Tech Tip Tuesday—December 17, 2019

Holiday Hours/Tech Tip on Break

Our office will be closing at 4pm (eastern) on Tuesday, December 24", and will be closed on Christmas
Day, December 25", We will re-open on Thursday, December 26™ at 9am eastern.

We will also close at 4pm (eastern) on Tuesday, December 31*, and will be closed on New Years’ Day,
January 1, 2020.

As always, on-call emergency support is available 24/7. We thank you in advance for reserving after-
hours calls for true emergencies, and wish everyone the very best during this holiday season.

The Tech Tip will be off the next two weeks (except for reminders about our hours), and will return on
Tuesday, January 7™ 2020. See you next year!

No Show

Most trips entered in Livery Coach cycle through a normal status sequence from Unassigned to Done.
Once a trip is marked Done, it will show up in TripBook for costing. (If you see all trips in TripBook and
not just Done trips, refer to the May 6, 2014 Tech Tip here:
http://liverycoach.com/TechTips/2014/2014%200506%20D0%20n0ot%20close%20active%20trips.pdf)

However, there are a couple of scenarios where you want the trip to show up in TripBook even though
it’s not “Done” in the traditional sense.

If a trip is marked “Late Cancel”, because it was cancelled too close to the pickup date/time (based on
your policies), it will still show up in TripBook so you can charge the customer. (If you just mark it
“Canceled” then it won’t show up in TripBook.) Presumably, if you mark a trip Late Cancel, you have
already had the discussion with the customer, and they know they will be paying for the trip.

If you have a situation where you can’t find the passenger, and can’t reach anyone either to find out
what happened, then, upon releasing the chauffeur, we recommend marking this trip “No Show”.

A No Show trip is usually more trouble than a Late Cancel, since you don’t really know what happened.
Maybe the customer forgot to cancel, maybe you entered the trip for the wrong date, or maybe

something else. So a key part of a good process when marking a trip No Show is to carefully document
in real time exactly what efforts you made to find the passenger, when you released the chauffeur, etc.

The Agent Notes in a trip are a great place to put all these notes, since they are automatically
timestamped and can’t be edited. But your agent has to remember to actually enter the notes.

In System Default Configuration->Reservation Settings, there is a setting where you can automatically
pop up the Agent Note screen whenever the status is changed to No Show. That way, your agent can’t
forget to document what happened and why he/she is marking it a No Show. A screen shot of the
setting is below.


http://liverycoach.com/TechTips/2014/2014%200506%20Do%20not%20close%20active%20trips.pdf
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