Viewing Call Center Service Tickets

Quick Reference Guide

When Providers, Claimants, Billing Agents, or other personnel contact the Call Center with queries, a Service Ticket is
created in the Salesforce system. The Call Center Agent will document the details of the interaction within the Service
Ticket. Through a brand-new integration between Salesforce and WCMBP, WCMBP users will now have view only
access to Call Center Service Tickets to gain deeper insight into customer needs to improve customer service.
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6. Use the Filter By option to filter
data using any of the criteria in O, G
the drop-down menu. e

Note: Searches can be filtered by
Claimant Name and Provider Name
even though the respective columns
are not visible in search results prior
to conducting a search.
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12. The Service Ticket Details page
displays.
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13. The Service Ticket Details page
provides the following
information:

* Service Ticket Number

* Program

* Service Ticket Area

* Sub-Area

* Caller Type

* Caller Phone Number

*  OWCP Provider ID / Claimant ID

* Provider / Claimant Name
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Service Ticket Number. 01451653

Service Ticket Area:  Enrollment

Caller Type: ' Provider

OWCP Provider ID: 150598900

Test Provider
Provider Name:

Program : DFEC
Service Ticket Sub-Area: Re-Enrollment

il
Caller Phone Number:

Claimant ID:

Claimant Name:

14. The bottom of the screen shows
the following information about
the ticket:

* Ticket Subject- short description of
ticket

* Ticket Description- detailed
description of ticket

* Priority- the priority of the ticket
can be set to urgent, medium, high
or low. If a ticket is marked urgent,
the Escalation Reason will be
mentioned

e Status- indicates whether the ticket
is open or closed

* Date Opened- date the call was
received

* Date Closed- date when ticket was
closed

* Service Request Origin- source of
request

* Service Request Owner- Call
Center agent who received the
request.

¢ Closure Notes- detailed notes of
the interaction

Note: The Service Tickets List page is
view only. WCMBP users will not be
able to make any changes to these
fields.
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Envolment
Ticket Subject:

Priority: Medium
Status: Closed

Sexvice Request Origin: Phane

OWCP 10: 150698900 The providr ity to update eir enrolment aline, geting eor Same Record Exists
‘i i st o sted 1. There e o mocifeafion eguests on fle

Escalation Reason:

Systems kssue WCMBPOP-11111

Closure Notes:

 Providey re-enrolment preious SR 01450473
Ticket Description:

Date Opened: 020022022 1:31:12
Date Closed: | 02022022 1245:00

Sevice Request Owner:
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15. Select Close to return to the
Service Ticket List screen.
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