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gﬂﬁ 6 - Flower of Service

Order taking

A H.lovelock, G.Patterson and H.Walker. Service Marketing (An Asia-Pacific Perspective) 2™ Edition Australia : Pearson Education
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Australia Pty Limited,2544.
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File Options WYew Tools Help Advanced Mode
~ ~ . ~ . -, TM
Call Back Campaign - New Campaign CallAssist
Dial Card: Full Dial List - Click to view Call Backs
Full Mame: John Fendino
Call ... | Telephone Full M Campaign script goes
Telephone: 080 012 53231 ] here
campack |
Status: Hot Called | [J 08001253231 |John|
Call Made: ] [J (08001253232 |John | |Objection Topic
Call Back?: Click To Reschedule g 133 igg :E‘IE g"'ebgi Can you have mare col...
S oD = How to setup
CB Date Time: L
EET 02002 Seott | what are objecions
Response: : 1234 Some | Title and description?
- xfl ' 777 685 8135 Ken S
o 777 684 9870 Fred —
I”dlusm' Desc: 080 012 5323 Enter —
Salutation: —
Appt Date: 100 200 3030 Pete | | Description: Can you
3 123 456 7890 New '| pasponse: Yes you
Appt Day: 100 200 3000 Pete e
Memo 1: customiz
¥ | Record: H| 4|| 1 of12 P# |I e both bt
N O X ® ==
J =
Dial Hang Up Re-Queue Dial Mext Da MNat Call Delete Aickion Respaonse
F2Re-Queue F3Response F5CallBack FsDial Mext F7HangUp F8Play F2Record F10DNC F11Dial F12 Mew Contact | 4
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Full Marme Business Mame | Telephone 1 Telephone 2 r+obile Fax
Scoth Broven Browen Inc 100 200 2002
Fete Blue 100 200 2030

Some Bodly ABUsiness 1234 151 4545 51 4545 S 542
John Brovr ;

8 Contacts ' elete  Grid Wiew  Prink Pres
_Ju:nhn Ferdi
-Fw  Contact Card: New Contact
_F""SW—E_W Full Mame: Mews Contact
_Fredﬂ Business Mame: BusinessHNAME
W Smi
-M Telephone 1: 1232 456 7890
Bob Srmith
Fra— Telephone 2: Q57 654 3210
Ken Steves )
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T elephone Full rd Campaign script goes here

080 012 S3I231 John |
080 012 5S323F John O bjection Topic
100 200 3040 Mega Can you hawe more columns in the grid?
100 200 Z010 Bob = Howe to setup
100 200 2002 Soott wWihat are objections?
1254 Sorme Title and description?
FFFT 685 8135 Kern =
FFF 684 9570 Fred
080 012 S323 Enter -~
100 200 Z0Z=20 Fete |
123 4565 F=a0 [P Drescription: Wwhat do you mean be
100 o0 SO00 Fate - Response: By objections wwe rmean
objections that prospect=s
raise when ywyou present the
script to them. They are they
replies like 'I don't neaed
one', 'T arm happy with oy
current supplier', 'IT can't
afford it', 'I'rm too busy'.
T hese can also be questions
about your product or
Serwvice. You set up
objections under Mmenu
Options then Setup Topics. &
topic is the subject or
objection title. These topic's
or objections can by global
- I 1 ofFiz > > across alll oL carr'lpE_lians_ or e
>< EH=
=l —
Do Mot Call De=l=te Pesponsse

51 14 - yaaavivhoemy Script

o v

Y
UBNINY 98 1W1TDIATIITIBIUA d 1@un Call Status Report, Response Report, Dial Card
. <3| 9 9 A R ] A
Report, Appointments Report Wuau Iﬂﬂﬁnﬂ‘imlﬁﬂ\ﬂugﬂL!“U‘UGH?N"U?HJ”ﬁﬁi@t!WHﬂ1Wﬂ\W]’J®ﬂNﬂ
9 1 dy
LEAIAIUANU

] TeamMax Call Center Manager =10l x|

Fil= Options Wew Tools Help

Campaign Statistics - Call History

Lampaign Hotel Resort ABC Wiew Dial List D ate Aange 16/08/2003 To 16A08/2004  Auto Refresh QI
Drag a column header here to group by that column. Right click mouse for options.
Date OF Call Status Response mber OF Calls Avg Duration Last CB
John's Team 110 25/02/2004 Call Back 212524
John's Team 1 [admin] 25/02/2004 Call Back. 4(0:32 B
John's Team 1 [admin] 25/02/2004 Call Back 5016 RO
John's Team 1 [admmin) 25/02/2004 Called 1/0:10
John's Team 1 [admin) 25/02/2004 Called Disconnected 1/0:14
John's Team 1 [admin] 25/02/2004 Called Mot Interested 1(0:14
John's Team 1 [admin] 25/02/2004 Do Mot Call 3f3a11
John's Team 1 [admin] 25/02/2004 Failed Reques. .. 1|0:28 [21E] L
John's Team 1 [admmin) 25/02/2004 Prevented 13|30:39
John's Team 1 [admin) 25/02/2004 Prevented 1/0:59 M
John's Team 1 [admin] 25/02/2004 Prevented 2(0:23 BEY'
John's Team 1 [admin] 26/04/2004 Called {023
John's Team 1 [admin] 27/04/2004 Call Back Ireealid Number 1|0:29 RO
John's Team 1 [adrmin) 28/06/2004 Call Back 1/0:07 T4
John's Team 1 [admin) 28/06/2004 Called E|4:54
John's Team 1 [admin] 28/06/2004 Do Mot Call 1(12:23
John's Team 1 [admin] 28/06/2004 Prevented 1015
John's Team 1 [admin] 370342004 Called 1|0:28 RO
H:;l;d'l'ﬂ.::-i . I f-Ladm?l = ?ﬂ:ﬂlq’."l'?lﬂ‘ﬂf Call=d Himnlln I 2118 R _)l—l
| User admin Main Databaze C:5Program FileshdcardahT eambd axServersDialer. mdb [ 16/08/2004 [10:38am. A
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| Ble Days Intervals Took  Help |
|&| o - e
Example project + Example project - New day 2
=5 Dially calls § Apents chart I Oocupancy chart I_
wdm o> x| B =| & €|
Tirs peariod Calls | Agents |  ASA| Awge G| Occup | Allbusy | Lines | =
"' | 0500 - 03:30 410 61 125 3 8969 30.5% 57
e 0530 - 09:00 30 T8 105 3 906G 29.5% 70
e 09:00 - 09:30 1300 182 115 & 95.2%  40.6% 157
03:30 - 10:00 110 19 125 1 77.2%  20.9% 20
10:00 - 10:30 500 120 11s 5 9%E%  I6.5% 113
10:30 - 11:00 1000 142 105 5 92.9%  35.0% 123
11:00 - 11:30 2300 3T 105 13 96.79%  44.7% 266
11:30 - 12:00 1500 223 105 T 95T 40.2% 1
12:00 - 12:30 00 a7 125 4 9E.O0%  33.9% 7
12:30 - 13:00 450 67 105 Z 9.6 20.2% 6l
13:00 - 13:30 1050 149 = 5 940 34.7% 128
13:30 - 14:00 2020 280 s 10 96.2%  40.9% 234 = |
“Resuks 5t b
Highest calls per time period: 2500
Maximum agents nequined: T
Lines required for peak traffic: o=t
[@%‘astl:n‘yEr#‘mrsl.bd. 1989 = #7002 (Versiomn Z.0a) e
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