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CALL BACKS 

When there is a completed job, and the customer calls back to say the problem is still not fixed, we have a “Call 

Back” situation.   There are a few reasons this could happen: 

1. The tech mis-diagnosed the problem.  

2. The part was defective and needs to be replaced. 

3. There was an additional problem associated with the initial repair that did not get fixed.  

For all of these reasons, a Call Back work order is created to return to the customer’s home and assess the 

situation. 

CREATING A CALL BACK WORK ORDER 

There are two ways to create a Call Back work order: 

1. Creating a Call Back work order from the original work order 

2. Clicking on the Call Back box and searching for the original work order. 

CREATING A CALL BACK WORK ORDER FROM THE ORIGINAL WORK ORDER 

1. Open the original work order.  Typically, this will happen when the customer calls back to complain. 

2. Click on Options, then Create Call Back work order. 



 

 

3. The Call Back work order is a new order with the customer information already entered and the original 

tech tied to the work order.  

a. The original tech is tied to the Call Back work order so that the Call Back is credited to that tech 

on the Big Board and Owners dashboard.  A different tech may go back to fix the problem, so we 

want to keep track of the person who may have made the original mistake. 

                           



b. Notes are not copied from the original work order.  The notes, parts, tasks from the original work 

order can be seen by the tech on the iPad in Job History (see Call Backs on the iPad). 

                                                

4. Change the Dispatch Code to CB – Call Back.  Because the Dispatch Codes are customizable per office, you 

may have a different Dispatch Code, such a Recall.  Dispatch Codes can be edited under Setup Franchise > 

Options > Dispatch Codes. 

 

 

5. Add a Job Description note. 

 

6. Save Note and Work Order. 

 



CREATING A CALL BACK WORK ORDER BY CLICKING ON THE CALL BACK CHECKBOX 

If you have an existing work order, it can be designated as a Call Back by clicking on the Call Back checkbox. 

1. At the bottom of the work order, click on the Call Back checkbox.  Clicking on the checkbox will open the 

Source Ticket# and Original Tech fields. 

               

2. In the Source Ticket Number field, search for the original work order number to connect it to the Call Back 

work order.  Click on the customer name and ticket number to select it. 

              

3. Selecting the ticket# will populate the tech associated with that work order. 

               

4. Change the Dispatch Code to CB – Call Back.  Because the Dispatch Codes are customizable per office, you 

may have a different Dispatch Code, such a Recall.  Dispatch Codes can be edited under Setup Franchise > 

Options > Dispatch Codes. 

 

 

 



5. Add a Job Description note. 

 

6. Save Note and Work Order. 

 

CALL BACKS ON THE IPAD 

1. On the iPad, the tech will identify the job as a Call Back based on the Dispatch Code and Job Description. 

      
 

 



2. Once the problem has been re-diagnosed, the tech will determine if it was truly a Call Back due to 

misdiagnosis or faulty part OR if the machine actually has an additional problem. 

 

3. The tech can see job notes from the previous visit by pressing the Customer button inside the work order, 

then the Job History button from the Customer Detail screen. 

 

                       

 

                                                        



4. If the problem was incorrectly diagnosed, select a $0.00 labor task on the work order.   If you do not have 

a “No Labor” task, search for “Task” in the SW help section or on Higher Logic for instructions on adding 

an MPG task. 

a. If an additional part is required, it can be added to the No Labor task in order to charge the 

customer for the new part only. 

 

5. If the part is defective, select a $0.00 labor task on the work order, then create a new part with the 

original part# and DEF appended to the end of the part#.  Enter $0.00 as the cost.  If using SmartParts, this 

part cannot be ordered, because it is not the true part number.  The part will need to be ordered from the 

office.  The DEF at the end is the cue for the office staff that it is a defective replacement part. 

              

              



        

6. If the equipment has a completely different problem, unrelated to the original repair, create the quote as 

normal, selecting the appropriate tasks and parts. 

 

CALL BACK WORK ORDERS COMING BACK FROM THE IPAD 

1. When the Call Back work order comes back to SW from the iPad, the office can determine if it was truly a 

Call Back.  If it was not a Call Back, the Call Back checkbox can be unchecked and the original tech will not 

be credited with a Call Back. 

  

2. If there was a defective part on the Call Back work order, as long as the tech has followed the instructions 

above, the part will be listed as the normal part# with DEF appended to the end.  The PO and work order 

will both have this fictitious part#.   Change both parts to the correct part# so that it will be tracked 

correctly in Inventory.  Having the fictitious part# serves 2 purposes:  1. allowing the tech to charge $0.00 

on the iPad without giving him the ability to edit all part prices, 2. Alerting the office that it is a defective 

part.   

 

  

 


