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| Case 1D | Task Name | Event Type | Originator | Timestamp | Extra Data |
1 File Fine Completed Anne 20-07-2004 14:00:00
2 File Fine Completed Anne 20-07-2004 15:00:00
1 Send Bill Completed system 20-07-2004 15:05:00
2 Send Bill Completed system 20-07-2004 15:07:00
3 File Fine Completed Anne 21-07-2004 10:00:00
3 Send Bill Completed system 21-07-2004 14:00:00
4 File Fine Completed Anne 22-07-2004 11:00:00
4 Send Bill Completed system 22-07-2004 11:10:00
1 Process Payment Completed system 24-07-2004 15:05:00
1 Close Case Completed system 24-07-2004 15:06:00
2 Send Reminder Completed Mary 20-08-2004 10:00:00
3 Send Reminder Completed John 21-08-2004 10:00:00
2 Process Payment Completed system 22-08-2004 09:05:00
2 Close case Completed system 22-08-2004 09:06:00
4 Send Reminder Completed John 22-08-2004 15:10:00
4 Send Reminder Completed Mary 22-08-2004 17:10:00
4 Process Payment Completed system 29-08-2004 14:01:00
4 Close Case Completed system 29-08-2004 17:30:00
3 Send Reminder Completed John 21-09-2004 10:00:00
3 Send Reminder Completed John 21-10-2004 10:00:00
3 Process Payment Completed system 25-10-2004 14:00:00
3 Close Case Completed system 25-10-2004 14:01:00
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Operation Start Date End Date Agent Position Customer 1D Product Service Type
Case 1 Inbound Call 9.3.108:05  §.3.108:10 FL Customer 1 MacBook Pro  Referred to Servicer
Case 1 Handle Case | 11.3.10 10:30 11.3.10 10:32 FL Customer 1 MacBook Pra | Referred to Servicer  Helen
Case 1 Call Qutbound | 11.3.10 11:45 11.3.10 11:52 FL Customer 1 MacBook Pra | Referred to Servicer  Henk
Case 2 Inbound Call 4.3.1011:43  4.3.10 L Customer 2 MacBook Pro  Referred to Servicer  Susi
Case 3 Inbound Call 25.3.10 9:32] 25.3.10 Customer 3 MacBook Pro Referred to Servicer  Mary
Case 4 Inbound Call 6.3.10 11:41  6.3.10 11:51 FL Customer 4 iPhone Referred to Servicer  Fred
Case 5 Inbound Call | 18.3.10 10:54 18.3.10 11:01 Customer 5 MacBook Pra | Product Assistance  Kenny
Case & Inbound Call 25.3,10 17:09 Customer 6 MacBook Pro | Referred to Servicer | Harold
Case 6 Inbound Call 25.3.10 17:16 Customer 6 MacBook Pro  Referred to Servicer  Nancy
Case 6 Inbound Call 26.3.10 8:36 Customer & MacBook Pro  Referred to Servicer  Elena
Case 7 Inbound Call | 18.3.10 11:49 183,10 11:50 FL Customer 7 MacBook Pra | Product Assistance  Karen
Case 8 Inbound Call 11.3.109:20 11.3.109:23 FL Customer 8 MacBook Pro  Referred to Servicer  Karen
Case 9 Inbound Email | 19.3.10 19:47 Customer 9 MacBook Pra | Product Assistance  Samuil
Case 9 Call Outbound 21.3.10 8:32 Customer 9 MacBook Pro  Product Assistance Samuil
Case 9 Handle Email 21.3.10 8:33 Customer 9 MacBook Pro  Product Assistance  Samuil
Case 10 Handle Emall | 27.3.10 11:29 27.3.10 11:30 FL Customer 10 iPhone Product Assistance  Jochem
Case 11 Inbound Call 27.3.10 B:09 Customer 11 iPhone Froduct Assistance  lIrena
Case 12 Inbound Call 29.3.10 9:28 Customer 3 MacBook Pro  Product Assistance wil
Case 13 Inbound Call 5.3.10 10:13 Customer 12 MacBook Pro  Product Assistance  Ton
Case 14 Inbound Call .10 7:49 Customer 3 iPhone Product Assistance Wil
Case 15 Inbound Call 7.3.10 8:06 Customer 13 iPhone Product Assistance  Erik
Case 16 Inbound Call 25.3.10 10:26 Customer 14 | MacBook Pro  Referred to Servicer Helen
Case 17 Inbound Call 4.3.10 7:35 Customer 15 MacBook Pra | Referred to Servicer  Kenny
Case 17 Handle Case 4.3.10 7:53 Customer 15 MacBook Pra | Referred to Servicer  Kenny
Case 17 Handle Case B.3.10 11:16 Customer 15 MacBook Pra | Referred to Servicer  Kenny
Case 17 Handle Case | 11.3.10 11:15 Customer 15 MacBook Pra | Referred to Servicer  Kenny

Case 17 Inbound Call | 14.3.10 17:53
Case 18 Inbound Call 25.3.10 10:35
Case 19 Inbound Email = 14.3.10 14:08
Case 19 Inbound Email 18.3.10 8:06

Customer 15 MacBook Pra | Referred to Servicer  Monique
Customer 16 iPhone Referred to Servicer  Karen
Customer 17 MacBook Pra | Product Assistance  Henk
Customer 17 MacBook Pro  Product Assistance  Henk

Case 19 Handle Case 18.3.10 8:07 Customer 17 MacBook Pra Product Assistance Henk

Case 19 Handle Case 18.3.10 8:09 Customer 17 MacBook Pro Product Assistance Henk

Case 20 Handle Case | 27.3.10 11:39 Customer 18 iPhone Product Assistance  Mariska

Case 20 |Handle Case | 27.3.10 12:04 Customer 18| IPhone Product Assistance  Mariska

Case 20 Handle Case 4.4.10 9:34 Customer 18 iPhone Product Assistance Mariska

Case 21 Inbound Call 4.3.10 12:17 Customer 19 iPhone Product Assistance Anne —

Case22  Inbound Call | 22.3.10 8:30 Customer 3 MacBook Pra | Product Assistance  Erik .

Case 23 inbound Call | 22 9 22 Customer 20| iPhone Referred to Servicer | Ton v
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caselD

e column is used

caselD FY @ timestamp | Medium | &4 status | #* department | Service Line |Urgenc.y [ |
cased700 208.09 11:46 Phone Registered HR Systems 1stline 1]

cased700 20.8.09 11:50 Phone Completed HR Systems 1stline
cased701 239.0912:23 Phone Registered HR Selfservice 1stline
cased701 239.0912:27 Phone Completed HR Selfservice 1stline
cased70s 2010.0914:21 Phone Registered Collective Insurance Specialist
cased70s 2010091648 Phone At specialist Collective Insurance Specialist
cased70s 19.11.0910:31 Phone In progress Collective Insurance Specialist
cased70s 19.11.08 10:32 Phone Completed Collective Insurance Specialist
caselsas 15.10.09 11:48 Mail Registered Working Conditions Specialist
casela3s 15.10.09 11:48 Mail Offered Working Conditions Specialist
casedais 2010091718 Mail In progress Working Conditions Specialist
caseldniq 2010081719 Mail At specialist Working Conditions Specialist
caselsas 211009 14:49 Mail In progress Working Conditions Specialist
case39ai9 21.10.09 14:49 Mail In progress Working Conditions Specialist
caselsas 28100910017 Mail In progress Working Conditions Specialist
caseldniq 28610091018 Mail Completed Working Conditions Specialist
case9704 20.10.09 14:19 Mail Registered Working Conditions 1stline
cased704 20.10.09 14:24 Mail Completed Working Conditions 1stline
case9703 20.10.09 14:40 Phaone Registered Working Conditions 1stline
cased703 20.10.09 14:58 Phone Completed Working Conditions 1stline
cased702 24 8,09 12:24 Mail Reqgistered Working Conditions 2nd line
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