Lines  Unschedule Call    Counts Calendar    Delete Call    

                                    Exit    Cancel    Schedule Call       

You will use EndCall  when you have completed each call.  The Schedule a Call Back screen is displayed.  This allows you to enter the call result, the next scheduled call date and time, any notes to yourself and permanent diary notes documenting the call.

Call Result:  Until you are comfortable with the various options, use a "?" in the call result field.  You will get a list of the available options for you to select.  This is a required field and care must be taken to select a call result code that accurately reflects the result of the call. 

Special call back options are:  RSCH for reschedule, LM for left message and NOCT for no contact.  These cause the call back option 2D to be used if no call back option is specified.  Modifying table 009 in Table Maintenance creates new call result codes.

Call Type:  Use this optional field to specify the type of call.  Examples are Inbound, Outbound, e-mail, fax and web.  This information can be used for reporting purposes.

Call Back Option:  Until you are comfortable with the various options, use a "?" in the call back option field.  This is a short cut to entering a date and time.  For example, use 4D to have ARC/400 set up a call in four business days letting ARC/400 figure out the date.  Use 1W for one week, 1M for one month, 30 for thirty minutes, etc.

You may also enter your own date and time for the next call in the date and time fields.  You may enter a call back option and a time.  The call back option will not calculate a time if the call back date is after today.

If you specify a time, you can do this in various ways.  Regardless of how the time is entered, ARC/400 will display the time using the format hh:mm AM.  Rules are:

· specify an hour, such as 9 or 2.  Hours from 7 to 12 are considered morning hours; otherwise, the time is set to afternoon time.

· specify an hour and minutes, such as 920 or 0920.  Hours from 7 to 12 are considered morning hours; otherwise, the time is set to afternoon time.

· specify a period or colon as the separator between hours and minutes, such as 09.30 or 11:10
Using a period forces the use of military time specification and there is no assumption regarding morning hours or afternoon hours.

· enter military (24 hour specification) time such as 0800 for 8am or 1620 for 20 minutes past 4 in the afternoon.  

· enter the characters AM or PM after the time if it is not clear whether the time is morning or afternoon.

If no call back is desired, use the NC no call back option.  This will remove the call entry from the call queue.

User:  This is the name of the call queue where a call ought to be scheduled.  ARC/400 will either default the user name to the current system user or to the assigned sales person.  This determination is made through a setting in the User File Maintenance screen, which is described in Chapter 12, File Maintenance.

In either case, one may send the call to another person’s call queue by entering the user ID of that person.  When this is done, the call is removed from the call queue of the person making the call and it is added to the queue of the user specified.

Comments:  The comments field is used for a temporary note that is attached to the call queue entry and displayed on the call management screen.  It is not meant to be permanent.  It is meant to communicate information for the next call to the called person.

Diary Entry:  A diary entry should be entered whenever a conversation occurs with the customer or when an event occurs that should be documented.  A diary reason code can be added for future reporting and analysis purposes.  If one is not entered, it will default to the “call result” code.  

A diary entry may also be entered with EnterDiary from the Call Management screen without using the Schedule a Call Back screen.

Other Fields:  Optional fields are campaign code, call priority, and promotion code.  

Function Key or Pushbutton Options for Schedule a Call Back screen:

	
	F3=Exit returns to a previous screen.

	
	F6=Reschedule Call reschedules the call and updates all records accordingly.

	
	PgDn=Add 5 Diary Lines when in diary entry field, this will add more lines on which to enter information.

	
	F11=Unschedule Call allows user to end the call but to add the call to the Unscheduled List.  These are calls without a next call date, but remain in the call queue.  Essentially, unscheduled calls are planned calls but the call will be made only when one gets around to them (no specific date).  UnscheduleCall puts the call at the end of the unscheduled call list.

	
	F12=Cancel returns to a previous screen.

	
	F22=Counts_Calendar displays daily counts of calls for the current user.

	
	F23=Delete Call allows user to delete the call from the call queue.  Of course, the call may be added again at any time either by the Tele-Service person or through various management functions.


Cursor Positioning:  Cursor positioning features are built into the Schedule a Call Back screen to reduce the number of keystrokes.  The cursor will be positioned on the Call Results field if it is left blank or on another field if that other field is in error.  If there are no errors, the cursor will be positioned on the Diary entry field.  To change the cursor positioning fast, press the HOME key.  It will move between the Diary, Call Results and the Call Back Option fields.  Each time one presses HOME (assuming no errors on the screen), the cursor will change among these three fields.

So, if one presses EndCall from the Call Management screen, the cursor will be located on the Call Results field.  The user can easily enter this and the call back option.  If the enter key is pressed, the cursor will jump to the Diary entry field.  If the HOME key is pressed, the cursor will move to the Call Results field.  Pressing HOME again and again will cause the cursor to move among the three fields.

If one presses RescheduleCall from the Call Management screen, the cursor will be located on the Diary field.  Pressing the HOME key will move the cursor as above.

 Call Queue Inquiry

 Up   Dn  Q: COSENTINO    Tele-Service Call Queue Inquiry     10/20/94 14:14:40

                      List-Sequence: Scheduled Calls/Oldest
                Filters not in effect ... use FILTERS button to set                      

Sel   Customer Location           Contact Last Name    Call Date           Mark 

 _ Fox Instrument Co.             Burton               07/01/93 10:37           

   West Chicago         IL L/C 06/03/93 RENT                   Camp HIGHROLLER  

 _ Electronic Support Systems     Gibson               11/22/93  8:00           

   West Chicago         IL L/C 10/06/92 INIT                                    

 _ Fox Instrument Co.             Willie               02/07/94  8:00           

   West Chicago         IL                                                      

   1=Select 5=Diary 8=History  AllCalls/Name    Scheduled/New    Campaign    

 Unscheduled/Name    Marked    Calendar    Filters    Exit    ScheduledCalls/Old
You may review the calls in your call queue by pressing ViewCallQueue on the call management screen.

Selection Options for Call Queue Inquiry screen:

	
	1=Select displays the selected call on the call management screen.

	
	5=Diary displays the diary entries for this customer.

	
	8=History displays the sales history for the given customer.


Function Key or Pushbutton Options for Call Queue Inquiry screen:

	
	F3=Exit returns to a previous screen.

	
	F5=All Calls/Name displays all calls by alphabetically by location name.

	
	F6=Scheduled Calls/Oldest displays scheduled calls sorted by the oldest first.

	
	F7=Scheduled/New displays scheduled calls sorted by the newest first.

	
	F8=Campaign displays calls sorted by campaign.

	
	F9=Unscheduled/Name displays unscheduled calls sorted by company name.

	
	F10=Marked displays calls marked for deletion or movement to another call queue.

	
	F14= Calendar displays daily counts of calls for the current user

	
	F16=Filters displays the filter window to add/change filters in effect.


This function lists the calls in the call queue in a specific order or sequence.  Some sequences include only some calls in the call queue while others include all calls.  Press a function key to use a different sequence or to refresh the current sequence.  The displayed sequence is identified at the top of the screen.

The Campaign Filter is used to display only calls with a specific campaign code which was established when the call was entered into the call queue or during any previous end call procedure.

The Priority Filter is used to display only calls with a specific priority which was established when the call was entered into the call queue or during any previous end call procedure.

The Time Zone Filter is used to display only calls with a specific time zone.  

The E/D Filter is used to display only calls after the date entered (earliest date).  

The filters in the Call Queue Inquiry screen are the same as the filters in the Call Management screen, which is accessed from Filters on the Call Management screen.  By making any change on either screen, the other is affected.  

You may select any call to be called by using option 1 on the select field in the list.  The call queue entry is displayed on the call management screen.

When a sales person is using call queue inquiry from the Call Management screen, the same call queue inquiry screen will be displayed again on subsequent selections of ViewCallQueue.  This means that a sales person may press ViewCallQueue to obtain a list of calls to be made.  The sales person may make certain selections and filters to obtain the list of calls to be made.  When a call is selected, the call management screen will be displayed as always.

When ViewCallQueue is pressed again, the same call queue inquiry screen will be displayed as before so that the user will not need to re-enter the selections and filters.  The cursor will be in the same place as when the previous selection was made.  

After the return to the call queue inquiry screen, the item previous selected will be updated in the list, but it will not re-positioned in the list.  For example, if one selected customer ABC from call queue inquiry and rescheduled the call back to another day, subsequent use of ViewCallQueue will change the dates of call ABC but it will be positioned in exactly the same position as before.  This is done so that one can see what was done previously.

Use the appropriate function keys in call queue inquiry, Scheduled/New, ScheduledCalls/Oldest, Unscheduled/Name, AllCalls/Name, Campaign or Marked, to refresh the list.

Note:  "marked calls" sequence pertains to calls marked for deletion or movement to another call queue.  See Call Queue Maintenance.

 Call Queue Maintenance

          Q: COSENTINO   Tele-Service Call Queue Maintenance  10/20/94 15:55:19

                      List-Sequence: Scheduled Calls/Oldest                     

 Filters  Campaign: __________ Priority: __________ Time_Zone: ____             

Sel   Customer Location           Contact Last Name    Call Date           Mark 

 _ Electronic Support Systems     Gibson               11/22/93  8:00       M   

   West Chicago         IL L/C 10/06/92 INIT                                    

 _ Fox Instrument Co.             Burton               07/01/93 10:37       D   

   West Chicago         IL L/C 06/03/93 RENT                   Camp HIGHROLLER  

 _ Fox Instrument Co.             Willie               02/07/94  8:00           

   West Chicago         IL                                                      

    (M/C/D)  5=Diary 8=History  AllCalls/Name    Scheduled/New    Campaign     

  Unscheduled/Name    Marked    Calendar        Exit    ScheduledCalls/Oldest  

This function, Option 40 on the call management screen, is used to delete calls and/or move calls to another call queue.  The user has the ability to mark the calls, but it is a management function on the Tele-Service Management menu to actually perform the deleting and/or moving.

Selection Options for Call Queue Maintenance screen:

	
	M marks an entry for moving.

	
	C clears any marking.

	
	D marks an entry for deleting.

	
	8=History displays the sales history for the given customer.


Function Key or Pushbutton Options for Call Queue Maintenance screen:

	
	F3=Exit returns to a previous screen.

	
	F5=All Calls/Name displays all calls by alphabetically by location name.

	
	F6=Scheduled Calls/Oldest displays scheduled calls sorted by the oldest first.

	
	F7=Scheduled/New displays scheduled calls sorted by the newest first.

	
	F8=Campaign displays calls sorted by campaign.

	
	F9=Unscheduled/Name displays unscheduled calls sorted by company name.

	
	F10=Marked displays calls marked for deletion or movement to another call queue.

	
	F14= Calendar displays daily counts of calls for the current user


When a call is marked for moving or deleting, a red letter “M” or “D” appears under the Mark column on this screen.

 Telephone Numbers

Telephone numbers are assigned to both customer locations and to contacts on the data base.  Use Telephone from the call management screen to display and/or change telephone numbers.

       Contact Telephone Maintenance          

                  Jim Smith                             

       Seq  Desc   --Numbers---       -Ext-

       005  WORK 708-555-2893         883__  

       010  FAX  708-555-2891         _____     

       015  CAR  708-555-1212         _____     

       020                            _____     

            Location Numbers    Add Lines 

          Exit    Cancel    Accept      
When Telephone is pressed, a window displays known numbers for the individual contact first and then numbers for the customer location.  If either list needs to change, press Change.  You may then either change the Contact Telephone or change the Location Telephone.

Function Key or Pushbutton Options for Telephone Number Maintenance screen:

	
	F3=Exit returns to a previous screen.

	
	F5=Location Numbers and Contact_Numbers switches back and forth between location and contact phone numbers.

	
	F6=Accept accepts telephone number changes as edited.

	
	F10=Add_Lines allows user to enter more phone numbers.

	
	F12=Cancel ignores any phone number changes which have just been edited.


Usually, any central company number is entered for the location.  In this way, all contacts at that location will get this number displayed for them with only the one entry at the location level.  Individual extensions, home numbers, etc. are associated with the contact.

 Entering a New Customer

The major issue in entering any new customer is duplicates.  You need to establish procedures to be assured that you are not entering a duplicate on the database.  

First, prior to entering any new customer, search for that customer on the database.  Press CustomerSearch.  Try a couple of searches such as keyword and zip/post searches before you determine that the customer does not exist on your database.  

You can enter a new customer by pressing Add Location on the Customer Search screen.  Enter the customer information (usually only the company name and address) and press Accept to accept.  Then use option 6 for the contact list.  Press Add Contact to enter the individual's name and other information.  Press Accept when done.  Press Exit to return to the call management screen.

If the customer location (organization at the correct address) is found but either no contact or the wrong contact is displayed on the call management screen, press ContactList to go to the Contact List.  Either select the correct contact here or press Add Contact to add a new contact as above.  

There is a faster method that is used when you are positive that the customer is not already on the database.  Use NewCustomerEntry from the Call Management screen or NewCustomer from the Customer Search screen for Location/Contact Prospect Entry.  The basic information to be entered is on one screen.  Accept will return you to the call management screen.

                    Location & Contact Prospect Entry    14:13:23   1/04/02 

 Contact: _____ ____________ ___________________         Location Level         
         (mr/s) (first name)   (last name)          Source Code ....: __________

                                                    Market .........: __________

  Job Title...: ___________________________________ Employee Numbers: __________

 Dept/Mail Drop ___________________________________ Revenue Range ..: __________

                                                    Industry .......: __________

  Company Name: ___________________________________ Organization Type __________

    Address. .: ___________________________________ Mkt Potential ..: __________

                ___________________________________                             

                ___________________________________      Contact Level          

    City,St. .: ________________________  __ Res: _ Mkt_Priority....: __________

    Zip Code .: ________ - ____  Country: USA       Budget Size.....: __________

                                                    Group Size......: __________

 Telephone. .: WORK ____________________ Ext: _____ Market..........: __________

               FAX  ____________________ Ext: _____                             

       E-Mail. : ____________________________________________________________                  

 Sales_Override: Div: ____  Rep: ____                                           

                   Note Pad    KWOC    Phone Nos    Parent    Diary    Catalogs  

 Batch_Entry: N                              Exit    Cancel    Accept            
See Location & Contact Prospect Entry Screen section of Chapter 3 for a description of this screen.

 Customer Diary Notes

The diary is a running set of notes which document calls, correspondence, internal decisions, etc. for a location or contact.

Pressing Diary from the call management screen will display the diary.  Initially, it will display only notes for your selected contact as entered by those in your department. 

                            Diary Notes Display          16:11:14  10/20/94 

          Location:   10072 Fox Instrument Co.               Dept: CONSULTING   

          Contact.:       1 Ms. Barbara Burton                                  

M=Change-Diary          Contact Person               Entry Person       Reason

_ 07/21/94 09:08 AM TH  Ms. Barbara Burton           SALES/COSENTINO      LETR

           Letter: cold call introduction letter                                 

             Customized In: MYFOLDER / ARC400_#.004                              

_ 06/03/93 08:09 AM MO  Ms. Barbara Burton           SALES/COSENTINO      LETR

           Letter Sent: cold call introduction letter  Enc: AAA                  

_ 05/12/93 02:08 PM WE  Ms. Barbara Burton           SALES/COSENTINO      LETR

           Letter Sent: cold call introduction letter                            

_ 10/06/92 09:12 AM TH  Ms. Barbara Burton           SALES/COSENTINO      TM  

                  she loved the demo and wants to buy NOW!                       

_ 09/15/92 10:45 AM FR  Ms. Barbara Burton           SALES/COSENTINO      LETR

           Letter Sent: quality letter  Enc: AAA                                 

_ 09/14/92 09:01 AM TH  Ms. Barbara Burton           SALES/COSENTINO      TM  

           Conversion of Preview to sale ... follow up in two months.            

_ 09/14/92 09:33 AM TH  Ms. Barbara Burton           SALES/COSENTINO      LETR

           Letter Sent: Video Bid Letter  Enc: AAA                               

  LocationDiary    EnterNewNote    Exit    Cancel    AllDepartments         

Function Key or Pushbutton Options for Diary Display screen:

	
	F3=Exit returns to a previous screen.

	
	F4=LocationDiary and Contact_Diary alternately displays notes written the specified contact at a location and notes written to anyone at that location.

	
	F6=AllDepartment and MyDepartment alternately displays notes written only by people in your department and notes written by anyone within your organization.

	
	F12=Cancel returns to a previous screen.


Usually, the diary is one of the first items reviewed by the Tele-Service user prior to an outbound call or early in the conversation for an inbound call.  It will re-fresh your memory and alert you to other issues which you must know to handle the call successfully.  See Diary List section in Chapter 3 for further information.

 Customer Note Pad

Note Pad is a permanent set of text associated with each location and with each contact.  It is used for personal information and other notes.  Up to 99 lines of such notes can be associated with each location and another 99 lines with each contact.

                 Contact NotePad for Ms. Barbara Burton

    Up    Dn              Fox Instrument Co.                            

     1  very conservative in thinking and has to be treated        

     2  formally.  Ask her about where she will be living next     

     3  year.  Her husband's name is George.                       

      Location Notes    OE Notes       Cancel    Accept      
Function Key or Pushbutton Options for Contact Notepad screen:

	
	F3=Exit returns to a previous screen.

	
	F4= Location Notes and Contact_Notes alternately displays notes written the specified contact at a location and notes written to anyone at that location.

	
	F12=Cancel returns to a previous screen.


See Note Pad section in Chapter 3 for further information.

Call History Log Screen

The call history log screen is meant to provide the sales or service person with an easy way to review the recent calls made based upon some selection logic.  Whenever the sales person or service person uses the End Call screen, an entry is made into the Call History file.  This screen displays this file for the user.

This feature operates in two modes:  When selected as  option 34 from the TeleService Call Management screen, only the calls for the current user are displayed.  When selected as option 60 from the TeleService Management menu, the user can select call history information for multiple sales or service personnel.

                            Call History Logs Search         21:18:35  10/19/03 

   Call Date: 07/30/03  Customer: _______  Call by User: __________             

 Filters:  Campaign: __________  Call Reason: ____ Call Type: __________        

Sel Call-Date-&-Time  Contact             Location______________________________

 _ 07/30/03 11:33 AM   JOHN JONES                Company Name                   

 _ 07/30/03 11:33 AM   JOHN JONES                Company Name                   

 _ 07/30/03 11:33 AM   JOHN JONES                Company Name                   

 _ 07/21/03 01:36 PM   D Paul Smith              AT&T Bell Labs                 

 _ 07/21/03 01:36 PM   D Paul Smith              AT&T Bell Labs                 

 _ 07/21/03 01:35 PM   D Paul Smith              AT&T Bell Labs                 

 _ 04/16/03 11:15 AM   Stephanie Jones           Allenlib                       

 _ 04/16/03 11:13 AM   Stephanie Jones           Allenlib                       

 _ 04/16/03 11:11 AM   Stephanie Jones           Allenlib                       

 _ 11/12/02 02:23 PM   Grover Wray               Andersen Ctr for Prof Educatn  

 _ 11/12/02 02:22 PM   Grover Wray               Andersen Ctr for Prof Educatn  

 _ 09/17/02 08:07 AM   Janice Cosentino          Gold's Gym                     

 _ 09/17/02 07:52 AM   Susan Carter              SCOTT BADER COMPANY LTD        

 _ 10/12/01 02:15 PM   Jim Smith                 Ace Hardware                   

     Clear    Fold                                      Exit    Cancel      

Communication to Customers

 Sending a Letter

The letter generation system allows the user to select a letter from a list of standard letters, to review the information to be inserted into the letter (primarily name and address information), to select attachments (brochures, flyers, catalogs, etc.), and to send the letter.  

       Send a Letter to a Customer    Go To: __________  

                                   Start At: __________  

Sel Letter    Description__________________________________                                                            

 _  INTROLET   cold call introduction letter             

 _  SAMPLE1    Sample Letter One                         

 _  SAMPLE2    Sample letter                             

         Selection: 1=Select                  Exit      
Pressing Letters will display a list of letters.  If the list is long, enter a starting value in the “go to” field.  If letters are organized, the “start at” field can be used to start the display anywhere in the list (once you start at a spot in the list, you can not page backwards).  The “start at” depends upon letters being organized alphabetically by the sales division or other organization method.

                  Verify Letter Information                 

   Contact Name   Ms.__ Barbara_____ Burton_________        

   Job Title      Marketing Manager_____________            

   Mail Drop      High Tech Division____________            

   Location Name  Fox Instrument Co.____________            

   Address Line 1 245 W. Roosevelt Road, Bldg 1_            

   Address Line 2 ______________________________            

   Address Line 3 ______________________________            

   City State Zip West Chicago________ IL 60188__ ____      

   Greetings      Dear Ms. Burton:_____________    USA_     

  Tele-Service User                                         

   Formal Name    Mr.__ Jay Cosentino _______ Tele: 1221    

   Job Title      Account Executive____________             

  Other Data                                                

   Product Name ________________________________________    

   Enclosures   ___ ___ ___ ___ ________________________    

  Print    Custom/Print                                      

                                   Exit    Previous      
Function Key or Pushbutton Options for Verify Letter Information screen:

	
	F3=Exit returns to a previous screen.

	
	F6=Print prints the letter as is.

	
	F8=Custom/Print allows user to customize a letter prior to printing it.

	
	F12=Cancel returns to a previous screen.


When a letter is selected, a screen will display with all the information that the ARC/400 system will merge with the letter.  This information can be changed in any way.  Press Print or Custom/Print to send the letter.

Enclosure codes can be entered on the display that will print on the letters.  These often refer to a brochure, flyer or catalog.  Up to 4 specific enclosures can be specified (use ? to obtain a list of valid enclosures).  Additionally, the long space following the enclosure codes is an enclosure text.  Any text can be entered.  This will print along with the other enclosures, if any, on the letter.  Your clerical staff can use the enclosure codes and text to assemble the letter with the enclosures, letter, label and envelope.

The ARC/400 system batches all letter requests; to print the letters, the "print letters" option is selected by a clerical person from the Tele-Service Management menu.  The system will merge the unique customer information with the standard letters and print them.  Optionally, labels and a coordination report is produced.  These materials are then packaged and mailed.

The ARC/400 system will automatically record all letters along with enclosures into the customer diary.  

If Custom/Print is pressed to customize the letter, the customer information and letter are merged immediately.  The letter will be immediately displayed for the user so that any portion of the letter may be customized.  When the user is complete with the changes, print the letter normally.  The letter will be immediately printed on the letter printer and a label will be scheduled to print (as soon as the clerk does a Print Miscellaneous Labels; number 02 on the Tele-Service Management menu).  

How is the Greetings Line Determined by ARC/400

ARC/400 attempts to intelligently determine the greetings line for all letters.  It uses the following rules until a greetings line if found.

1. A greetings line override as entered into the contact screen

2. If the last name is not blank, and the salutation is not blank then these are combined with “Dear” to create “Dear Mr. Smith:”

3. If the first name is not blank, this is combined with “Dear” to create “Dear John:”

4. If the contact title is not blank, this is combined with “Dear” to create “Dear Librarian:”

5. Otherwise, the greeting line is left blank.

 Sending a Letter to a non-Data Base Contact

You may send a letter to a person who is not on the database.  The procedure is the same as if the contact were on the database; instead of using Letters to select a letter, you use option 31.  The same screens are displayed as with a customer letter except that no name and address information is displayed.  You enter whatever is required and the letter will be sent.  There is no need to add the contact to the database.

 Making Personal Changes to Standard Letters

Changes to a standard letter for a customer are simply performed.  When you select the specific letter to be sent, a window displaying customer information is presented.  Pressing Print will send the letter as is.  Pressing Custom/Print will immediately merge all pertinent information into the letter and start Microsoft Word.  You then make word processing changes to the letter.  Upon conclusion, print or otherwise save the letter as normally done.

 Fax Requests

Faxes can be sent to a customer from ARC/400.  Items which can be faxed are:  specification sheets (fax item), invoices, order confirmations, packing lists, AR statements, purchase order forms, and a fax note.  The term fax item is used for any item created on a PC and uploaded to the iSeries with graphics and text.  The most common use of a fax item is as a marketing flyer or specification sheet.

A cover sheet that is customized with a logo and other pertinent information will accompany each fax.  ARC/400 will insert a title, addressee (three lines), sender (three lines), comment, date, time, number of pages in the fax. 

The following fax request screen will be displayed whenever one requests any document to be faxed.  ARC/400 will attempt to fill in the required information based upon the customer who is selected and the system user.  ARC/400 will search for a customer fax number.  If one is available, the correct dialing string is created depending upon whether the number is long distance or local.

                               Fax Invoice Request          13:42:16   8/28/95 

               Destination:   PRODUCTIVITY PRESS____________                    

              Title of Fax:   ARC/400 Fax Invoice___________                    

                        To:   Ms. Karen K. James____________                    

                              Editor________________________                    

                              Productivity Press_____0022291                    

                      From:   Mr. Jay Cosentino_____________                    

                              Vice President________________                    

                              e-mail: jaycos@cacorp.com_____                    

                   Comment:   ______________________________                    

                Fax Number:   1+773-693-6150________________                    

                 Send_Time:   *CURRENT   Sales_Div: BUSN                                     

                 Send_Date:   *CURRENT     Overlay: INV_OVL___                  

  Phone                                              Cancel    Accept      

Function Key or Pushbutton Options for Fax Request screen:

	
	F6=Accept sends the fax

	
	F8=Phone lists phone numbers for current customer.

	
	F12=Cancel returns to a previous screen.


A destination name is required.  The default is the company name of the individual.  Any value may be entered.

The text entered for “To”, “From” and “Comment” are used for the fax cover sheet.  

The fax number is the entire dialing string.  If your internal PBX requires a dialing string to obtain an outside line (e.g. “9”) or requires an accounting code, these are entered by ARC/400 when the fax is sent.

The user may specify a date and/or time for the fax to be sent.  This will delay the fax to off hours or any later time.  The time should be specified in 24 hour format, such as 1400 or 14:00 for 2PM.  Use *CURRENT for both date and time to specify that the item should be faxed as soon as possible.  If the date and time have past already, the fax will be sent immediately.

A sales division may be entered if the Sales Division specifies fax cover pages and/or letterhead overlays.  See table 040 in Table Maintenance.

For certain items, an alternative overlay name may be specified.  An overlay is the “form” that the item is printed on (e.g. an invoice form).  The name of an alternate overlay is useful when multiple letterheads are used.  It is also useful for an alternate invoice form where it might state “PAST DUE” on the form itself.  

When all items are completed and satisfactory, press Accept to send the fax.  It will take a few seconds for the fax to be queued for sending.  You will receive a message such as “Sending Fax To Productivity Press”.  This message merely means that the fax had been sent to the fax server and does not mean that the fax is being faxed immediately.  

 Sending an E-mail to Your Customer

An e-mail can be directly sent by ARC/400 by pressing the button surrounding the e-mail address on the Call Management screen, or by using select option 75.  

In addition, e-mails can be sent to customers with documents.  ARC/400 supports e-mail messages with attachments for a variety of purposes.  See the related search screens for sending these e-mails:

· Message with invoice/credit memo as PDF attachment

· Message with order confirmation as PDF attachment

· Message with purchase order as PDF attachment

· Message with packing list or drop ship PO as PDF attachment

· Message with AR Statement as PDF attachment

· Message with pro forma invoice as PDF attachment

All e-mails support up to 30 attachments which consist of a combination of a document (invoice copies) and other attachments.  Other attachments can be any binary file such as Microsoft Word, Excel, PDF, executables, etc.  Every attachment must be pre-registered with ARC/400 in advance.

  Up    Dn               Send Electronic Mail Message        11:05:12  11/24/03 

        Mr. Jim Smith                        Ace Hardware                       

        VP of Human Development              Cedar Mills MN 55350               

     To: Jim Smith________________ jsmith@aceistheplace.com_____________________                     

   From: Jay Cosentino____________ Jaycos@cacorp.com____________________________                            

  Subject: ______________________________________________ Signature: COSENTINO  

                                                           WordWrap: Y                                                        

     1      _______________________________________________________________                                                               

     2      _______________________________________________________________                                                                                                                                                                           

     3      _______________________________________________________________                                                               

     4      _______________________________________________________________                                                               

     5      _______________________________________________________________                                                               

     6      _______________________________________________________________                                                               

     7      _______________________________________________________________                                                               

     8      _______________________________________________________________                                                               

     9      _______________________________________________________________                                                               

    10      _______________________________________________________________                                                               

    11      _______________________________________________________________                                                                                                                                         

    12      _______________________________________________________________                                                               

        Use External File    Attachments     Exit    Cancel    Accept                                                                                                   
Function Key or Pushbutton Options for Send Mail Through the Internet screen:

	
	F2=Use External File will change the screen from a standard text entry screen to an HTML file entry.  In this latter case, an HTML file name is provided to send the email using standardized HTML.  This is an uncommon usage by a sales or support person.

	
	F3=Exit returns to a previous screen.

	
	F6=Accept sends the e-mail message. 

	
	F8=Attachments will display a list of available attachments where up to 30 may be selected for the email.  Note:  all attachments must be registered with ARC/400 before they become eligible for inclusion into an e-mail.

	
	F12=Cancel returns to a previous screen.


An e-mail signature is included  at the end of each e-mail when signatures are setup on your system (very easy to do).  Following is an example of an e-mail as it might be received by your customer:
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From:  Sales Person Name [sales@cacorp.cor]
Toi  Customer name.
co

‘estem European (ISt

[=[ofx]

Sent: Mon 11/17/2003 9:17 M

Subject;_Sample E-mail with Signature

This is & sample e-mail that is being sent from the ARC/400 Call
Management screen

I'have included a PDF attachment from a list of supplied attachments

Atthe conclusion of the e-mail, ARC/400 adds the signature block
with specific information about the user who is sending the e-mail

LI\RC/400

Jay Cosentino
Vice President of Marketing

Computer Analytics

1011 . Touhy Avenue, Suite 170
Des Plaines IL 60018
17630-505-0015
jaycos@cacorp.com

. arc400, corm

]
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(113KB)





Diary Notes are automatically added to the customer’s diary when any e-mail is sent.  The diary will include the subject of the e-mail and a list of any attachments.  

  Up    Dn                    Diary Notes Display            17:29:59   7/02/03 

     Location:   22291 Ace Hardware                          Dept: SALES        

     Contact.:       3 Becky Wilson                                          

 M=Change-Diary_________________________________________________________________                                                                 

   07/01/03 TU Becky Wilson               Entry: ADMIN      COSENTINO  Rsn: DOC 

          E-Mail Documents to Customer                                          

          ARCDIST ARCPRICE ARCWHY BIRD and V5R1T                                

   07/01/03 TU Becky Wilson               Entry: ADMIN      COSENTINO  Rsn: AR  

          E-Mail AR Statement to Customer                                       

   07/01/03 TU Becky Wilson               Entry: ADMIN      COSENTINO  Rsn: INVC

          E-Mail Invoices to Customer                                           

          1467 1466 1465 1464 1463 1462 1457 1456 1455 1454 1449 1448 1447      

          and 1441                                                              
    LocationDiary    EnterNewNote    Exit    Cancel    AllDepartments    

The above shows the three entries created by a) e-mailing sell sheets, b) e-mailing an AR Statement, and c) e-mailing a set of invoices.  Note that diary notes are also created for a) product information e-mails to a customer and b) broadcast e-mail to a group of customers.

E-mailing Product Information to Your Customer

It is important to provide timely and accurate information to customers about your products and services.  The ARC/400 Product Information Web Page feature allows a sales person (or anyone else) to send a browser enabled e-mail to the customer.  The customer reads the e-mail and clicks on the product link.  The appropriate product information web page displays in the customer’s browser.  
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From:  Jay Cosentino [jaycos@cacorp.com] Sent: Hone.
Toi  jay cosentino
co

Subject: _The Praduct Information that you Requested

It was a pleasure talking to you again about yOUr WpCOMing training schedule. Your plans seem quite ambitious, but &
I am sure that I will be sble to help. Attached are links to the product informacion that you will need. Click on
the Previev limk for a Real Video preview. If you like it, I will send the DVD on approval for your review and
purchase. Have a good day, Jay

Click on product URL to display product information in your browser
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The customer receives the e-mail.  It contains a personal message from the sales person.  It contains the links to the ARC/400 Product Information Web Pages; the sales person had selected one or more products from the usual ARC/400 product search or product screens.  Very easy and fast.  

When the customer clicks on the URL link, the web page is built by the web server and is displayed in the customer’s browser.  The following is an example:

[image: image3.png]STAR WARS EPISODE Il
ATTACK OF THE CLONES

£

Product SKU
0000060'WS DVD.

Release Date

111272001

The first major motion picture captured and created
directly from the digital source and digitally mastered
by THX, the Episode Il DVD allows fans the chance to

relive the adventure in the way Writer Director George

Lucas meant it to be seen, with spectacular digital
clarity.

Sale Price
52999
GOVT $2398
Rental Pricing
5250 3days
550 5 days
Training Level
COLLEGE





Miscellaneous Features

 Order Entry

Pressing OrderEntry from the call management screen will invoke the order entry system.  For changes to orders or to display an old order, press OrderSearch.  See Chapter 6  Order Processing.

 Product Inquiry and Selection

All product information can be found using ProductSearch.  If you select a product and later enter an order, the product numbers will be remembered so it does not need to be re-entered.  See Chapter 4  Product Functions.

Campaigns Recorded to a Customer

 A campaign is a marketing initiative such as a Direct Mail or Broadcast E-mail or a Magazine Advertisement.  When ARC/400 creates the list of campaign recipients then ARC/400 will record who got the campaign.  Additionally, when the customer responds to the campaign or the customer purchases something related to the campaign then ARC/400 will record the fact.

In a sales situation, it is useful for a sales person to instantly know what campaigns have been associated with the customer and what results (if any yet) have been recorded.  There is now a new screen to provide this information.  It is the Campaigns Recorded to a Customer Screen.

One can access this screen by using option 33 in the Tele-Service Call Management screen or by putting a ? in the Campaign field on the Call Management screen .  The Campaigns Recorded to a Customer screen will identify the contacts in the selected organization that have received the marketing initiative, whether they have responded to company personnel regarding the marketing initiative, and how much revenue has been invoiced relating to the marketing initiative.

                       Campaigns Recorded to a Customer                      

                         Acme Products Distribution Co.                           

      1=Select  2=Campaign  4=Delete  

Sel   Campaign    Contact Name       Date Recorded  Response  Sales Amount  

  _    ANY         Benjamin Sisko        06/05/00       Y           240.00  

  _    ANY2        Benjamin Sisko        04/30/99       Y              .00  

  _    SAMPLE      Benjamin Sisko        09/04/98       N              .00  

  Current Contact Only    New Entry    All Campaigns    Cancel            

Note:  this screen is not a complete list of all campaigns.  A complete list is available by using the All Campaigns pushbutton.  

Note:  if the 4=Delete and the New Entry features are not desired, these can be turned off by placing a D in the Control 3 parameter in Menu Maintenance.  See menu ID 02 and menu option 33.

Using Another Person’s Call Queue

There are many situations where you will need to use or take over another person’s call queue.  The best examples are vacations, sick days, and terminations.

           Q: COSENTINO     Change User Call Queue Request     16:56:49  10/20/94 

                     Tele-Service Call Q:  WILEY_____                           

     Revert to Original Queue       Exit    Cancel    Change Call Queue      
Function Key or Pushbutton Options for Change User Call Queue Request screen:

	
	F3=Exit returns to a previous screen.

	
	F6=Change_Call_Queue changes call queue to the new rep’s calls.

	
	F8=Revert_to_Original_Queue changes call queue back to the original rep.

	
	F12=Cancel returns to a previous screen.


Select  “change user call queue” from either the Customer Management menu or the Tele-Service User menu.  Select the call queue or use ? for a list.  Press Accept.  Now go back into Tele-Service and you will be using the call queue of the selected person.

To revert back to your own call queue, follow the same procedure to change the call queue.  Use Revert to Original Queue - to accomplish the change.

 Transferring Calls Among Tele-Service Personnel

Any call may be transferred to another Tele-Service person.  Use the RescheduleCall option.  Enter the date and time that the call should take place.  Enter the Call Back user.  Press Accept and the call queue entry will be removed from your call queue and placed into the call queue of the selected person.

For multiple moving of calls use the Call Queue Maintenance function.

 Time Zone Support

ARC/400 will attempt to assign a time zone to all customer locations when the location is added to the database.  The assignment is based upon zip codes.  

There will be mistakes in the assignment of time zones because time zones are not exactly equal to zip codes.  For a detail view of which zip codes are assigned to which time zones, see the Time Zone Cross Reference screen on the File Maintenance Menu.  Those few mistakes can be corrected by changing the time zone field in the Customer Location Maintenance screen.

With time zone support, the time zone is displayed on the Call Management screen.  Also, specific time zones may be selected with Call Queue Filters.

 Earliest Date

If you find that calls being selected by the NextCall  function are old call dates and you want to make current calls first, you will use the Earliest Date feature.  By putting a date in this field, calls prior to this date will be ignored by the NextCall  function key.

The Earliest Date affects the Call Queue Inquiry screen as well by ignoring calls before the specified date when a date sequence is selected in the call queue inquiry screen.

After you have made the current calls that you want, you can blank out the Earliest Date field or change the date to an earlier date.  This will give you control over how you will use your time in making callbacks.

Change the Earliest Date by using Filters on the Call Management screen to display the Call Queue Filters.

 Campaign Code

The campaign code identifies the marketing campaign or the source of the call/order.  Enter the Campaign on the Call Management screen, and it will automatically be carried through to the call results screen and to any newly entered orders.  

 Clear Screen

Pressing Clear will clear the screen.  A reception person who wishes to send a call to a Tele-Service user will use this technique.  

The screen is cleared and NextCall is pressed.  A message can be written and a receiving user selected.  This can take the place of your pink message pads in sending others messages, callbacks, etc.

 Past Due Call Back Selected ... use RescheculeCall 

This message is received when you first enter the Call Management screen or when you press NextCall.  A past due call was detected and is presented to you.  

Subsequently pressing NextCall will display next calls skipping any calls not acted upon.  These skipped calls may be re-displayed by pressing Filters going to call queue filters and pressing Accept to refresh the call sequence (note: no entries need to be made to the call queue filters screen; just press Accept).

You can skip a call by rescheduling to another day or time.  Pressing RescheduleCall to reschedule does this.  You can reschedule to any date and time that you wish.

 FYI:  Consolidating Selected Customer with Current Call Queue Record

This message is received when you select a customer using Customer Search, Order Search or Invoice Search.  It means that this customer is already on your call queue (whether you know it or not) and the computer has selected the call queue entry as if you had selected the call using Call Queue Inquiry.

This is useful when you receive an inbound call and perform a Customer Search.  You may not realize that the customer is already on your call queue; the computer selects the call queue entry for you.  This saves you the trouble of using Call Queue Inquiry to find the correct call queue entry for selection.

 Typical In-bound Call

You start all in-bound calls by identifying the caller and trying to find the caller's customer record.  This is usually done with CustomerSearch.  If the caller has a order number or invoice number, it might be faster to use either of these searches.  By finding the order or invoice, the computer is smart enough to select the customer and present the customer's information on the Call Management screen for you.

If using Customer Location Search, a keyword search or phone search may be useful.  If the caller is not on the database after you have satisfied yourself through various searches, you should add the customer.

For existing customers, pressing Diary to review the diary is useful early in the call.  Listen to the caller and the next function to be taken should become obvious.

 Typical Out-bound Call

All outbound calls have the common trait that you have selected the individual to call before making the call.  This is done by NextCall, ViewCallQueue, CustomerSearch, or otherwise.  The individual's information is on the Call Management screen when you dial the phone.

Before making the call, you typically want to review the status of the customer.  Do this by using Diary.  Additionally, you may want to use History to view the customer’s sales history.  You will develop your own pattern that gives you the information to be in control during the call.

 Performing Customer Service Functions

Customer service is difficult because you never know what will be required to solve the caller's problem when the call comes in.  You should handle like an in-bound call.  First, you must identify the caller and find the caller on the database.  Then, use the Diary and the other tools at your disposal to solve the caller's problem.

 Changing Customer or Contact Information

To change information about a customer location or contact, you must go to the Customer Maintenance and/or Contact Maintenance screens.  Remember that location information is on one screen (such as address, company name, etc.) and a person's information is on another screen.  Use option 28 for Customer Location Maintenance and option 19 for Contact Maintenance.  Use a “?” in the Select Option field for a complete list of available options.

Sales Assignment Look Up

Sometimes, it is useful to request the system to perform a sales assignment look up to determine who the assigned sales person is for this person or account.  This is done by selecting option 60 from the Call Management screen.

          Sales Assignment Lookup         

  Sales_Div: BUSN Location: __10072 __1   

  Ms. Barbara Burton                      

  Fox Instrument Co.                      

  West Chicago         IL 60188           

  Stat: ENABLED  Market:      SIC:        

  Sales_Rep:   25 George Wilson           

                  SALES      Ext: 1221    

                  ID: WILSON              

    Location Search    Cancel    Accept  

Function Key or Pushbutton Options for Sales Assignment Lookup screen:

	
	F12=Cancel returns to a previous screen.

	
	F6=Accept displays the sales rep for the requested sales division and location.

	
	F20=Location_Search displays the location search screen. 


Enter the sales division and location number for whom you would like the sales rep, and then press Accept to display the corresponding rep.  If you do not know the division and location number, press Location Search to search for the location (see Search and List Screens section of Chapter 3). 

 Automatic Call Backs

Management has the option to request ARC/400 to schedule a call back for every preview and rental that is shipped.  

If this option was taken, ARC/400 will enter a call into the call queue of the sales person of record for the order.  The call back will be scheduled for the “usage to” date that was specified during the original order entry.  If the contact is already in the call queue for the sales person, the call back date will be changed if the call was scheduled after the “usage to” date; if the call was scheduled before the “usage to” date, no changes are made to the call queue.

Call Queue Alarm Feature

This feature will issue a reminder message to the tele-service user who has a call scheduled and it is now time to make that call.

SAMPLE MESSAGE
From  . . . :   ARC400            07/31/97    10:20:37
ARC/400 Call Queue Alarm --- Call now due for: Tommy Dorsey at His Company 
Name Inc.

Messages are sent every so many minutes under user control.  The default is every 10 minutes.  Up to five calls will be displayed on each message.  If there are more than five calls, the message will specify that there are more than five calls and the first five will be displayed on the message.

Messages are only sent to active iSeries users who are signed onto the computer and who have calls for TODAY with a specified call time.

Calls are checked when a person signs onto ARC/400.  Any calls that should have been made prior to signing on will be displayed.

Once a message is sent, another message will not be sent for the same call until that call is updated, rescheduled, etc.

To implement this feature, the Report Control Maintenance program must have the following entry.  This entry will be made during the version installation procedure unless the sequence ZW has already been used by the user.




Exit ID

05



Sequence

ZW



Frequency Code
D



Day of Week

7



Description

“Call Queue Alarm”



Command


SMBJOB CMD(CALL ARCALARM PARM(8 17 10)) JOB(ALARM) JOBQ(QCTL) USER(ARC400)

In the above command, the first parameter is the hour in which the first alarm message should be sent.  The second parameter is the hour where the last alarm should be sent for the day.  The third parameter is the number of minutes that should elapse between alarm messages.  All hours should be in 24 hour notation.  The elapsed minutes must be in the range of 5 to 240.

To activate this feature, the company control file must be updated.  Set the Call Queue Alarm to a Y in the marketing system control fields.  If any one individual does not want the alarm messages, the user maintenance screen now has a “Call Queue Alarm Active field.  Set to N to cause the alarm messages to not be placed for this user.

Call Queue Daily Report

Option 51 on the Tele-Service Call Management screen will cause a report to print of all calls planned for a specified day (current day is the default).  One may specify an alternate user or a specific printer to print the report.  The report includes the basic information about the call; it is expected that the call management screen will be used when the call is made as this screen includes full information about the call while the report is partial information.

08/13/97  05:56:48 

                                                        ARC/400 Distribution System

                                                                                           Call Queue Contents Report                                                                                                                   

User ID          Call   Call  Reason  Campaign    Promotion   Priority    Organization Name               City                 State               Contact Name         Job Title                    

                 Date   Time   Code     Code        Code        Code          

COSENTINO    97/07/29   9:00   FOLL                                       ALEXANDRIA CITY PUB SCH DIST    Alexandria            VA    Kimberly     Jones       Educational Media Specialist 

COSENTINO    97/07/29   9:00          LIST # 2                            Basketball Jones Co.1           Las Vegas             IL    John         Mc Arthur       Accounts Payable Clerk       

COSENTINO    97/07/29   9:00          LIST # 2                            Basketball Jones Co.1           Las Vegas             IL                 O'Malley    Vice President

COSENTINO    97/07/29   9:00          CA93                                Great Pictures Theater          Chicago               IL    Harry        Person   

                                                                    FINAL TOTALS

                                                                            COUNT 4   

Order Address Relationships Screen

While talking to a customer, sometimes it would be nice to see exactly how ARC/400 would format an address label for either mailing or a shipment.  The Mailing Address screen does this.  Use 52 on Call Management screen.  This screen is very similar to the screen viewed in order entry when entering ship-to or bill-to addresses.

                         Order Address Relationships        23:17:20  10/27/98 

Customer #:   10072   1                          Fox Instrument Co.             

                                                 245 W. Roosevelt Road, Bldg 1  

Sold-To: Ms. Barbara Burton                      West Chicago, IL 60188         

         Marketing Manager                                                      

         High Tech Division                                                     

_______________________________________________________________________________ 

Ship-To: Ms. Barbara Burton             Bill-To: Ms. Barbara Burton             

         Marketing Manager                       Marketing Manager              

         High Tech Division                      High Tech Division             

         Fox Instrument Co.                      Fox Instrument Co.             

         245 W. Roosevelt Road, Bldg 1           245 W. Roosevelt Road, Bldg 1  

         West Chicago, IL 60188                  West Chicago, IL 60188         

   Order Entry                                                     Exit   

 Sold-To:   Location Modify     New Contact    Contact Address    Return  

 Ship-To:   Location Search     New Contact    Contact Address             

 Bill-To:   Location Search     New Contact    Contact Address     KFey    

My Tele-Service Statistics

ARC/400 maintains a variety of statistics while you work.  These statistics are available to management and to the individual users.  A tele-service user will be able to view his/her own statistics while management can view all statistics.

Selecting option 50 on the Call Management screen displays the following:

                        Sales & Performance Statistics      23:26:24  10/27/98 

                                Today As Of Now                                 

           User: COSENTINO                                                      

                                      -Result Codes-                            

Divsn  Rep#   Name     Calls Contacts  Prev   Sale     Invoices       Bookings  

 BUSN    25 COSENTINO      0      0       0      0            .00           .00 

 Stats: Diary     0 Letr:     0 New:     0 Resch:     2 Unsch:     0 Del:     0 

               Sales: Last Mo,MTD YTD           .00           .00        900.00 

 ------------------------------------------------------------------------------ 

   Refresh    Fold                                     Exit    Cancel      

Statistics are determined by the call result code used when the Tele-Service personnel ends each call.  How each of these result codes determine the statistics is controlled by table 009 Call Back Result Codes.  For each result code, one can specify if that result means:  a contact made; a call made; a sale result; a preview result; and a dead result.  Depending upon how one defines the result codes, the statistics are counted accordingly.

	Calls
	The number of calls made.

	Contacts
	The number of contacts made with customers.

	Preview Results
	The number of previews taken.

	Sale Results
	The number of sales made.

	Invoices
	The actual dollar amount of invoiced sales for shipments or invoices created.  This amount does not include any shipping charges or taxes.

	Bookings
	The actual dollar amount of booked business for the day.  This is the change in ordered amounts for the day.  Note that credit memos will create a negative booking as will a canceled order.

	Diary
	The number of diary entries created.

	Letters
	The number of letters scheduled to be sent.

	New Queue Entries
	The number of new call queue entries added to the call queue.

	Rescheduled Queue Entries
	The number of call queue entries rescheduled to another time.

	Unscheduled Queue Entries
	The number of call queue entries which were unscheduled.  This is where a specific call back time was abandoned and the call was given a non-specific call back (i.e. no call back date or time).

	Deleted Entries
	The number of call queue entries deleted from the call queue.

	Sales Amounts
	The sales volume for last month, month-to-date, and year-to-date.  Last month sales applies only to the current fiscal year so that last month sales for the first fiscal month is zero.


Call Queue Counts By Calendar Day

It is very useful to know how many calls are scheduled in one’s call queue in advance of making calls.  This facilitates your scheduling so you can balance your work load.  For example, if there are many calls scheduled for next Monday and Tuesday, but few for Wednesday, you will want to schedule call backs for Wednesday.

Use option 55 on the Call Management screen.

               Count of Scheduled Calls in Queue by Date               

                           Queue= COSENTINO                            

  Week of:       SUN     MON     TUE     WED     THR     FRI     SAT   

  02/01/98                                22      15       4       0   

  02/08/98         0      23      42      11      18      10       0 + 

    Previous2Weeks    Next2Weeks             Exit    Cancel      

The screen will initially display the oldest call date in the call queue or today’s date, whichever is earlier.  Use the page down key to roll to the next two week period.  

Dealing with Multiple Call Queue Entries for One Organization or Contact

ARC/400 supports placing one organization or even a single contact into the call queue multiple times.  One might want to do this if multiple calls will be made to a single person for multiple reasons.  However, we have found that this is sometimes confusing to the tele-service person.  ARC/400 assists in several ways.

If ARC/400 senses that a contact is in the call queue multiple times, a message is displayed on the Call Management screen when the contact is originally presented.  So at least the tele-service user will know of this potentially confusing situation.  The message states: “contact has other call entries” and is displayed immediately above the call queue status information on the Call Management screen.

Option 78 on the Call Management screen will display all calls for all contacts at a given location.  Note: the call entry displayed on the main Call Management screen is not displayed again in this window.

                  Multiple Records for Location in Call Queue               

     Contact                                     --Scheduled--              

 Sel Name        Campaign   Priority   Last Call Date     Time  Source      

  _  Johnson     NEW011      HIGH       06/01/98 11/04/98        MAIL1      

               1=Select                    Exit    Cancel      

Option 77 on the Call Management screen will display all calls for the same contact that is also displayed on the Call Management screen.  The call queue entry on the main display is not repeated in the window.  These are other calls queue entries.

                  Multiple Records for Contact in Call Queue               

                                      --Scheduled--             Date       

 Sel Campaign   Priority   Last Call  Date     Time  Source     Created    

  _   NEW011      HIGH      07/07/98  11/04/98         MAIL2    04/28/98   

                1=Select                     Exit    Cancel      

In both cases using the above two options, the tele-service user needs to decide if the situation is normal or if there is a duplicate that should not exist.  In the latter case, select the call from the window and use RescheduleCall and DeleteCall to delete.  

If the contact was selected using Customer Search such as an inbound call, ARC/400 will use its best guess to display the desired call.  If the “multiple calls” message is displayed, use option 77 because possibly ARC/400 picked the wrong call queue entry to display.  In this case, use selection option 1 in the window to display the correct call.

Who Did You Call Today?  The ARC/400 Call History Report

         Report Period Prompt         

     Call History Report on Screen    

  Date_Range: 10/28/98 to 10/28/98    

            User_ID: COSENTINO_       

            Printer: __________       

               File: __________     

             E-mail: _         

 Completion_Message: Y                

         Cancel    Accept    

Sometimes, you may need to determine who you called today, yesterday or even during a date range.  The Call History report will give you this information on your screen.  Enter the date range and press Accept.  Wait a few seconds.  

                                 Display Report                                 

 Query . . . :   ARC400MODS/CALLHIST          Report width . . . . . :      73  

 Position to line  . . . . .              Shift to column  . . . . . .          

 Line   ....+....1....+....2....+....3....+....4....+....5....+....6....+....7..

        User ID    Call Date  Time Organization Name              Last Name     

                                   Call   Campaign    Call        Call          

                                  Result              Source      Type          

 000001 COSENTINO   97/01/03 13:41 Fox Instrument Co.             Burton        

 000002                            LIT                CA93                      

 000003                                                                         

 000004 COSENTINO   97/01/03 13:49 Fox Instrument Co.             Burton        

 000005                            NOCT               CA93                      

 000006                                                                         

 000007 COSENTINO   97/01/23 16:22 Fox Instrument Co.             Burton        

 000008                            SALE               CA93                      

 000009                                                                         

 000010 COSENTINO   97/01/28 18:36 Georgia State University       Jacobs        

 000011                            COLD                                         

 000012                                                                         

 000013 COSENTINO   97/01/30 11:38 Georgia State University       Jacobs        

 000014                            NOCT                                         

                                                                      More...   
 F3=Exit      F12=Cancel      F19=Left      F20=Right      F21=Split            
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