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XBOX JOB AID

Target Audience

All T1 and T2 Xbox Hardware Support Agents and Support Staff

Introduction

Among Hardware agents, it is well-known that CCF has limitations with cancelling repair orders.
Microsoft has been working diligently to correct this and CCF is slowly but surely removing these
limitations. This Job Aid will further educate you in changes in CCF that will let you cancel repair
orders accurately and effectively.

What’s Important

When cancelling repair orders, please take note of the UNC Code that you need to place in the
subject line.
CANCELLED: 89124 Xbox Console Repair

Also note that the steps indicated below are applicable for the following scenarios only:
If the repair was processed as:

a. Label Ship — US or Canada

b. E-Label — Canada

What to Do:

When you encounter these scenarios where you have to cancel and recreate the repair, please
follow the steps outlined below:

Note: Steps 8-13 are very important. If the tier 1 agents do not follow the steps
correctly, they will get an error in cancelling the repair order.
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9. Next step:
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a. Close the service request by clicking the X button at the upper right corner

in CAP
b. Go back to Customer Overview tab

¢. Click the SR number where the repair order was created. (Do not reopen

the service request)
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Warning

I\ Verify Order cancellation

Clicking submit will halt all actions on this order.
Click. Submit ko send the request to the server, or Cancel to close the task,
< Back, Subrmik ] ’ Cancel
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12. Click on “Recreate SR”
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“Resolved — Open” then “Close Call” in WFM

When is it Effective:

Immediately
Credits: Information provided by TM Annie Villanueva
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14. From this point onwards, agents can now follow the normal repair process then Click on
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