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CHAPTER 12

Call Quotes

This chapter introduces call quotes and their role in the service process.
With call quotes, service organizations can provide estimates for
services such asrepairs, installation, and preventive maintenance. The
estimate can provide details about labor, expenses, and items to be
consumed.
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» See Chapter 23,
“Control Files,”
on page 699 for
details of control
file settings.
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Overview of Call Quotes

To sell services to prospective customers, many service organizations
provide quotations, which outline the labor, expenses, and replacement
items (components) required for service or repair work. Quotations
include the terms and conditions for the detailed services.

In Service/Support Management, call quotes are based on user-defined
codes such as invoice sort, charge code, and service category. This
enables a service organization to structure service proposals the same way
it invoices service activities. To maintain this structure, call quotes are
similar to Call Activity Recording (CAR).

Fieldsin the Call Management Control File that affect call quotesinclude
Next Quote ID, Quote Prefix, Days Until Expire, and Default Quote
Queue.

Call Quote Life Cycle

Some service organizations et customers review the cost of repairs before
they are made, especially for expensive items. The customer sends the

item to the service center, or afield engineer reviews theitem at the
customer’s site. The engineer estimates the labor, expenses, and parts
required to repair the item.

This detailed estimate iscall quote. Call Quote Maintenance is an entry
point to the same frames used in Call Activity Recording (CAR). In CAR,
the engineer records the labor, expenses, and parts consumed during a
repair. In Call Quote Maintenance, the engineer uses the same frames to
record estimates before the repair is done.

After you enter the details of a quote, Call Quote Maintenance displays a
summary similar to the summary frame of Call Invoice Recording (CIR).
This frame summarizes the pending invoice amounts, based on the
engineer’s estimates. CIR generates a pending invoice. Call Quote
Maintenance creates a simulated invoice. Both use the same method to
summarize costs and display them by invoice sort.
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Two limitations exist for a call quote’s simulated invoice amount:

» Call Quote Maintenance uses service type just as Call Maintenance » See “Calculating
does, to determine product line, price list, response time, priority, and gn“gfgé'gggf‘ts"
coverage days. However, instead of using the limits and levels of
coverage, it calculates all quantities as 100% billable.

« Cal Quote Maintenance does not calculate taxes. When you create a
sales order and generate an invoice in Call Invoice Recording, the
system calculates taxes in the sales order trailer.

Other differences between Call Quote Maintenance and Call Activity
Recording include:

« You can open only one report for each call quote line. In CAR, you
can open multiple reports.

 The status of call quote reportsis aways Quote. The status
determines whether areport can be invoiced. Quote reports cannot be
invoiced.

Figure 12.1 illustrates the life cycle of acall quote.

Fig. 12.1
l Cadl Quote

Life Cycle

Release call quote to
recording and continue with
normal call life cycle.

Perform setup required for
calls.

A 4 A 4

Move expired call quotes to

Create a call quote. history.

A 4 A 4

Delete/archive call quote
history.

Print call quote.

Because a call quote can become acall, call quotes require the setup

normally used for Call Maintenance: end-user information, service BOMs

and routings, engineers, status codes, queues, and service types and

contracts. Because a call quote’s input process is the same as Call Activity
Recording, call quotes need the same setup as Call Activity Recording,
including charge codes and charge product lines.

IQAD
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» See “Setting Up
Call Defaults” on
page 317.
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Create quotesin Call Quote Maintenance (11.1.1.7). To simplify data
entry for similar repair operations, copy an existing quote in Copy Call
Quote (11.1.1.12).

To minimize data entry when creating call quotes, create sets of quote
defaults in Call Default Maintenance (11.1.21.10) by setting category to
Quote. You can access defaults you created in Call Quote Maintenance.

Print call quotes using Call Quote Print (11.1.1.10). If the customer
accepts the quote and decides to proceed with the repair, use Call Quote
Release to Recording (11.1.1.11) to create acall based on the quote. The
quote number that initiated the call displaysin the Call Info frame of Call
Maintenance.

Releasing a quote sets a closed date so it cannot be released again. Use
Expired Quote Move to History (11.1.1.22) to move expired or released
quotesto a history file and delete them from the call master file. From the
history file, you can archive and delete quotes with Call/Quote History
Delete/Archive (11.1.1.23).

Calculating Quote Amounts

When creating a quote, you prepare a detailed estimate of the labor,
expenses, and parts required to repair the item. If the item to be serviced
has no contract or warranty coverage, you can simply use current list
prices for items and service categories to calcul ate the billable amount.

Call Quote Maintenance uses service type information to identify the
product line, repair and cost price lists, response time, and hours of
coverage. However, even if the item is under contract or warranty, the
levels and limits of coverage are not considered. The quoted repair is
estimated at the full list price for items, expenses, and labor.

This approach to estimating is used because thereis no way to be sure that
coverage in effect on the quote open date will still be in effect on the call
open date.

» Coverage may expire before you perform the repair because the end
date of the warranty or contract is reached.

- Coverage terms may have been defined with effective dates so that
the same terms are no longer in effect when the call is created.
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- If you are using contract limits, coverage can also expire if other calls
consume the amount before you release the quote.

As aresult, the actual amount billed for the call may be less than the
guote. To indicate this, create master comments explaining that the prices
are subject to coverage termsin effect when the quote is rel eased.

Using BOMs and Routings

When you create a quote for items defined in Service Item Maintenance
(11.3.7), you can use the repair, PM, and installation BOM and routing for
labor and item details. Operations defined in the routing can be loaded in
the Labor/Expenses detail. Items specified on the BOM can be |oaded
into the Item Usage frame.

Using service BOMs and routings streamlines data entry for standard
repair sequences. You can customize the sequence for the gquote. When
the quote is released to a call, the detail records display in Call Activity
Recording. The engineer makes adjustments to reflect the work
performed during the repair.

Allocations and Requirements

When creating a quote, you can also create general allocation records. Do
this when:

» The quoteislikely to become acal.
* Inventory is limited.

You cannot perform detail allocations (picking) in Call Activity
Recording or Call Quote Maintenance. In CAR, you can identify the

specific inventory you used for the call—for example, by item number,
site, location, serial number, and inventory reference number. For call

» See Chapter 20,
“Service
Structures
and Routings,”
on page 615.

Tip

No MRP
requirements are
associated with call
quotes.

guotes, you can create general allocations only. The detail about specific

items used must be recorded in CAR. For this reason, the Multi-ltem

frame does not display in Call Quote Maintenance.

When you create a call from the quote, Call Quote Release to Recording:
- Updates MRP and quantity required to reflect the call’'s requirements.

 Sets the required date for MRP to the call's next status date.

IQAD
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Fig. 12.2

Cadl Quote Release
to Recording
(11.11.11)

Tip

Leave Next Call
Number blank to
supply the next
number from the
Call Management
Control File.
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Creating a Call from a Quote

Use Call Quote Release to Recording (11.1.1.11) to create calls from
selected call quotes. You can release a quote to a call only once.

Call Item
Call Line: Engineer: PKH Update ISB: yes
Item: 10-10000 Site: 10000 Fault Codes: yes
Serial: 4328766/a4 BOM code: REF10-10000 Comments: no
Ref: o Routing: REP10-10000 Coverage: no
Work Code: Tech Quantity: 1
Svc Type: STAMDARD Status: NEW

Call Quote Release to Recording performs the following actions:

» Setsthe quote number as the Reference field in the Call Info frame of
Call Maintenance and in Call Activity Recording

 Setsthe call number in the Reference field of Call Quote
Maintenance

- Copies the quote’s comments to the call

- Transfers the quote’s engineer load to the call

 Creates MRP regquirements

- Deletes the quote’s allocations and re-creates them for the call
» Closes each quote report, so it cannot be updated

- Sets the quote’s closed date to the release date

The first set of fields in Call Quote Release to Recording provides ways to
select quotes for release. Call Date defaults from the system date, but you
can modify it.

A released quote, like an expired quote, is closed. You can move it to
history, delete, and archive it.

Calculating Coverage during Release

If a contract covers items on a quote, Call Quote Release to Recording
calculates coverage based on the consumption of contract limits. Set
Override Coverage Limits to Yes to apply coverage even to amounts over
the limits. Set it to No to use the contract limits.
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If aservicetype (warranty or generic) provides the coverage, Call Quote
Release to Recording calcul ates the percentage of coverage without
consideration of limit amounts.

The release report informs you of limits that were overridden. You can
modify coverage amountsin Call Activity Recording.

Note When Multiple Time Zones (MTZ) is active, the quote date range » Refer to Chapter
and call date are relative to the customer’s time zone, since Call Quote ‘ébnw'ei'f"‘?éﬂ@r%
Release to Recording uses Call Date to find default charge codes and limHformation.

coverage.

Errors in Releasing Quotes

Call Quote Release to Recording generates errors if either of the
following occurs:

 Credit Hold Option is 2 in the Service Management Control File and
the customer or end user on the quote is on credit hold.

 The customer on the quote requires a purchase order and you have not
specified one on the gquote.

Printing Quotes

Call Quote Print produces a document for the customer, showing the Tip

i i i i The quote

itemsto be serviced and details about labor, expenses, and items to be document uses the

used. company address
specified in the

The quote does not include information about applicable coverage or gi?gtract Control

taxes. You can create master comments, printed on the report, explaining
that the prices are subject to coverage amounts in effect when the quoteis
released.

IQAD
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Fig. 12.3
Expired Quote
Move to History
(11.1.1.22)

Tip
Releasing a quote

sets the close date.

M QAD

Expired Quotes

Quotesremain in effect for a period controlled by Days to Expirein the
Call Management Control File. The system adds the value in Days to
Expire to the quote creation date to determine the quote’s expiration date.

When you access a quote in Call Quote Maintenance, a warning displays
if the quote is expired. You cannot release an expired quote. Change the
expiration date to reactivate the quote.

Move released or expired quotes to a history file with Expired Quote
Move to History (11.1.1.22). Delete and archive quotes from the history
file with Call/Quote History Delete/Archive (11.1.1.23).

Moving to History

Maintain quote history on line by moving expired and released (closed)
quotes to a history file.

Expired Quote Move to History
User Menu Edit Queue Options Help

— Selection Criteria

Quote Id: | *] To:
End User: To:
Date Closed/E xpired: i f To: (06717796
Move Closed: |no Audit Closed: |ves
Move Expired: |no Audit Expired: |ves

‘ Clear I Print I | Exit

|F1=Help F2=Go ESC=End CtrlX=Cut Ctrl-C=Copy Chul¥=Paste

Expired Quote Move to History has the following options:
« Select quotes by quote ID range, by end-user range, or by expiration
or close date range.

» Move closed quotes, expired quotes, or both using Move Closed and
Move Expired.

 Produce areport of potentially affected quotes without moving them
by setting both move fields to No and both audit fields to Yes.

Expired Quote Move to History copies quotes meeting the specified
criteriafrom the Call Master (ca_nst r) file to the Call History
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(chm_nst r) file, then deletes the quote from Call Master. You can save
the quotes in the history file, or delete and archive them with Call/Quote
History Delete/Archive (11.1.1.23).

Moving a quote to history removes any general allocations or engineer
load associated with it.

Call Quote Maintenance

Define defaults for call quotes with Call Default Maintenance

(11.1.21.10). Some defaultsdisplay in Call Quote Maintenance (11.1.1.7).

Others appear when you create a call from the quote.

i Call Quote Maintenance M= E
UserMenu Edit Queue Options Help
Quote: caz Bill-To: 1001000 End User: |1 001005 %I
. Bill-To End User
Reliable Central Purchasing
Attention: Accounts Payable
300000020 Century Blvd
Los Angeles CA 89000
United States of America
Status: NEW Channel: Cunr- Language:
Priority: 0 Assigned: Taxable: no
Contract: ‘Work Code: Terms:
Price List: Queue: Site:
PO: E xpire:
Caller: Reference:
Phone: Comments: no Detail: no
Description:

Quote. Enter anumber or let the system generate one from the quote
prefix and next quote number in the Call Management Control File.
You must distinguish call quotes from calls with a unique prefix.

Bill-To. Enter a customer hill-to address indicating the customer
responsible for this quote.

End User. Enter the end user associated with the items to be serviced.

To search for an end user or create a new one, leave this field blank.
In this case, the End User Selection frame displays.

Fig. 12.4
Call Quote
Maintenance
(11.1.1.7)

» See “End User
Selection Frame”
on page 341.

IQAD
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» See “Call

Defaults Pop-Up”

on page 344 for
an example.

» See “Setting Up
Call Defaults” on
page 317 for
more information
on the search
algorithm.
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Contracts Pop-Up

When you enter an end user, a pop-up window displays the contracts that
arein effect for the end user. When you select a contract, the call pricelist
associated with the contract defaults into the Price List field, and the
contract number defaults into the Contract field.

If you bypass this pop-up, you can enter the contract in the Contract field,
and its pricelist displays. If there is no contract, the price list associated
with the Default Call Service Type, defined in the Call Management
Control File, displays.

Quote Defaults Pop-Up

When you create a quote and gquote defaults exist, a pop-up window
displays between the first and second frame of Call Quote Maintenance,
like the one that displaysin Call Maintenance.

Enter valuesin the pop-up to find the most appropriate defaults. The work
code initially defaults from the technical work code defined in the Call
Management Control File.

If no defaults match the work code, model, and service group, the system
looks for amatch by work code and model, then work code alone. If no
defaults match the work code, it uses defaults set up for call quotes, as
opposed to calls.
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Quote Header Frame

If you are using quote defaults, many header fields have information

when they display.
: Call Quote Maintenance [_ O] =]
UserMenu Edit Oueue Options Help
S EE DS
Quote: Q7 Bill-To: 1001000 End User: 1001005
— Bill-To End User
Reliable Central Purchasing Great Morthern Reliable
Abtention: Accounts Payable Building 14
300000020 Century Blvd 310 Shoreline Ave
Los Angeles CA 83000 Seatle WA 98431
United States of America United States of America
Status: [NEW él Channel: Curr: [USD Language: IF
Prioiity: 20 Assigned: Taxable: [no 13716799
Conbract: Work Code: |[TECH Terms: |2/10-30
Price List: [SSM1 Hueue: Site: [10000
PO: Expire: [11/15/799
Caller: |George Green Reference:
Phone: |206-432-1181 Comments: Ino Detail: [no
Description:

Status. Indicates where the quoteisin its life cycle and determines
the status of the call created from it. Define statuses of quotes and
callsin Call Status Code Maintenance (11.1.21.1). For anew quote,
the status defaultsfirst from Call Default Maintenance, then from the
Open status in the Call Management Control File.

Priority. Enter anumber indicating how important this call quoteis. In
order of precedence, the value defaults from:

« Call Priority in End User Address Maintenance

- If Cal Priority is blank and you select a service contract, the
Priority field in Contract Type Maintenance

« If no contract exists, the Priority field of the Default Call Service
Typein the Call Management Control File

» Service/Support User Preferences

Contract. If you previously selected a contract, its number defaults
into thisfield. If not, enter the contract now. The call pricelist
associated with the contract type displays by default in the Price List
field when the quote is created. If you change the contract later, you
must enter the correct pricelist.

Price List. Use arepair price list. Thisfield determines prices for
service on this quote. If you previously selected a contract, the default

Fig. 12.5
Call Quote Header

Tip

Lower numbers
indicate higher
priority.

IQAD
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isthe call price list associated with the contract. If no contract is
selected, the default isthe price list associated with the Default Call
Service Type in the Call Management Control File.

PO. Specify a purchase order number for the service activity
associated with this quote. A warning displaysif thisfield is blank
and the end user requires a purchase order. Before you release the
quote, you must supply a purchase order.

Caller. Defaults from the primary contact in the end-user record.

Phone. Defaults from the telephone number for the primary contact
in the end-user record.

Description. Enter a brief description of the quote. The field defaults
from Call Default Maintenance.

Channel. An optional code identifying the distribution channel
originating this call quote. Use Channel to determine GL sales
account and COGs accounts affected by inventory transactionsin
CAR and CIR. Set up optional sales accounts with Sales Account
Maintenance (1.2.17) based on product line, site, customer type, and
channel.

Assigned. If Assign Primary Engineer is Yesin the Call Management
Control File, the Assigned field defaults from the primary engineer
assigned to the end user. You can enter another engineer or leave the

field blank.
» See “Work Work Code. If you are not using quote defaults, this field defaults
ggggséoofg . from the technical work code in the Call Management Control File
details. (11.1.24). Set up work codes in Work Code Maintenance (11.21.1).

The work code indicates the type of service performed and affects
invoicing and service limits.

Queue. Enter the gqueue to which this quote is assigned. Quotes use

the same queues as calls, set up with Call Queue Maintenance

(11.1.21.7). For anew quote, this field defaults from current quote
defaults, then from the user’s default quote queue in Service/Support
User Preferences, then from the default quote queue in the Call
Management Control File.

Currency. Defaults from the currency of the customer bill-to record
associated with this call. The first time through, you can select any

M QAD
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currency, but after you move to the next frame, you cannot change the
currency.

Taxable. Sets the default value for each line item, which you can
mark individually astaxable or not. If Taxableis Yes, enter atax class
and effective date.

Terms. Defaults from the credit terms associated with the bill-to
address of the customer initiating the call.

Language. Defaults from the language associated with the end user,
then the customer initiating the call. Use Language to select
appropriate comments to print on an invoice.

Expire. Calculated by the system, thisfield is the current date plus the
value in the Daysto Expire field in the Call Management Control
File. Expired quotes cannot be released to recording.

Site. The site on the header determines the default tax environment
associated with the quote. Site for items can differ from the cal site.
For items, the site is the place where repairs are performed or where
the assigned engineer gets parts for the service activity. This
information is important in Call Activity Recording. The system
follows these steps to assign a default site:

 Uses the site/location associated with the assigned engineer in
Engineer Maintenance (11.13.1). If you leave the engineer site
blank and specify alocation, the system usesthe area site. The
engineer location takes precedence over the arealocation.

» See Chapter 7,
“Taxes in SSM,”
on page 219.

Tip

If MTZ is active,
the expiration date
displays with a
value relative to the
end user’s time
zone.

» Uses the site or location associated with the engineer’s area if the

engineer does not have a site or location.

 Uses the default spares site/location in Default Site Maintenance
(11.21.13) if the above values are blank.

» Usesthe site/location defined in the item master if asite still has
not been found.

» Uses the site associated with the end user’s customer in Customer

Maintenance if a site still has not been found.

Reference. When you release this quote to recording, the number of

the call created from the quote displays in this field as a reference.

IQAD
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» See “ltem
Selection Frame
on page 441.

Fig. 12.6
Item Selection
Frame

M QAD

Comments. If Yes, you can review or update comments associated
with the quote. After you select or enter comments, you can specify
where you want them to print.

Detail. Determines whether the Detail field for each line in the Labor/
Expense and Item Usage frames defaultsto Yesor No. Set thisfield in
the header for more control over line item entry.

Item Selection Frame

After you enter an item requiring repair, the system fillsin the item
details, which you can modify. Frames display for recording labor,
expenses, and items to be consumed during the repair.

If you attached arepair BOM and routing to the item in Service ltem
Maintenance (11.3.7), the items and operations |oad into the detail frames
for this quote. You can modify the items and quantities.

Note In CAR, you can use the Report field to open multiple reports for
recording activity against acall line, so that progressive invoicing can
take place. In Call Quote Maintenance, you cannot open multiple reports
against an item.

The status of reports on quotesis Quote, indicating the system does not
invoice these amounts.

i Call Quote Maintenance M= E
UserMenu Edt Queve Options Help

Quote: caz Bill-To: 1001000  End User: 1001005
Item Selection
Line Serial Item WK Code Svc Type Report
Report 1 447654217425 10-10000 TECH STANDARD 465688
status for — Item Detail
uotes is Q Engineer: [BJW & | Fixed Price: no Quaniity: 1
a Site: [10000 Fixed Price: 0.00 Ref: o
and cannot Location: [SPARES . |
be changed. ——— Status: @ Quete Taxable:[no |
BOM Code: IW Comments: lno_
Routing: IHEP1 0-10000 Fault Codes: |no
Sales Acct: 3000 s100 oo I
Disc Acct: 3900 s100 oo I
Poject: | Update 15B: [yes
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After costs are recorded, a summary frame displays.

: Call Quote Maintenance M= B Flg 12.7
UserMernu Edit Gueue Opfions Help Cadl Quote

FEERS Maintenance

Quote: ca7 Bill-To: 1001000 End User: 1001005 Summar’ Yy

[ Charge Sunmmary
Hrs Cost Item Cost Exp Cost List Price Det

‘Wamanty (] [
Contract : o L]
Charge — Covered : o o
SU m mary Project (] [
Giveaway (] []
Fized Bill [} L]
Billable B 110 210

— Billing Summary

— Labor : 110 L} 0 60 yes
Expenses (] (] 0 o no
Items : o 210 0 0 yes
Billing — 2 o L] ] 0 no
Summary : o ° o oo
3 [3 L] 0 0 no
— Total : 110 210 0 0
’mu TAX ENVIRONMENT FOUND: USING DEFAULT ﬂ
Quote Total 60.00 Cost 320.00 Margin -433%. -
[Press space bar to continue. v

These frames summarize the cost of the proposed service and the amount » See

to bill to the customer. Unlike Call Invoice Recording, Call Quote ggdg{ﬁﬂ‘g;?egs,,
M aintenance does not calculate taxes and all serviceis billable to the on page 478.

pag
customer.

IQAD
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CHAPTER 13

Call Activity Recording

With Call Activity Recording (CAR), you can record the parts, labor,
and expenses used in servicing acall. This detail becomes the basisfor
generating an invoice either at the end of CAR or later in Call Invoice
Recording (CIR). This chapter discusses the process of recording labor,
expense, and item usage in CAR.

Introduction to CAR 396

CARIinthe Call Life Cycle 396
Generating Usage Records Automatically 402
Fixed Pricingin CAR 405

Calculating Coveragein CAR 407
Inventory Processingin CAR 415

Using Multiple Reports 419

Call and Call Line Satusesin CAR 421
Generating an Invoice 424

Project Codesin CAR 426

Returns and Exchangesin CAR 429
Updating the Installed Basein CAR 431

Call Activity Recording 435
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» See Chapter 23,
“Control Files,”
on page 699 for
a description of
control file
settings.

Tip

You can also
generate invoices in
Call Invoice
Recording.
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Introduction to CAR

Call Activity Recording (CAR) provides aflexible, comprehensive way
to record labor, expenses, and items consumed during acall. CAR
information supports other areas, including:

« Call Invoicing. Call Activity Recording helps create accurate call
invoices, managed in Call Invoice Recording (CIR).

» Engineer Reporting. Call Activity Recording supports detailed
engineer reporting. You can report the labor performed, the items
consumed, and expenses encountered, even item by item, while
servicing the call. Indicate charges as warranty, contract, covered,
billable, fixed billable, project, or giveaway.

» Cost Flow into GL. CAR uses control codes to manage the cost flow
into the general ledger. You can record costs in specific service
accounts and control GL reporting.

The following fields in the Call Management Control File affect
processing in Call Activity Recording: Close on Recording, Exchange
UM, Fixed Price UM, Modify Sales Accounts, Invoice From Recording,
Item Svc Category, Labor Svc Category, Return Status, Scrap Status, and
Service Work Center.

CAR in the Call Life Cycle

Call Activity Recording is designed to support awide variety of service
contexts. Use it for field engineers who provide preventive maintenance
or other services. Useit in arepair depot environment or for telephone
support. With CAR, you can set work codes, charge codes, service
categories, service types, and invoice sortsin a combination specific to
your business.

Primary functions of CAR are:

 Recording parts, labor, and expenses used for a call.
 Recording items returned for a call.
« Producing invoices from the call datafor customer billing.

Figure 13.1 illustrates how Call Activity Recording fitsinto the call life
cycle.



Asshown in Figure 13.1, severa activities precede Call Activity

Set up service codes and call

codes.
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E Create call quote and release
| to Call Activity Recording.

i

i

Create call.

v

Record service activity.

v

Create and review call invoice.

v

Print and post invoices.

Move closed call to history. I

v

Delete/archive call history. I

Recording and several follow.

1

First, perform service code and call setup. Settingsin the Call
Management Control File (11.1.24) affect processing in CAR, in
particular the Call Statuses frame and Call Recording/Invoicing

frame.

Create acall in Cal Maintenance, or by using a background method
for installation calls or PM scheduled calls. Or create a call gquote and

releaseit to acal.

Record labor, expenses, and items consumed in thiscall in Call

RS

i 2mmaaf] = Optional

Activity Recording. You can generate theinvoicein CAR.

If you did not generate theinvoicein CAR, generateit in Call Invoice
Recording. Review theinvoice in summary or detail format.

Fig. 13.1
Call Activity
Recording in the
Call Life Cycle

» See Chapter 3,
“Service Setup,”
on page 77.

» See Chapter 14,
“Call Invoice
Recording,” for
details.

IQAD
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Fig. 13.2
Changing Bill-To
in Call Activity
Recording

M QAD

5 Print theinvoice using Invoice Print (7.13.3); then post the invoice
using Invoice Post (7.13.4).

6 When all work isfinished, close the call and move it to history.
7 Periodically delete and archive closed calls to regain space.

How Is CAR Used?

Use Call Activity Recording for calls with an open status. The end user

must reference avalid customer unless Call Activity with TempisYesin

the Call Management Control File. In this case, you can record acall for

the temporary customer. Bill-to defaults from the end user’s customer.
You can change the bill-to code in the Call Activity Recording header if
you have not generated an invoice for the call. If a pending invoice exists,
you cannot change the bill-to.

Sometimes a call remains open for several weeks—for example, during a
lengthy installation project. You can generate several reports for the call
in Call Activity Recording and invoice them separately.

i Call Activity Recording |- (O] x]
UserMenu Edit Queue Options Help
Call ID: CA119 Bill-To: 1001000 End User: 1001005
. Bill-To End User
Reliable Central Purchasing Great Northern Reliable
B|”'TO Attention: Accounts Payable Building 14
300000020 Century Blvd 310 Shoreline Ave
can be Los Angeles ca 83000 Seatle wA 98431
changed. United States of America United States of America
Status: New Channel: | Cur: [USD | Language: [US
Priority: 20 Asszigned: KwU Taxable: |no 09708799
Contract: ‘Work Code: Tech Temms: |2/10-30
Price List: I il Queue: [CUSTOMER Site: [10000
PO: |PO125766 E xpire:
Caller: George Green Reference:
Phone: 206-432-1181 Comments: Inn Detail: |no
Description: General Service call taken in Call Maintenance

The lower frame in Figure 13.2 displays information to define the call,
such as call priority, status, price list, a description, the assigned engineer,
and the first item’s work code. Most fields default from the call and
cannot be changed.
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In other fields, you enter new information not availablein Call » See Chapter 7,

Maintenance, such as channel, currency, taxable status and class, terms, oEaSZZanigl}g’r

site, and detail level. details about how
the system
applies tax

Specifying Currency defaults in CAR.
Billing information comes from the prices and costs of service you record

in CAR. In some circumstances, you can modify the call currency in

CAR. However, if the system set the currency in Call Maintenance, you

cannot changeitin CAR.

Effect of Contract Coverage

Because you can associate only one currency with acall, each call line
references the same currency. Sales order processing, which forms the
basis of call billing, imposes this limitation.

You can also associate a currency with acontract. Coverage limit amounts

use the contract currency. To apply limits correctly, the call currency must
match the contract’s. For this reason, as soon as you add a call line that
has contract coverage, the system sets the currency in Call Maintenance
and it cannot be changed.

If you add other lines that have contract coverage in Call Maintenance or
CAR, the contract must use the currency already defined for the call.

Currency for Other Coverage

If coverage comes from a warranty or the default call service type, you
can edit the currency when you first access the call in CAR. The currency
defaults from the bill-to address for the end user’s customer, or the
customer if no separate bill-to address is defined.

You many need to modify currency when your support desk accepts calls
from customers with offices in more than one country. For example, a
support desk in Germany that covers a European region can change the
currency on an incoming call to use an appropriate price list.

Example If the customer’s base currency is Dutch guilders but the call
comes from a Paris office, the service engineer can change the call’s
currency to French francs.

IQAD
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» For details, see
theMulticurrency
chapter in
User Guide
\olume 4A:
Financials.

M QAD

After you establish a call's currency, you cannot change it. Be careful
when using multicurrency capabilities.

Currency and Price Lists

The price list in CAR defaults from the Call Price List field of the call's
service type and can be updated.

The system uses currency in searching for prices. If you change the
currency, ensure that the call price list supports the new currency.

Exchange Rate

When you enter a non-base currency, the system looks for a valid
exchange rate in Exchange Rate Maintenance (26.4), effective on the call
open date. An exchange rate pop-up enables you to specify a spot rate,
and to indicate if the exchange rate is fixed or not. By default, the system
displays both components of the exchange rate relationship. One of these
is the base currency and the other is the call currency.

If one or both of the exchange rate components is a member of the
European Monetary Union (EMU), triangulation through the euro is used

to determine the exchange rate. In this case, the exchange rate relationship
includes four components. The fixed rate of the EMU currency to the euro
cannot be updated.

This system uses this rate to convert limit amounts from the base currency
to the contract currency. Prices and costs are converted from base to the
call currency, and the exchange rate is maintained in transaction history.

When you post the call invoice, the system uses the exchange rate
effective on the date of invoice post, unless you have indicated that the
exchange rate is fixed.
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Tracking Purchase Orders

You can enter a purchase order number in Call Activity Recording. Some
companies require purchase orders for service hillings. You specify
whether a customer requires a purchase order in Customer Maintenance.
This value defaults to each end user from the customer.

If the end user requires a purchase order, you can enter acall, but you
cannot record activity for it until you specify a purchase order.

If the end user does not require a purchase order, you can use the purchase
order field for reference. If you specify a purchase order, it is printed on
the call invoice.

Displaying Call Items in CAR

The Item Selection frame appears after the CAR header. It displaysthe
items you recorded in Call Maintenance for this call.

[_[o1x]

1 Call Activity Recording
UserMenu Edit Oueue Options Help

(S e R = ] -2

Call ID: CA119 Bill-To: 1001000 End User: 1001005

Item Selection
WK Code

Line Senal Ttem Svc Type  Report

Last line 2 & )i3a9021/43 10-10000 Tech w-l 465676
of call — Item Detail
displays Engineer: KwU Fixed Price: no Quantity: 1

Site: 10000 Fixed Price: 0.00 Ref: o
Location: KwU Coverage: no
Status: | Invoiceable Taxable: no
BOM Code: REP10-10000

Routing: REP10-10000

Comments: no

Fault Codes: no

Sales Acct: 3000 =100 0100
Disc Acct: 3900 100 0100
Project: Update ISB: yes

When you access the Item Selection frame, the last item appears, as
indicated by the number in the Line field. This way you know
immediately how many items are on the call. Use the next/previous keys
to view other call items.

You can add itemsto a call using the CAR Item Selection frame. Usethis
feature if an end user wants more items repaired after the call is created.
Instead of opening a new call, you can add lines to the existing one.

Select aline item on the call to record labor, expenses, and items used in
detail frames.

Fig. 13.3

Item Selection
Framein Call
Activity Recording

IQAD



402 MFG/PROeB USER GUIDE — SERVICE/SUPPORT MANAGEMENT

» See Chapter 4,
“Multiple Time
Zones,” for
details.
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Multiple Time Zones in CAR

Activating Multiple Time Zones (MTZ) affects Call Activity Recording.

Most call dates and times refer to the end user’s time zone. The exception
is the tax date. It refers to the server time zone, like other system tax
dates.

Generating Usage Records Automatically

You can enter details about a call manually or use one of several methods
to streamline data entry and create usage records automatically. Two
significant methods are using:

 Loading hills of materials (BOMSs) and routings
 Ordering items for a call with material orders (MOs)

Using BOMs and Routings in Calls

When you define an item in Service Item Maintenance (11.3.7), you can
specify arepair, installation, and preventive maintenance (PM) BOM and
routing, which are used as follows:

» When the system generates a PM call for the item or you create a call
with the PM work code in Call Maintenance, the system uses the PM
BOM and routing.

» When the system generates an installation call during invoice post or
you create a call with the install work code in Call Maintenance, the
system uses the installation BOM and routing.

» When you specify other work codesin Call Maintenance, the system
uses the repair BOM and routing.
You can change these defaults the first time you view the call in CAR.
Use BOMs and routingsto streamline data entry for standard repair
sequencesin CAR. When you specify BOMs and routings, the system:
- Enters routing operations into the L abor/Expenses frame.

- Entersany BOM s associated with specific operations as items for that
operation in the Item Usage frame.

- Entersitems from the top-level service BOM into the first operation
that has no items of its own.
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Figure 13.4 illustrates how service BOMs and routings are defined and

then loaded into CA

R.

Item 10-10000

Preventive Maintenance

Op 10:
Op 20:

Op 30:

Replace cartridge
Items needed: rag, new cartridge
Lubricate moving parts
Items needed: oil
Clean drum

Items needed: fluid, dispenser

.
Labor/Expenses
Std Work  Service
Op Op Code Cat Qty Charge Det Items
10 Op-113 PM Labor 5 Contract No Yes
20 Op-114 PM Labor .25 Contract No Yes
30 Op-115 PM Labor 5 Contract No Yes
|
A
Item Usage
ltem  Work
Op No. Code Qty Used Charge Det MO
10 FS-1024 PM 1 Contract No
10 FsS-2178 PM 1 Contract No
20 FS-1788 PM .1 Contract No
20 FS-0038 PM .5  Contract No

Fig. 13.4
Routing and BOMs
Loaded into CAR

In addition to providing labor/expense detail, routings can affect the cost » See Chapter 20

of labor. Standard cost for labor is derived from the work centers
associated with routing or standard operations. If you do not use these, the

for information
on service
BOMSs, routings,

system cal cul ates standard costs using the labor rate for the Service Work and standard
Center in the Call Management Control File.

operations.

Note |f you do not use service BOMs and routings, you must manually
enter the operations and items you used for the repair in CAR, unless you
order items with a material order (MO).

When aBOM isinitialy loaded in CAR, the system does not check to
determineif sufficient inventory exists in the default site and location.
These checks are not done until you actually execute the item usage

frames.

IQAD
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» See “MO With
Call’ on
page 577.

» See “Material
Order Selection
Frame” on
page 452 for
details.
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Connecting MOs to a Call

Engineers can obtain parts for service by ordering them with a material
order (MO). The MO transfers the required inventory to the engineer’s
site and location.

An MO can reference acall. Use MOs without a call to replenish general
stock. If you specify acall onthe MO, items must be used for that call or
returned to general inventory.

When MO itemsexist for acall line, the system displaysa pop-up in CAR
listing them. You can select some or all of these items and the system
loads them into the Item Usage frame of CAR.

To close acall line, you must account for all MO items, either by using
them or returning them. The same istrue for the call itself.

Using MOs or BOMs to Load CAR Item Usage

The two ways of automatically entering items in CAR—through MOs or
service BOMs—normally are separate alternatives. You can use them
together, but you could enter more items than you intend.

If an engineer orders items with an MO for a call, they must be loaded and
consumed in CAR. If you also attach a BOM to the item, the same items
could be loaded again, resulting in duplicate items appearing in the usage
frame. You might also get duplicates if you release a quote that has details
about items needed, then order the items on an MO.

You must decide which method best fits your business practices and
establish procedures to prevent overlaps.

To warn you of possible duplicates, the system checks the call when you
create an MO for it. If the call line has items generated from a BOM, a
warning displays.
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Fixed Pricing in CAR

Some companies charge afixed fee for repairing an item rather than
basing the fee on the items used and the time spent for the repair. You can
use fixed pricesin Call Activity Recording.

Fixed pricing is an aternative to contracts and warranties. When you use
fixed pricing, the system disregards all coverage details. When you
complete afixed price repair, you can record the details of the service to
track service costs. However, the invoicing process uses the fixed price
rather than the costs or prices of elements of the repair.

When you provide service for oneline item at afixed price, the system
includes all detailsin the price. You cannot perform part of the service at a
fixed price and charge regular prices for other items or services on the
same line. To provide fixed and non-fixed service for the same item,
create two lines for the item and record the fixed and non-fixed service

separately.

Example A computer company charges aflat rate of $150 to repair a
monitor for a customer. When recording the activity, the company uses a
fixed price work code and charge code. It invoices the customer $150, but
records the hours worked and items consumed in CAR, so it can review
the service costs. The monitor repair might cost two hours of labor and
five or six parts for atotal of $93, or it might cost $1,000.

Recording the detail for fixed price repairs lets you review over time how
closely the fixed price matches the repair cost.

Requirements

For fixed pricing, set up these codes:
» A work code with Fixed Price set to Yes
« A charge code with Fixed Billable set to Yes
» Aninvoice sort with Include Fixed Prices set to Yes

 Servicerepair price lists using the fixed price unit of measure Tip
Define the fixed

When you specify awork code with Fixed Price set to Yesin CAR, the price unit of
measure in the Call

Fixed Pricefield in CAR defaults to Yes. The system searches for aprice Management
Control File.

IQAD
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Fig. 13.5
Specifying Fixed
Pricingin CAR

» See Chapter 7,
“Taxes in SSM,”
on page 219.

M QAD

on the call price list with the fixed price unit of measure and uses this
price as the repair price. The system also suggests afixed billable charge
code for each line of detail recorded.

If you Specify a + Call Activity Recording = &=
fixed price UserMenu Edit Queue Options Help
work code, the
System ignores Call ID: CA119 Bill-To: 1001000 End User: 1001005
Item Selection
COVerage Line Serial Item WK Code Svc Type Report
levels of SC-1.
3 4B39924/A3 10-10000 Fized STANDARD 465677
Fixed price — Item Detail
defaults to Yes Engineer [Kwit Fixed Price: yes Quantity: 1
) Site: [10000 Fixed Price: [150. 00 =1} Ref: o
Location: [K0wll Coverage: [no
. Status: I_ Invoiceable Taxable: [no I
System finds the BOM Code: [REP10-10000 Comments: [no
fixed price from Routing: [REP10-10000 Fault Codes: [no
: H Sales Acct: 3000 s100 o100 I
the price list. Disc Acct: 3900 s100 o100 I
Project: [ Update ISB: [pes

For fixed pricing, create one invoice sort with Include Fixed Price set to
Yes. Do not associate service categories with thisinvoice sort. Use it
exclusively for presenting fixed price amountsin Call Invoice Recording.

Note When fixed pricing applies, the price, covered amount, and
extended price for each recorded detail are zero and cannot be changed.

Multiple Reports

For fixed pricing, you charge the customer a fixed amount regardless of
how much work you do. Once you invoice and post the fixed amount, any
further reports added to the call line create zero invoice amounts.

You can adjust fixed pricesin CAR or CIR until you post an invoice.

Taxes for Fixed Price Services

Normally, the system calculates taxes for each detailed labor, expense,
and item usage record. For fixed pricing, it applies the tax rate to the fixed
price. It does not consider tax data elements associated with detailed
usage records.
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Calculating Coverage in CAR

The relationships among service types, charge codes, and product lines
affect the financial impact of service activity in CAR. You can define and
use charge codes in many ways. The system supplies defaults based on
the service types and values defined in Default Charge Code
Maintenance. You can change these defaults to redirect costs, but only
within aset of rules. To record activity in CAR, you must understand the
way the system applies these rules.

What Is the Source of Coverage?

When you access acall linein CAR, it already has a service type. This
servicetype can be different for each item on a call. Using the item, serial
number, and installed base reference, the system searches for avalid
contract or warranty. If none is found, the default is the Default Call
Service Type in the Call Management Control File. If both contract and
warranty coverage exist, the system prompts you to choose either
warranty or contract coverage for thisitem when you create anew call for
the item or add the item to a call.

For any item, several conditions can be true:
» No coverage exists. The system uses the default call service type.
» Coverage exists only on a contract.
» Coverage exists only on awarranty.

» Coverage exists on both awarranty and contract and you select
warranty.

» Coverage exists on both awarranty and contract and you select
contract.

« A warranty is hormally associated with theitem in Service Item
Maintenance, but this particular item does not have awarranty or it is
expired.

IQAD
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Based on the coverage conditions, the system maintains three service
types for eachitem onacdl:

« Warranty Code. The warranty code can be blank. It comes from the
installed base record first and can be either active or expired. If the
item is not in the installed base but has a warranty code in Service
Item Maintenance, that warranty is used. Warranty information is
maintained even when a contract provides coverage.

 Contract Type. The contract service type can be blank. This
information is only saved when a contract covers the item on the call
open date. Thisis unlike the warranty code, which is kept for
reference even if it isexpired. The contract servicetypeis saved even
if it was not chosen as the source of coverage for the item.

 Service Type Used. Thisfield always has avalue. Service Type Used
can be the warranty or contract saved in the previous two values. If
there is no coverage, the value can come from the Call Default
Service Type in the Call Management Control File. If you manually
enter aservicetypeonthecal ling, it issaved in thisfield.

You can change a call line’s service type only before you record activity
for the line. Once you open reports, the field is display only.

Calculating an Initial Charge Code

When you enter detail in the Labor/Expense or Iltem Usage frames of
CAR, the system displays a default charge code. The system derives this
default using:

» The servicetype of the call line

« The work code, service category, quantity, and price of the usage
detail record

The system uses the work code and service category to search for
applicable limits. It uses the quantity and price to determineif the amount
on thisline of detail isunder or over the limits.

Note For fixed price repairs, no coverage checking takes place. The
fixed price billable charge code defined in Default Charge Code
Maintenance (11.21.21.13) is always used as the default. You can enter
another charge code for theitem, but only if it also hasfixed price billable
set to Yes.
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: Call Activity Recording M= B3 F'g 136
UserMenu Edit Queus Options Help CalCUIaIInga
|-@?|§)|@|w Charge Code
Call ID: ca119 Bill-To: 1001000  End User: 1001005
ltem Selection
Line Serial Item WK Code  Svc Type  Report
2 48399021/A3 10-10000 Tech w1 465676
The System Labor/Expenses
uses Work COde Op Std Dp Work Code  Svc Cat Quantity Charge Det Items
and service 10 SETUP Tech LABOR 0.5 WARRANTY no no
Category to |00k 20 REPAIR Tech LABOR 1.0 WARRANTY no no
.. 30 CLEANUP  Tech LABOR 0.5 WARRANTY no no
for limits on
service type
W-1.
The system
uses quantity
and price to
determine if the
amount is over
or under limit. ‘ |
[Fi=Help F2=Go ESC=End “Newmt/Prev~ CulX/C/V=Cut-Copy-Paste v

For non-fixed price service, the system finds a default charge code using
the following steps:

1 The system searches for applicable limits on the line item’s service
type. It first searches for limits based on the work code/service
category, then based on the invoice sort for the service category, and
then based on the total limit record.

- |If the service type is a warranty, the system examines the
coverage record of the warranty type and uses the associated
charge codes. If the warranty covers any amount, the system uses
the under-limit charge code, which normally has Warranty set to
Yes. If the warranty covers no amount, the system uses the over-
limit charge code, which must have Billable set to Yes.

- If acontract coversthe call item, the system searches for
coverage records at the contract line level, then at the header
level, and finally at the contract type level. If a coverage record
exists and has a charge code and over-limit charge code, the
system uses these. The under-limit charge code normally has
Contract set to Yes in Charge Code Maintenance. For the over-
limit charge code, Billable must be Yes.

IQAD
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- If you entered a service type for the line or used the default from
the Call Management Control File, the system uses the charge
code and over-limit charge code associated with its coverage
records. For service types that provide coverage separate from a
contract or warranty, you normally have an under-limit charge
code with Covered set to Yes. For the over-limit charge code,
Billable must be Yes.

2 If the system does not find coverage records or charge codes are not
associated with them, it searches for adefault charge code set up with
Default Charge Code Maintenance (11.21.21.13), using the service
type of the call line; the work code and service category of the usage
detail; and end-user type of the call.

- If the service typeisawarranty and it provides coverage, the
default warranty charge code is displayed.

- If the service type is a contract and the line item’s price is within
contract limits, the default contract charge code is displayed.

- If coverage exists on the default call service type or aservicetype
that you entered, the default covered charge code is displayed.

- If the warranty, contract, or service type provides no coverage, or
the item has exceeded limits, the system displays the default
billable charge code.

Calculating a Charge Code for Items

The system follows the same steps to calculate a default charge code for
item usage that it does for labor and expenses. It uses the work code and
service category to search for applicable limits on the call line’s service

type.
However, for items, the service category is less important.

M QAD
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: Call Activity Recording M= S Fig. 13.7
UserMenu Edit Oueue Opfions Help Calculating Item
A= EE] b2 Usage Charge Code

Call ID: Ca119 Bill-To: 1001000 End User: 1001005

Item Selection
Line Senal Item WK Code Svc Type Report

You can specify

work code for 2 48399021/A2 10-10000 Tech W-1 465676

Item Usage

an item but Op Item Number Work Code Oty Used  GQly Ret Charge Det MO
cannot update —
. 10 44-4000 Tech 1.0 0.0 WARRANTY no
service 10 443000 [Tech [ 10 [ o0 [warRanTy B
category. |

The item service category defaults from Service Item Maintenance or
from the Item Service Category in the Call Management Control File and
cannot be changed. The system usesit to determine a default charge code
and then displaysit for review.

Recalculating Charge Codes

Because the system applies limits to aline of detail based on the work
code and service category, it recal culates the charge code whenever you
change these fields.

Example You record alabor operation for acall with awork code of
PM, service category of Labor2, and quantity of 1. Based on these values,
the system defaults a contract charge code of PM_CON.

After saving thisline, you realize this operation is not part of the standard
PM procedure, but isan additional repair that the technician made. So you
return to the line and change the PM work code to REPAIR.

The system now searches for limits again, using the REPAIR/Labor2
combination rather than the PM/Labor2 combination. This can resultin a
different default charge code, like REP_CON. Or perhaps the contract
does not cover the repair work, so the charge code changes from contract
to billable.

Important 1f you change the default charge code, then change the work
code or service category, the system overrides your charge code when it
recalcul ates the limits and coverage.

If you change the quantity on aline of detail, the system does not change
the charge code unless an additional quantity exceeds coverage limits. In
this case, the system uses the over-limit charge code.

IQAD
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Changing Charge Codes

The system suggests five of the seven types of charge codes as defaultsin
CAR: contract, warranty, billable, covered, and fixed billable. You can
enter giveaway and project mandatory charge codes as manual overrides.

Within the limitations described in this section, you can change any
default charge code. When you change the charge code, the system may
also change the service type used. The system then applies the limits of
the new service type and calculates a new covered amount.

The system applies these rules for changing charge codes:

« You cannot mix fixed and non-fixed pricing in aline. You can change
afixed charge code only to another fixed charge code and any non-
fixed charge codes to another non-fixed charge code.

 You can change any charge code other than fixed to a giveaway
charge code, which covers 100% of the price. The usage record
consumes no limits, regardless of the service type’s coverage levels.

« You can change any charge code other than fixed to a project
mandatory charge code if you previously specified a project for the
cal item.

« You can change covered, contract, or warranty charge codesto a
billable charge code. The system ignores coverage levels on the
service type and enters a default of zero for the covered amount.

« You can change contract, warranty, or billable charge codesto a
covered charge code. The system changes the service type to the
Default Call Service Typein the Cal Management Control File, and
appliesits levels of coverage.

The system also applies rules for the following special conditions:

 Both warranty and contract coverage exist for an item. When dual
coverage exists for an item on acall, you must choose one source of
coverage to use, but both sources are stored with the record. You can
then switch between them on each usage detail.

If you chose warranty for the call item, you can change to contract for
a specific usage detail. The system then uses the contract service type
for that detail record and appliesits limits and levels of coverage. If

you chose contract for the call item, you can change to warranty for a
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usage detail and the system applies the warranty’s coverage levels to
the detail record.

 Avalid contract and an expired or unapplied warranty exist. You can
change a contract charge code to warranty even if the warranty is
expired or was never associated with the item in the installed base
record. This enables you to extend the warranty coverage, a
requirement in some service contexts.

For example, if an item has been fixed twice under warranty and fails
again for the same reason a week after the warranty expires, you can
offer service at the normal warranty coverage as a goodwill gesture.
The system applies the level of coverage from the warranty type.

 No contract exists and you specify a contract charge code. If theitem
has no associated contract and you specify a contract charge code, a
warning displays. The system changes the service type to the Call
Default Service Type and appliesits level of coverage to the detail
record.

« No warranty exists and you specify a warranty charge code. If the
item has no associated warranty code and you specify awarranty
charge code, awarning displays. The system changes the service type
to the Call Default Service Type and appliesitslevel of coverage to
the detail usage record.

The flexibility in changing charge codes lets you make adjustmentsin a
dynamic service environment. However, you should consider the defaults
as the normal way to use the system. Modify charge codes only after
carefully considering the appropriateness and consequences of the
change.

Charge Codes and Product Lines

Charge codes play an important role in accounting through association
with product lines in Charge Product Line Maintenance. Connecting
particular charge codes to product lines lets you segregate the cost of
warranty service, for example, from the cost of contract service.

Managing costs with distinct accounts simplifies reporting and provides
information on the profitability of your service activities. When you use
charge codes this way, you can direct the cost of each labor, expense, or
item usage record to a different product line.

IQAD
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» See “Detailed
Accounting
in CIR” on
page 501 for
information on
accounts affected
in CAR.

» See “Search
Order for Product
Line” on
page 111 for
details on the
search algorithm.

Tip

Warranty types
have no limit
amounts.
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To simplify accounting, you can associate only one product line with the

item being repaired. The system uses that product line’s WIP account for
reports you generate for the call item. The system determines the product
line by the setting of Use Item Prod Line in the Service Management
Control File.

To find the charge product line for aline of usage detail, the system uses

the detail line’s charge code, work code, service category, and service
type. The product line and service group come from the call item. If no
charge product line exists, the system uses the product line of the call item
or the service type, depending on the setting of Use Item Product Line in
the Service Management Control File.

The product line for each usage record displays if Detail is Yes. You
cannot modify the product line directly. The only way to change it is to
change the usage record’s charge code.

Consumption of Limits in CAR

When coverage comes from a warranty or service type, the system
considers the level of coverage on the type, not any limit amounts. The
system considers limit amounts only for contracts.

When limits come from a contract line or contract header, the amounts
recorded for the limits accumulate. As activity occurs, the system
monitors the amounts you charge and compares them with the contract’s
limits. When you exceed the limits, the system changes the default charge
code from an under-limit to an over-limit code.

Example You have a contract coverage limit for labor of 100% up to
$100. On the first line of labor usage, you record $85. The system
supplies the under-limit charge code by default, and suggests a covered
amount of $85. On the second line, you record another $25. The system
again suggests the under-limit charge code because there is some
coverage, and asks if you want to cover the over-limit amount. If you
respond No to this prompt, the covered amount defaults to $15 and the
billable amount to $10.

Limit amounts are actually consumed when the call invoice is posted.
However, the system also tracks limit amounts used. If you take another
call for this item before posting the invoice for the previous one, the
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system considers any labor usage over the limit, since it looks at both the
used and consumed amounts.

Use the Limits Consumption Inquiry (11.5.13.21.4) and Limits » See page 239 for
Consumption Report (11.5.13.21.5) to review amounts consumed and ?ggg'r'tsso“ these
used for aparticular contract. In this context, consumed meanstheinvoice '

for the activity has been posted. Used means the activity has been

recorded, but not yet posted.

Line and Header Limits

If you define limits at the contract line level, the system monitors each
line against its own limits. When you define limits at the header level, the
system cal culates consumption based on all contract lines.

Example You have acoverage limit for labor at 100% up to $100. When
thislimit is at the contract line level, each line gets $100 of labor
coverage. When defined at the header, if thefirst line uses $100 of |abor,
no coverage is available for other line items. The charge codein CAR
defaults to the over-limit code.

Inventory Processing in CAR

The information you record in CAR initiates inventory transactions for
items you have consumed or exchanged. The system uses site and
location information to manage inventory issues.

Determining Site and Location Defaults

Site and location defaults support a variety of ways engineers work and
obtain repair parts. The system searches for asite and location as follows.

1 The system searches for asite and location for the assigned engineer
in Engineer Maintenance. If you leave the engineer site blank and
specify alocation, the default is the area site but the engineer
location.

2  If theengineer does not have asite or location, the defaults are the site
and location for the engineer’s area.

IQAD
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3 If areasite and location are blank, the system uses the default spares
site and location defined in Default Site Maintenance.

4 If adefault spares site and location are not defined, the defaults are
the item’s site and location in the item master.

5 If the item’s site and location are blank, the default is the site
associated with the end user’s customer in Customer Maintenance.

If the engineer works at a repair center, designate it as his default site. The
system issues items to the call from the repair center site. An engineer in
this type of environment typically would not use material orders to obtain
inventory.

MOs are typically used when an engineer works remotely—for example,
out of a repair truck or in a local office that obtains repair parts from a
regional center. The MO transfers inventory to the engineer’'s home site
and location. In this type of environment, an inventory transaction is
needed to move inventory from its current site to the engineer’s site,
where you can issue and consume it on the call.

If inventory does not exist in the default sites and locations in CAR, you
must specify them manually or errors occur during transaction
processing.

Processing Inventory

Inventory processing in CAR is similar to a backflush operation. You are
entering into the system information about labor that you already
performed and items and expenses that you already consumed. Therefore,
the system assumes you want to issue the inventory when you record it.

When you exit the usage frames, you can view a confirmation frame,
illustrated in Figure 13.8, listing the items to be issued and returned.

Review the summary information to ensure that the items, sites, and
locations are correct.
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 Call Activity Recording I [= Fig. 13.8
UserMenu Edt Queue Oplions Help Inventory
AR EE 2 Confirmation

Call ID: [VStE Bill-To: 1001000  End User: 1001005 Frame
Line Item Number Lot/Senal Quantity Site Location

1 441000 1 R 10000 Kwu

1 443000 1 R 10000 Kwu

1 444000 1 R 10000 Kwu

2 44-1000 1 R 10000 Kwu

2 44-1000 1 To 10000 RETURN

2 443000 Question =] 1 R 10000 Kwu

2 444000 1 R 10000 Kwu

@ Is all infomalion correct?
Nao | Cancel

To make a change, respond No to the prompt. The Item Selection frame
displays so that you can proceed through the detailed usage frames and
adjust the data.

If you respond Yes at the confirmation frame, the next frame prompts you
for an output device. Inventory processing generates areport to the output
device you specify. This report includes information about items you
issued and returned, labor/expense transactions, updates to the installed
base, and inventory errors or warnings generated during processing.

Figure 13.9 shows a sample report.

Fig. 13.9
fscarm.p 1.1.1.13 Call Activity Recording Date: 06/17/96 CAR Processing
Page: 1 Qual ity Products Corp Time: 11:01:05 Report

Call Line Parent Item Parent Serial |SB Ref Report

CA115 2 10- 10000 1043888/ A2 0 49

Type Item Op Ser/Work Code Ref Quantity

Itens 44-1000 1.0 Processing
Itens 44-3000 1.0 Processing
Itens 44- 4000 2.0 Processing
Itens 44- 4000 -2.0 Processing
Labor 10 Tech LABOR 0.5 Processing
Labor 20 Tech LABOR 1.0 Processing
Labor 30 Tech LABOR 0.5 Processing
Expenses 40 Tech M | eage 25.0 Processing

The report first indicates the cal line being processed, then details the
items, labor, and expenses for the line. Errors print below the record they
refer to.

IQAD
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Inventory in CAR uses the same rules that govern inventory throughout
the system. The location status determines the overissue policy. If the
system encounters errors while issuing inventory, it sets the report status
to hold. To complete the call line, you must correct the errors, set the
report status to invoiceable, and reprocess the inventory transactionsin
CAR.

Allocations and Requirements

You can create general alocations in the Item Usage Detail frame of
CAR. Usually, you are recording items you already used and you issuethe
itemsimmediately, so this step is not needed. Use it only if you are not
issuing inventory immediately.

You can designate specific inventory to be issued, by site, location, lot/
serial number, and reference. The system usestheinformation only for the
inventory issue. CAR aways performs general allocations. It does not
detail allocate even if you enter inventory detail in the multi-items frame.

The system creates MRP requirementsin CAR to reflect the quantity of
items you specify. These requirements are deleted as soon asthe

inventory is issued. The required date for MRP is the call's next status
date.

Issuing Inventory from Multiple Sites

» See“Determining  When you create a call linein Call Maintenance, Call Quote

Site and Location M aintenance, or Call Activity Recording, the system displays a default

page 415 for lineitem site. When you open the first report for the line, you can change
details on the the site.

logic used to

ﬁgﬁﬁr;’?t'g‘;ﬁ line The default site determines other line item defaults, such asthe BOM and

routing if it was defined with Service Item by Site Maintenance. You can
al so change these defaults when you create the first report.

Important After you record activity, you cannot change the line item
site. If you create new reports for the line item, they share the same site,
BOM, and routing.

Even though you can associate only one site with a call line, you can still
use inventory from multiple sites during a repair. When entering item
usage detail, you can specify adifferent site for each item. During

M QAD



CALL ACTIVITY RECORDING 419

processing, CAR transfers the items to the line item'’s site, then issues the
items from that site.

This approach affects GL transactions. Costs are typically set up for each
site using Item-Site Cost Maintenance (1.4.18). When CAR transfers
items to the call site, appropriate GL transactions are created for any
variance in costs between the two sites.

Using Multiple Reports

Service organizations often use prenumbered paper reports for engineers
to record the items, labor, and expenses associated with servicing an item.
Engineers can turn in these forms as they complete each job. For lengthy
jobs, they may turn in the reports daily or weekly.

Call Activity Recording provides a similar report structure. You can
record all activity for a line item on one CAR report, or create multiple
reports for one line item. You can use the provided report IDs or enter IDs
from your prenumbered report forms.

You can generate more than one invoice for activity that you record for a
call or a call line item. This is important, for example, if the call activity
covers several weeks and you bill more frequently. Record expenses at the
end of each day or week by creating multiple reports for a single line

item.

You can modify a report before you post it. After you post it, you can
review the report, but you cannot update it.

Report Statuses
To indicate its position in the recording life cycle, each report you open
for a line item has one of the following statuses:

» Quote (Q). A report opened in Call Quote Maintenance to record the
activity needed for aline item has a status of Q.

« Invoiceable (1). The default status of a new report you open in Call
Activity Recording is |, indicating that the report is ready for
invoicing.

IQAD
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Tip

Use the status to
exclude areport
frominvoicing.

Tip

Cancel statusis
defined in the Call
Management
Control File.
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« Hold (H). You can mark reports hold to delay invoicing them. The
system setsreportsto Hold if an error occurs during transaction
processing.

« Closed (C). When you post an invoice, the system sets the report
statusto C. You can aso use this status to close a report with no
detail. Once you close areport, you cannot reopen it. Only fault codes
and comments can be updated.

In CAR, the report status indicates whether to include or exclude it from
invoicing. The default report status isinvoiceable. Report status offers
you another level of control for call invoicing.

Example You enter areport in CAR but have not yet invoiced it. The
engineer submits a second report that needs to be billed separately. Enter
the second report and set its status to Hold. When you generate the call
invoice, the system includes only the report with a status of invoiceable.

Multiple Reports and Generated BOMs

When you use aBOM and routing to generate item and labor usage
records for an item, the system attaches al usage to the first report. If you
open a second report to compl ete the service, the system does not move
the remaining items and labor to the new report. Remove the unfinished
steps from the first report and add them to the second one.

Correcting Errors

Usethe call Statusfield to cancel acall if you have not opened any
reports. If reports exist, the call cannot be canceled. You can also cancel
or close individual lines on the call and continue processing the other
lines.

You cannot delete a call report opened by mistake. However, you can
change its status to Closed if you have not recorded detail for the line. If
you have recorded detail, delete each line of detail, then close the report.

If you have issued inventory or processed |abor/expense transactions, you
cannot delete the detail. 1ssue a credit memo or adjust the price to zero to
prevent billing for the issued amounts.
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Call and Call Line Statuses in CAR

Call statusesreflect the position of acal initslife cycle. In Call Activity
Recording, you can assign a call status to individual lines on the call, so
you have better control over calls with multiple line items.

Example Youtakeacall for four items. One repair proves unnecessary,
so you cancel the line without affecting the call status. You finish two
repairs and can close those lines to prevent more processing. Thelast line
you leave open while waiting for a part.

You can invoice only complete or closed call lines. Because recording
activity isapreparation for invoicing, CAR dways attemptsto set the call
and line status to complete or closed. These statuses are defined in the
Complete Status and Closed Status in the Call Management Control File.

Complete or Closed?

A complete call or lineisready for invoicing. However, you can modify
related data, order service items with an MO, and record new activity by
updating areport or opening a new one. Use the complete status to
invoice progressively during alengthy service activity.

For closed calls or lines, you can create invoices, but you cannot order
service items or record new activity. You also cannot add more linesto a
closed call. To record activity for aclosed call or line, you must reopen it
by changing its status. When you have completdy invoiced a closed call,
closing al reports, you can move it to history and archive and delete it.

Use Close on Recording in the Call Management Control File to indicate
whether to set the call or line status to closed or complete. If Close on
Recording is Yes, CAR sets the call status to closed if all conditions are
met. If it cannot set the status to closed, it tries to set the status to
complete. If Close on Recording is No, CAR attempts to set the status to
complete.

» See “Call Status
Changes” on
page 369.

Tip
Call Status can be
password protected.

IQAD
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Call Line Status

If the system can issue all inventory for alinein CAR and encounters no

other errors, it sets the line's status to either complete or closed,
depending on the value of Close on Recording. If the system detects
errors, the line remains open and CAR displays a message indicating that
it could not complete or close one or more lines.

CAR sets a line to complete when it meets two requirements.

At least one report with item, labor, or expense detail has an
invoiceable status.

« All inventory for the invoiceable reports was issued completely.

Set Invoice From Recording in the Call Management Control Fileto Yes
if you want to create invoicesin CAR.

To record more activity for an item before you generate the invoice,
prevent invoicing by:

 Changing the line item status to a status other than complete or
closed.

« Answering No to the Generate Invoice prompt in the Call Status
frame, if it displays.

 Changing the report status to hold so the item has no invoiceable

reports.
Call Status
» See“Call Status  CAR'’s final processing step is to determine the call’s status, based on
ggg‘g%‘ésg on Close on Recording in the Call Management Control File.

CAR sets the call status to closed only if:
« All lines are complete, closed, or canceled.

« All reports are invoiceable or closed and al transactions for the
reports completed successfully. Invoiceable reports must have fully
processed detail. If areport exists with no detail, set its statusto
closed.

» All items ordered on amaterial order for the call are used or returned.

CAR setsthe call statusto completeif at least one closed or complete line
has an invoiceable report. Open MOs and reports on hold can exist.

M QAD
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If Close on Recording is Yes and conditions prevent CAR from changing
the call statusto closed, CAR attempts to set the status to complete. If
conditions prevent this, CAR does not change the status. In this case, you
cannot manually change the status to complete or closed. An error
displays, explaining that incomplete lines or an open MO exists.

If you do not want to invoice the call or close it, change the closed or Tip
complete status manually. If you specify the hold status, defined in the grﬁgdaﬁr’;’grndth .
Call Management Control File, an invoice cannot be generated in CAR. Call Status field to

An error displaysif you specify Yes to the Generate Invoice prompt for a gﬁg}}rogatus
call with the hold status. J

However, in Call Invoice Recording, acall status of hold produces only a
warning. Thisletsyou invoice for service that has already been provided,
but prevents you from recording more activity for the call.

Status Errors

The only changes CAR ever makesto thelineor call statusisto change it
to closed or complete. It does not reverse this status change automatically.
Asaresult, incompatible line and call statuses can sometimes occur.

Example You record activity for acall with one line and issue inventory
without errors. CAR setsthe line and call status to complete. Now you
record two more items in the Item Usage frame, but this time when you
issue inventory, errors occur. If you simply try to press Go through the
Call Status frame, an error displays. Complete is no longer avalid status
for the call, because it does not have any invoiceable reports. You must
manually enter an appropriate status.

Deleting Call Lines

You can delete acall lineif it has no associated reports. You cannot delete
lines for which you have recorded activity.

If you have not issued inventory for the line, delete the detail on the open
report, then close the report and the line.

IQAD
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Fig. 13.10
Invoice From
Recording Set
to Yes

M QAD

Generating an Invoice

Some businesses choose to have managers handle invoicing, not the

engineers or clerks entering datainto CAR. Other organizations prefer to

complete call recording and invoicing in one process. Call Activity
Recording can generate an invoice or simply track costs.

Invoice From Recording in the Call Management Control File determines
where you create and update invoices. If Invoice From Recording is No,

you processinvoicingin Call Invoice Recording (11.1.1.15). Use standard

system security to restrict access to these functions.

If Invoice From Recording is Yes, a Generate Invoice prompt displaysin
the Call Status frame of Call Activity Recording asin Figure 13.10. You
can specify an invoice number for the printed invoice. If you leave

Invoice Number blank, the system supplies the next number based on the

value in the Sales Order Control File.

Generates an
invoice from
Call Activity

Recording

Optionally
specify an
invoice
number

1 Call Activity Recording

UserMenu Edit Queue

Call ID: Ca119

Oplions  Help

Bill-To: 1001000 End User: 1001005

=

A& SEEEp)
|

— Gall Status

Status: [COMPLETE

Invoice Number:

Complete Date:

yes

—

Close Date:
\ Next Status Date:
General te Invoice: e

L

09 /08799

09/08/99

Time: [16:41
Time: B
Time: |15: 04

If you indicate Yes to the Generate Invoice prompt, the system creates a

pending invoice for lines with acomplete or closed status. If the status for

the call is complete or closed, the system invoices al lines.

In CAR, you can generate an invoice for a call with any status except

hold. You can generate an invoice for acall on hold in CIR, but awarning

displays.

If apending invoicefor acall exists, the Generate Invoice prompt appears

only if you make changesin CAR that affect the invoice. These changes

include:

 Adding labor, expense, or item usage records
« Editing comments
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 Changing invoice-related fields like PO number, credit terms,
language, channel, taxes, or fixed rate

Correcting an Invoice

You can correct an invoice that you have not posted. Maodify pricing and
covered amount in Call Invoice Recording when you review the invoice.
Change inventory amounts or add labor in CAR.

To make changes to a closed call, change the call’'s status in Call Activity
Recording. If the line you want to change is closed, reopen it. Then you
can modify or add a report. The system regenerates invoice amounts only
for changed call lines.

After you post the invoice, the status of all reports included on the invoice
is closed. You can view, but not modify, these reports.

Modifying Lines in CAR with Generated Invoices

After you generate an invoice for a call line, you can add or modify
reports in Call Activity Recording. The system regenerates the invoice for
changed call lines, either when you exit CAR or when you access the call
in CIR.

A warning displaysin CAR when you accessacall linewith aninvoice. If PSee
you ignore the warning and make changes, the existing invoice is no gfgrgr']'aag?%n
longer valid. The system resets the Ready to Invoice field in Call Invoice on page 477.
Recording to Yes and the Invoiced field to No. The invoice post routine

ignores the invoice until you regenerate and print a new invoice to reflect

the changes you made.

Invoicing by Report
If you use multiple reportsto record service activity and want to invoice
the reports separately, you have two choices:

» Post theinvoicefor thefirst report before creating another. Thisclears
al quantities for the call line.

 Givethe second report a status of hold so the system does not include
it when you generate the pending invoice.

IQAD
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Tip

Use Project Code
Maintenance
(25.3.11) to define
project codes.

M QAD

If you do not use one of these approaches, the system accumulates the
charges on the two reports into one invoice amount.

Posting an Invoice

When you post an invoice, the status of all its reportsis closed. You can
view these reports, but you can change only the comments and fault
codes. After posting, the system clears all amounts and the Call Invoice
Recording summary frame displays zero amounts to be invoiced.

When viewing closed reports, enter the level of detail you want to review
in the CAR header. You cannot change the Detail field at the line level.

Project Codes in CAR

Project code is one component of an account number defined in GL setup
functions. You can use projects to track expenses and revenue for distinct
activities. Other components of an account number are account, sub-
account, and cost center.

If Verify GL Accountsis Yesin the System/Account Control File (36.1),
each account component must be valid on its own and in combination
with other account number components.

Most orders generate either cost or revenue GL transactions. In work
orders, project codes group costs. In sales orders, they group revenue.
Call Activity Recording is unique because it tracks both labor, expense,
and item costs and invoiceable amounts that generate service revenue.

Asaresult, up to three projects can be specified in Call Activity
Recording, illustrated in Figure 13.11.
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i Call Activity Recording |- (O] %]
UserMenu Edit Queue Oplions Help
% |62
Call ID: CA118 Bill-To: 1001000 End User: 1001005
Item Selection
Line Senal Item WK Code Swc Type Report
2 48399021/A3 10-10000 Tech W-1 465676
— Item Detail
Engineer: |[K\WU Fixed Price: no Quantity: 1
Site: 10000 Fized Price: 0.00 Ref: 0
Location: [kwU Coverage: [no
Status: ll_ Invoiceable Taxable: no
Sales Project BOM Code: REP10-10000 Comments: [no
Routing: REP10-10000 | Fault Codes: |no
Sales Disc. Project Sales Acct: 3000 100 0100 RevProj
) Disc Acct: 3300 s100 0100 RevProj
Report Project — Project: [CostProj | Update ISB: [yes

» The sales project is associated with the Sales account for tracking call
revenue. This project is validated with the other Sales account
components that display on the screen.

» The sales discount project is associated with the Sales Discount
account. This project istypically the same as the Sales account
project. This project is validated with the other Sales Discount
account components that display on the screen.

» The report project is associated with call line reports for tracking call
costs. This project is not validated with other account components,
since the Cost of Goods Sold accounts are not determined until later.
However, it isvalidated during GL transaction post.

Project Code Handling

How projects are used and which project fields can be updated depends
on the setting of Project Code Handling in the Call Management Control
File. Thisfield hastwo values: Single Project per Line (S) and Project per
Labor/Expense (P).

Single Project per Line (S)

When this option is active, one sales project and one sales discount
project can be associated with each call line. The system sets the report
project to the value entered for the sales project and it cannot be changed.
The same project is used for both revenue and costs created by labor/
expense transactions and material issues and receipts for thisline.

Fig. 13.11
Projectsin Call
Activity Recording

IQAD
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Tip

Items always use
the project on the
call report header.

Tip

Associate a default
project with an
employeein
Employee
Maintenance
(2.7.2).
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Once you have specified aproject, it cannot be changed. The sales project
defaults to each report and each labor, expense, and item detail record.

When an invoiceis created for the call line, either in CAR (if Invoice
from Recording is Yes) or CIR, the sales and sal es discount projects from
CAR default to the call invoice. These values can be modified in CIR, if
needed.

Project per Labor/Expense (P)

When this option is active, each labor and expense transaction created for
acall line can have a different project associated with it.

» The sales and sales discount project default from the contract line
providing coverage and can be modified.

» Thereport project aso defaults from the contract-line sales project
and can be modified.

If acontract does not provide coverage or aproject is not specified on the
contract line, al call-line projects default to blank. Each time a new report
is opened for acall line, the same defaulting logic is used.

The report project setsthe default for each labor record. For expenses, the
project defaults first from the employee (engineer), if one has been
defined; otherwise, the report project is used. Thisis similar to the way
work orders handle project codes. You can modify the report project even
after other reports exist, and the new project defaults to new labor and
expense transactions.

You can also modify the project on each labor and expense detail. The
project associated with item consumption, however, defaults from the
report project and cannot be changed.

The report project is used for costs only. When an invoice is generated,
the sales and sales discount projects default to the invoice just as when
Project Code Handling is set to S. The revenue projects (sales and sales
discount) set the default for each line on the call invoice. The only
difference in how revenue projects are handled when Project Code
Handling is P is that the fields can be modified even after reports exist.
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Returns and Exchanges in CAR

You can handle simple returns in the Service/Support module through » See Chapter 21,
RMAs. Use RMAs when you do not need to record an engineer’s time ;\Ffﬁﬁgr?z';’{?gﬁgﬂl
and material. The customer returns an item, and you ship them a on page 635.
replacement. Or, you repair the item with a repair work order or by

creating an RTS (Return to Supplier), and then return it to the customer.
CAR also provides support for returns and exchanges in the context of
recording service activity, such as:

 Unused items ordered on an MO

» Exchangesfor credit

« Swaps

« Other returns
You can combine some of these returns. For example, you can swap an » See “Return
item and return the old one for credit. You manage return processing with g’gg%f”
return statuses. '
MO Returns
You must account for all items that an engineer ordersfor acall before
closing the call. You can return items directly in CAR if you do not need
them. The system executes the return as an inventory transfer, since MO
items remain in inventory and do not involve billing.
If the engineer will return MO items later, mark the itemsin CAR asa » See “MO
pending return. No inventory transactions take place until you complete F'?aeé‘érgggon

the pending return in MO Direct/Pending Returns (11.11.8). You cannot
close the call until the return is complete.

Exchanges

Engineers frequently replace a faulty or worn part with a new one.
Sometimes, you discard the old part. In other cases, the used part has
value and the customer receives credit. You can return the used part in
CAR aspart of an exchange by using areturn status with Exchange set to
Yes.

IQAD
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» See “Automatic
Pricing” on
page 197 for
details.
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When you use an exchange return status, the system searches for an
exchange price for the returned item on the service price list specified on
the header in CAR. Define exchange prices using the exchange unit of
measure in the Call Management Control File. If an exchange price exists,
it displays by default during return processing. The customer is credited
this amount when you generate the invoice for the call.

Define items that you normally exchange as repairable in Service Item
Maintenance (11.3.7). CAR assumes that when you issue arepairable
item, you return one. The Quantity Returned field defaults to the Quantity
Used in the Item Usage frame.

Swaps

You can swap itemsin Call Activity Recording. A swap occurs when the
call lineitem is the same as the item issued. Swapping itemsis similar to
RMA processing. The customer returns a product, like a defective
television set, and you ship them a new one.

CAR displays awarning when you swap items, because normally you do
not repair an item by issuing the same item. However, you can continue
and complete the transaction. Use an exchange return status to provide
credit for a swapped item, like any other exchanged item.

Miscellaneous Returns

In addition to MO returns, exchanges, and swaps, you can register other
returnsin CAR.

Example While repairing a copier, the engineer picks up two empty
toner cartridges from the customer. He registers these as an exchange for
credit, even though he did not use atoner cartridge on the call.

Ambiguities in Return Processing

If you want to return an item ordered on an MO and the same item exists
in the end user’s installed base, the system may not be able to distinguish
between the two items.
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Example You order two of item 44-110 on an MO. Thisitem does not
have aserial or lot number. In CAR, you use one item 44-110 and indicate
that you want to return one, leaving the installed base reference as 0. If an
item exists in the installed base with reference 0, the system cannot tell
whether you want to return the one from the MO or return the one from
the installed base.

This situation also exists for lot-controlled items if the item on the MO
matches the lot of an item in the installed base with a 0 reference number.

If this situation occurs, the system returns the item from the installed base
first. To return the one on the MO, mark the return as pending. The
system executes pending returns only for items on an MO.

Updating the Installed Base in CAR

In CAR, you can update the installed base by setting Update I SB to Yes
for the call line. This setting lets you:

« Addthecall lineitem to the installed base
« Add items you issue as components of the call lineitem
- Removeitemsthat are returned

[~ Call Aviviy Recording. T i PR
UserMeru Edit Oueue Opfions Help Update ISB Field

inCAR

Call ID: cA119 Bill-Ta: 1001000  End User: 1001005 ‘
Item Selection
Line Senal Item WK Code Swc Type Report
3 4839924/A3 10-10000 Fixed STANDARD 465677
— Item Detail
Engineer: |[K\WU Fixed Price: yes Quantity: 1
Site: [10000 Fixed Price: [150. 00 = Ref: 0
Update ISB Location: [KwU Coverage: [no
Controls hOW Status: 1| Invoiceable Taxable: lnn_ l—
. BOM Code: [REP10-10000 Comments: [no
you add items Routing: [REP10-10000 Fault Codes: [no
to the installed Sales Acct: 3000 100 0100
base in CAR. Disc Acct: 3900 =100 0100 | I
Projest | Update ISB: [yes

IQAD
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Update | SB defaultsto Yes under the following conditions:

» Theitemisin the installed base. Update |SB defaultsto Yes
regardless of other settings.

 Installed Base in Service Item Maintenance is Yes for the item and
Create ISB is Yesfor the end user in End User Address Maintenance.

» Theitemisnot in the item master, but Create |SB is Yes for the end
user in End User Address Maintenance.

If you do not enter an item number, Update | SB defaultsto No. If you
enter the item number of alot/seria controlled item, and do not specify a
lot/serial number, the system sets Update | SB to No and does not |et you
change it. Lot/serial-controlled items must be added to the installed base
only with an appropriate number.

Note If the call itemisin the installed base, but the quantity specified in
CAR does not match the ISB quantity, Update 1SB defaults to No and
cannot be changed.

Call Line Item

If the call lineitem isnot in the installed base and Update ISB is Yes, a
frame appears in CAR for recording installed base information. The
system creates the I1SB record immediately, so you can update the
installed base when you issue inventory items. To add these records as
components of the parent item, the record for the parent item must exist.

If you specify active warranty information for the new ISB item, the
system prompts you whether you want to apply the coverage to the item.

Figure 13.13 illustrates the Installed Base Detail framein Call Activity
Recording.
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: Call Activity Recording [_[O]=] Fig. 13.13
Usertenu  Edit Queus Options Help Addlng |ta-n to ISB
P )2 with Warranty
Call ID: ca119 Bill-To: 1001000  End User: 1001005 Coverage
Ca” Ilne |S Item Selection
Line Serial Item WK Code  Svc Type  Reporl
covered by
default Ca” 2 48399021/A3 10-10000 Tech STANDARD 465676
. — Installed Base Detail
service type. o _
Description: Qy: 1.0
[HOME/INDUST MODEL
Item is added et
to ISB with Install Date: [03/03793 Rev Level: [AB
active | Wananly Code: [W-1 Ownership:
Wananty Expiration: [12/07799 Location:
warranty
COVerage. Parent Item: Parent ISB Ref:
Parent Serial: Comments: |no

In this example, the Default Call Service Type in the Call Management
Control File coversthelineitem. You can add the item to the installed
base with warranty coverage if you specify an installation date that is
within the warranty date range.

Note The Installed Base Detail frame displays only when the call line
item is not in the installed base and Update ISB is Yes. To modify
information for an item in the installed base, use Installed Base Item
Maintenance (11.3.1).

Swaps

You can issue arepair item with the same item number as the call line.
The system treats the transaction like a swap. It removesthe call lineitem
from the installed base and replaces it with the item you issued.

Normally, you cannot delete an installed base item that exists on an open
call, RMA, or service contract. For swaps, you can. The system assumes
that you will repair the item and return it to the customer. If you do not
and the deleted item has a contract, update the contract and add the new
lineitem.

IQAD



434 MFG/PRO eB USER GUIDE — SERVICE/SUPPORT MANAGEMENT

Repair Items Issued

You can create installed base records for items you issue during inventory
transaction processing in CAR. Define theitemswith Installed Base set to
Yesin Service Item Maintenance and set Load Available Structure to Yes
in the Service Management Control File.

If the line item already has a product structure in the installed base, the
system adds the items issued in CAR as top-level components.

Returned ltems

Tip If Update ISB is Yesfor acall item, the system updates the installed base
Ieggrgfgggfofﬁgrs for returned items. For this to work, set Detail to Yes so you can access

value of Load the Returned Items Detail frame and specify the returned item’s serial
Available Structure. number or installed base reference. During the inventory issue, the system

deletes the record for the old ISB reference or serial number.

If you specify a quantity to return and do not set Detail to Yes, the system
displays a warning. To ensure that the installed base is updated correctly,
you should supply the serial number or lot number and ISB reference.

Since lot-controlled items can be added to the installed base with a
quantity greater than one, returning lot-controlled items can reduce the
ISB quantity.

Example One installed base record exists for a quantity of five for a lot-
controlled item. You return two of the five lot controlled items, specifying

the appropriate reference numbers. The ISB record now shows three of
these items at the end-user site.

M QAD
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Call Activity Recording

This section givesfield reference information for Call Activity Recording
(11.1.1.13). Executing CAR follows a number of steps. Figure 13.14
illustrates the basic flow of information in CAR.

Fig. 13.14
l Call Activity
Recording
Review and update call Record item retums (11.1.1.13)
header information. :
Issue inventory and create
Select a call line. labor and expense
transactions.
Fecorq lstoim; SXRENses; i Determine status of call line.
ravel information.
Determine status of entire call
Record item usage. and optionally generate
invoice.
Table 13.1 lists Call Activity Recording frames. Some frames display
only when you set certain fields.
Table 13.1
Frame Reg Purpose CAR Frames
Header Y  Select call and display-related information.
Exchange Rate N If currency is non-base, review and update exchange
rate.
Taxes N If TaxesisYes, review header tax defaults.
Comments N If Commentsis Yes, view or update call header
comments.
Item Selection Y  Selectcdl line.
Item Detail Y  Display and update call line detail.
Taxes N  If Taxesis Yesfor thisline, review linetax defaults.
Installed Base Detail N If Update ISB is Yes and the call lineitemis not in the

I1SB, specify ISB parameters and add it to the installed
base.

435
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Frame Req Purpose

WIP Product Line Y  Whenyou accessalinefor the first time, specify the
product line for recording work in process.

CoverageInformation N If Coverageis Yes, view applicable limits.

Comments N  If CommentsisYes, view or update call lineitem
comments.

Fault Codes N  If Fault Codesis Yes, enter or review codesfor thisline
item.

Material Order N  If itemsordered on an MO exist for the current call

Selection line, select and load them as item usage.

Labor/Expenses Y  Record operations, labor hours, and expenses for this
activity.

Labor/Expenses N  If DetisYes, view and update detailed information

Detail about this operation.

Comments N  If Commentsis Yes, view or update operation
comments.

Item Usage Y  Record items consumed or exchanged during service
activity.

Item Usage Detail N  If Detis Yes, view and update item details.

Multi N If Multi is Yes, change allocation details for each item.

Comments N  If Commentsis Yes, view or update item usage
comments.

Returned Items Detail N If Qty Ret is not zero, specify datarequired for returns
and exchanges.

Multi N If Multi is Yes, change return details for each item.

Fault Codes N  If Fault Codesis Yes, enter codes for returned items.

Issue Confirmation Y Displaysall itemsabout to beissued or returned for
your confirmation.

Output Device Y  Specify output device for report.

Call Line Status Y  Specify call line status.

Item Dates N  If Datesis Yes, specify dates related to service activity.

Call Status Y  Specify call status and optionally generate invoice.
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Call Activity Recording Header

The Call Activity Recording header frames display when you select
option 11.1.1.13 from the main MFG/PRO eB menu.

" Calcty Rerording ———————————  mm | Fig. 13.15
UserMenu Edt Queue Options Help Cal | ACtIVIty
Bl %| || Recording
Call ID: CA119 Bill- To: 1001000 End User: 1001005 ‘ (111113)
— Bill-To End User
Reliable Central Purchasing Great Morthern Reliable
Abtention: Accounts Payable Building 14
300000020 Century Blvd 310 Shoreline Ave
Los Angeles CA 89000 Seatle WA 98431
United States of America United States of America
Status: Mew Channel: | Cum: |USD Language: IF
Priority: 2o Assigned: KwU Tazable: [no 09708799
Conbract: Work Code: Tech Terms: |2/10-30
Price List: [FIR %:|  Queue [CUSTOMER Site: [10000
PO: |PO125766 Expire:
Caller: George Green Reference:
Phone: 206-432-1181 Comments: [no Detail: [no
Description: General Service call taken in Call Maintenance

Call ID. Enter avalid call ID. If the call has a status of complete, a
warning displays. If the call has a status of closed or hold, the activity
recording frames do not display. The Cal Line Status frame displays
immediately so you can modify the status of aline you want to
change. The Call Status frame displays next so you can modify the
call status.

Bill-To. Defaults from the bill-to address for the end user’s customerrip

You can modify the default unless a pending invoice exists for the %ﬂgﬁfgg

call. If the end user on the call is associated with the temporary  Customer'in the
customer and Call Activity with Temp is No, you cannot record 82&':{')%’%371%
activity for the call until you associate the end user with a valid

customer.
End User. An output-only field from the call.

Status. The call status and description display. You cannot modify the
status here, but you can modify it when you complete CAR
processing.

Priority. Output-only field from the priority assigned to the call.
Contract. Output-only field from the call.

Price List. Defaults from the call price list associated with the service
type on the call. If you change it, specify a type R (repair) price list

IQAD
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Tip

To standardize
entries, set up codes
forfieldso_channel
in Generalized
Codes
Maintenance.

Tip

Currency isafactor
inthe pricelist
search, soif you
record activity in
multiplecurrencies,
set up pricesfor
each.
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defined in Service Pricing Maintenance. If you change the price list
after recording activity, the system does not recal cul ate existing
records. It usesthe new pricelist only for new activity on the call.

PO (Purchase Order). Purchase order number for the service activity.
The purchase order defaults from the call if you recorded a purchase
order there. You must enter avalue if PO Required is Yesfor the end
user in End User Address Maintenance. PO Required in End User
Address Maintenance defaults from PO Required in Customer
Maintenance.

Caller. Output-only field from the call.
Phone. Output-only field from the call.

Description. Output-only field from the call, briefly describing the
problem.

Channel. An optional code identifying the distribution channel
originating this call. Use Channel to determine GL Sales account and
Cost of Goods Sold accounts affected by inventory transactionsin
CAR and CIR. Set up optional sales accounts with Sales Account
Maintenance (1.2.17) based on product line, site, customer type, and
channel.

Assigned. Output-only field from the call. In CAR, you cannot
change the engineer assigned to the call, but you can assign a
different engineer to each call line and detail line.

Work Code. Output-only field from the call.

Queue. Defaults from the call and indicates the queue to which you
assigned this call. Set up queues with Call Queue Maintenance
(11.1.21.7). You can modify the queue here or by using escalations.

Currency. Thisfield is output only if the system previously set the
currency on the call. This occurs when a contract provides coverage
for acall item. The contract currency determines the call currency.

If the currency is not aready set, it defaults from the currency for the
bill-to address. You can change it only before you move to the next
frame. Monetary amounts (costs, prices, limits) display in the call
currency. If you use a currency other than the base currency, an
exchange rate pop-up displays.
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Language. Defaults from the end user’s language.You can print
comments on an invoice in the receiver’s language.

Taxable. Enter Yesif activity for this call is subject to tax; otherwise, » See Chapter 7,

enter No. The tax status defaults from the end-user tax data. “Taxes in SSM,”
on page 219 for

Under Global Tax Management (GTM), taxes are based on the more details
. . about taxes.

transaction tax environment, tax usage, and tax class. The tax

environment represents the set of tax typesthat applies to the item

issue site and end-user site and tax class.

Tax Class. Enter atax class previoudly defined in Tax Class
Maintenance (2.13.1.5). Tax class defaults from the end user. Tax
classes group addresses taxed at specific rates or that are tax-exempt.
GTM tax classes help determine the default tax environment (set of
tax types) for the transaction.

The header tax classis not actually used in any tax calculation. For
service detail, tax class for items defaults from Item Master
Maintenance and tax class for labor and expenses from Service
Category Maintenance.

Effective. Defaults from the system date. The system uses the
effective date to determine the tax rate to use. The header value
provides the default effective date for each line.

Terms. Defaults from the bill-to address.

Site. For callsyou create in Call Maintenance, the site defaults from
the site specified for the first line item in the Item Service Structure
Detail frame.

The system uses the call header site to determine the default tax
environment. You can specify a different site at the item level. The
item-level siteis where the engineer performs repairs or obtains parts
for the call.

Expire. An output-only field that applies only to call quotes, which
use the same programs as CAR.

Reference. If this call originated from a quote, the quote number
displaysin thisfield as areference.

Comments. Defaults to Yes if comments exist. If Yes, you can enter
or review the header comments when you press Go. The system

IQAD
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copies comments into Call Invoice Recording. You can print the
comments on the invoice.

Detail. Determines whether the Detail field for each linein Labor/
Expense and Item Usage frames defaultsto Yesor No. Set thisfield in
the header for more control over line-item entry.

Tip When viewing closed reports, determine the level of detail you want
The system closes to review in the CAR header. You cannot change the Detail field at
reports when you T
post the related theline item level.
invoice.

Exchange Rate Pop-Up
Tip If you enter a non-base currency, the exchange rate pop-up displays. The

Define exchange

rates in Exchange system uses the foreign currency to calculate prices and costsin Call

Rate Maintenance Activity Recording and Call Invoice Recording.
(26.4).
Fig. 13.16 [ Call Activiy Recording_______________________________HEE|
Exchange Rate UserMernu Edit Gueue Opfions Help
Pop-Up [ -
Call Id: CA215 Bill-To: 0100 End User: 0100 TZone: PST ‘
— Bill-To End User
Hans Maier GmbH Hans Maier GmbH
Bauunternehmung Bauunternehmung
In der Schwemme 8 In der Schwemme 8
Frankfurt Frankfurt
Germany Germany
Status: NEW Channel: Cum: DEM Language:
Priority: 80 Assigned: BJW Taxable: no 1 09430798
| Exch Rale: DEM |15 E| uwsp [1e
Fixed Rate: |no
Phone: 01-663-556-7869 Comments: no Detail: no
Description: Repair Request

» For details, see
theMulticurrency
chapter in
User Guide
\olume 4A:
Financials.
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Exch Rate. By default, the system displays both components of the
exchange rate relationship defined in Exchange Rate Maintenance for
the call open date. You can modify the valueif you have accessto this
password-protected field.

If one or both of the exchange rate components is a member of the
European Monetary Union (EMU), triangulation through the euro is
used to determine the exchange rate. In this case, the exchange rate
relationship includes four components. The fixed rate of the EMU
currency to the euro cannot be updated.
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Fixed Rate. Yes indicates that the exchange rate will not change. If Tip

Yes, the system uses the displayed exchange rate when you post the 'r:;;‘;da%cn;(““ege
invoice. If No, the system uses the exchange rate effective when you pricing are not the
post theinvoice. same.

Item Selection Frame

When you leave the first set of frames, the system determines the number

of items in the call record’s detail and displays the last line in the Item
Selection frame. Use this frame to update existing lines or to add more
lines to the call.

When your cursor passes the Item field, the pop-up window shown in
Figure 13.17 displays so you can enter the quantity of the item you are
repairing and an optional installed base reference number.

1 Call Activity Recording [_ O[] Flg 13.17 )
UserMenu Edit Oueue Options Help |ta’n w&tlon

AR EEDE) Frame
|

Call ID: CA119 Bill-To: 1001000 End User: 1001005

Item Selection
Line Senal Ttem WK Code  Svc Type  Report

2 48399021/A2 10-10000 Tech STANDARD

|Quanlily: 1 Ref: ﬂ i‘ ‘

Line. The system increments the line number when you add a new
line to the call. When you first access this frame, the last line on the
call displays to show how many lines exist.

Serial. The item’s lot or serial number, used to identify installed base
records. You cannot update this field after you open a report for the
item. If you leave this field blank and Item is defined as lot- or serial-
number controlled in Item Master Maintenance, a warning displays.
You cannot update the installed base without a lot or serial number.

item. The identifier of an item requiring service activity. Two control
file settings affect the validation of this field.

- If Items Must Exist in the Service Management Control Fileis
Yes, the system checks thisfield against itemsin the item master.

- If Itemsin Installed Baseis Yes, the item must exist in the
installed base before you can take acall for it.

IQAD
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Tip

Whenyou usefixed
prices, the system
requires a charge
code with Fixed
Billable set to Yes.

M QAD

Quantity. This pop-up displays after you press Go on the Item field.
Quantity defaults from the call record and indicates the quantity of
items you are servicing. For installed base items, Quantity defaults
from the quantity in the installed base record. If these two are not the
samein CAR, awarning displays. If you are working with serialized
items and managing the installed base, create separate lines for each
item. You cannot update thisfield after you open areport for the item.

If you are using service BOMs and routings, the system multipliesthe
quantity required for each item and each operation run time by the
quantity in thisfield.

Ref. The ISB reference number defaults from the line item;
otherwise, it is zero. Reference numbers uniquely identify itemsin
the installed base with the same serial/lot number or items without
numbers. You cannot update this field after you open areport for the
item.

Wk Code. For anew line, Work Code defaults from the work code on
the call header. The value here defaults into the Labor/Expenses and
Item Usage frames, indicating the type of work you performed for
each |abor operation, expense, and item you consumed. If you set up
contract limits using work code/service category combinations, this
work code determines the applicable limit.

If you define the work code with Fixed Price set to Yesin Work Code
Maintenance, Fixed Price in Call Activity Recordingis Yesand is
display only. The system calculates the service price at the fixed rate
regardless of the actual service cost. The system searches the call
price list for a price with the fixed price unit of measure in the Call
Management Control File.

Svc Type. Defaults from the service typein Call Maintenance for this
line. For anew line, the service type defaults first from awarranty or
acontract covering this particular item. If the item has no warranty or
contract, thisfield defaults from Default Call Service Typein the Call
Management Control File.

Service typesidentify terms and conditions of coverage, including
response time, pricelists, and days of coverage. They define coverage
levels and charge codes for covered or over-limit amounts.
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If Coverageis Yesin the Item Detail, a pop-up window displays the
coverage limits for this service type and the amount you have already
consumed.

You cannot update this field after you open areport for the item.

Report. To create areport, enter the new number or clear the existing
one for the system to supply one. Use the up and down arrows to
scroll through reports that exist for the line item. The system-
generated number defaults from the next work order lot ID.

[tem Detail Frame

After you accept the Item Selection frame, the Item Detail frame appears.
In this frame, you modify information for the displayed line item. Most
fields default either from the call record, the information supplied on the
header of Call Activity Recording, or settingsin the Call Recording/
Invoicing frame of the Call Management Control File.

1 Call Activity Recording [_ O] ] Flg 1318
UserMenu Edit Oueue Options Help |tm] DEtall Frarne
Ble[T%e| e
Call ID: CA119 Bill-To: 1001000 End User: 1001005
Item Selection
Line Senal Item WK Code  Gvc Type  Report
2 48399021/A3 10-10000 Tech STANDARD 465676
— Item Detail
Engineer: [KWU Fixed Price: no Quantity: 1
Site: [10000 Fired Price: 000 Ref: 0
Item Detail Location: [KWwU Coverage: |yes
Frame Status: I Invoiceable Taxable: |no
BOM Code: |REP10-10000 Comments: [no
Routing: [REP10-10000 Fault Codes: [yes
Sales Acct: 3000 s100 otoo [
Disc Acct: 3900 100 o0 [
Project: Update ISB: [yes

Engineer. Engineer defaults from the engineer assigned to theitem on
this call. For anew line, it defaults from the engineer assigned to the
call. When you create the first report for acall line, the engineer
information hel ps determine the line item site. This site can aso
affect the BOM and routing that the system suggests.

You must enter avalue in thisfield. If you did not assign an engineer
to the call, enter one here. Engineer provides the default for each line
of detail, but you can edit it any time during the call. If acall involves
multiple engineers, record one engineer’s detail, return to the Item

IQAD
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» See“Determining
Site and Location
Defaults” on
page 415 for
details.

M QAD

Detail frame to change the engineer, and record the second engineer’s
detail. Alternately, you can open a separate report for each engineer.

Engineer scheduling in Call Maintenance considers only the engineer
on the call header when calculating engineer load. If you specify
other engineers for some line items or reports, their availability is not
affected.

Site. The site code identifies the facility that issuesitems you useto
service the call line. This site code is the default for item usage

records. Site defaults from the engineer record if the engineer has a
designated site. Otherwise, the system searches for the site of the
engineer’s assigned area, then the default spares site in Default Site
Maintenance, then the item’s site in the item master, and finally the
call customer site.

The system determines costs by site. After you create a report, you
cannot change the site for the line.

Location. Location defaults from the engineer record. If blank, the
system searches for the location for the engineer’s assigned area, then
the default spares location in Default Site Maintenance. Use locations
to track inventory for items issued for the line item.

Status. One of three values that indicates the report’s status:

« | (invoiceable). Indicates that this report is ready for invoicing.
Invoiceable is the default status when you create a report. When
you release a quote to CAR, the system gives its reports a status
of | so that you can immediately invoice activity you record.

« H (hold). Does not allow the system to invoice the report. The
system setsreportsto H if an error occurs during inventory
processing. You can enter a status of H to delay invoicing a
report.

 C (closed). The system sets areport status to C when you post the
invoice. You cannot modify closed reports. You can enter a status
of C only if the report has no detail.

BOM Code. Use only service BOMs set up with Service Structure
Maintenance. Thisfield defaults from the BOM codein Call
Maintenance.

When you add items in CAR, the system searchesfirst for BOM
codes you defined in Service Item by Site Maintenance (11.3.9). If no
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BOM exists for the call line site, the system searches for aBOM you
defined in Service Item Maintenance. For the PM work code, the
system uses the PM BOM code. For theinstall work code, the system
usestheinstall BOM code. In all other cases, the system uses the
repair BOM code.

When you execute this frame, the system enters the detail records for Tip

the BOM into the item usage frame for the first operation on the H%g‘e} do not warnt
routing that does not have items. After the system generates the line created
item’s BOM, the field becomes output only. ?&f}[}‘gtécg'e'%rgeaf

Routing. Use only service routings from Service Routing continuing.

Maintenance. This field defaults from the routing in Call
Maintenance.

When you add items in CAR, the system uses the routing for the
item’s work code in Service Iltem by Site Maintenance (11.3.9). If no
routing exists for the site, the system searches for a routing in Service
Item Maintenance. For the PM work code, the system uses the PM
routing. For the install work code, the system uses the install routing.
In all other cases, the system uses the repair routing.

When you execute this frame, the system enters the routing steps imto
the Labor/Expenses frames. If BOM codes exist for a routing H%ggrde‘éggswam
operation, the system enters these as items used for the operation created

ine i J i i tomatically, clear
After the system generates the line item’s routing, the field becomet%‘iSfieId o Ay

output only. continuing.

Sales and Discount Account, Sub-Account, Cost Center. The system
displays the Sales and Sales Discount accounts from the revenue
product line. You cannot update these fields here. After the invoice is
created, update them in CIR as needed.

Sales and Discount Project. Enter an optional code identifying the
general ledger (GL) project associated with the sales and sales
discount amounts for this call line item. These fields default from the
sales and discount projects associated with the contract line providing
coverage; otherwise, they are blank. The sales and discount project
are typically the same.

If Verify GL Accounts is Yes in the System/Account Control File, the
system verifies that the project exists and is active and that it is valid
with the other Sales and Sales Discount account components.

IQAD
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» See “Project
Codes in CAR”
on page 426 for
details.

» See Chapter 7,

“Taxes in SSM,”

on page 219 for
more details
about taxes.
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Project. Enter an optional code identifying the general ledger (GL)
project associated with the cost of |abor, expenses, and itemsfor this
call line item.

You can update thisfield only when the value of Project Code
Handling in the Call Management Control File is set to Project per
Labor/Expense (P). When Project Code Handling is Single Project
per Line (S), the report project defaults from the sales project and
cannot be changed.

This project is validated with other Cost of Goods Sold account
components during GL transaction post.

Fixed Price. Displays the work code’s Fixed Price field value. You
cannot change this field. If Fixed Price is Yes, you can specify a fixed
price in the following field. Use fixed price repairs to charge
customers a fixed amount for service regardless of the repair cost.
When Fixed Price is Yes, use only a charge code with Fixed Price
Billable set to Yes.

Fixed Price. If Fixed Price is Yes, the system searches the header’s
price list for a price that has the fixed price unit of measure in the Call
Management Control File. If none exists, the default price is zero.

Quantity, Ref. Output-only fields showing values you entered in the
previous pop-up.

Coverage. Defaults from Coverage Window in the Call Management
Control File. If Coverage is Yes, a frame displays coverage
information such as contract number, contract service type, start and
end date, active service type, warranty service type, and install and
expiration dates.

Coverage limits for the contract or service type also display. For a
contract, this includes the contract number and the line number
providing coverage. The system also displays the limits you defined
by invoice sort or work code/service category, the percentage of
coverage, and the coverage amounts for the defined conditions. The
engineer servicing the call often examines this coverage information.

Taxable. Defaults from the header Taxable field. You can determine
the tax status for each line item.
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Comments. Defaultsto Yesif comments exist. Specify Yesto enter or
review call line comments. The system copies commentsinto Call
Invoice Recording. You can print comments on the invoice.

Fault Codes. Defaults from Use Fault Codes in the Call Management
Control File. Set Fault Codes to Yes to enter problem, cause, and
resolved codes in a pop-up. Define these codes in Generalized Codes
Maintenance. If you entered fault codes in Call Maintenance, those
values display so you can adjust or add information.

Update I1SB. Defaultsto Yes when:
« Theitemisintheinstalled base, regardless of other settings.

 Installed Base in Service ltem Maintenance is Yes for theitem
and Create |SB is Yesfor the end user in End User Address
Maintenance.

» Theitemisnot in the item master, but Create ISB is Yes for the
end user in End User Address M aintenance.

If Yes and the lineitem ishot in the installed base, a pop-up displays
so you can specify |SB parameters and add the item to the installed
base. If the lineitem isin the installed base, no additional frames
display.

If you do not enter an item number, Update | SB defaults to No. If you
enter the item number of alot/serial-controlled item and do not
specify alot/serial number, the system sets Update | SB to No and
does not let you changeit. A lot/serial controlled item can only be
added to the installed base with alot or serial number.

If Update ISB is Yes and Load Available Structureis Yesin the
Service Management Control File, the system adds component items
that you used to the installed base. You must mark these items as
belonging in the installed base in Service Item Maintenance. The
system removes returned items that exist in the installed base
regardless of the setting of Load Available Structure.

Installed Base Detail Frame

If Update ISB is Yes and the call lineitemisnot in the installed base,
enter information for the ISB record in a pop-up. If thelineitemis
a component —for example, the disk drive of a computer—you can

IQAD
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Fig. 13.19
Installed Base
Detail Frame

M QAD

specify a parent item and serial number to update the installed base
configuration.

* Call Activity Recording [_[O] =]
UszerMenu Edit Queue Options Help

Call ID: CA119 Bill-To: 1001000 End User: 1001005
Line Serial Item WK Code Svc Type Report
2 48399021/A3 10-10000 Tech STANDARD 465676
— Installed Base Detail
Description: |[LIETDITTETEIRT Oty 1.0
HOME/INDUST MODEL
Model:
Install Date: |02/08/92 Rev Level: [AB
Wamnanty Code: |W-1 Ownership:
Wamanty Expiration: |12/07/99 Location:
Parent Item: Parent ISB Ref:
Parent Senal: Comments: |no

Description. The item’s first description line from Item Master
Maintenance displays. You can change this description.

Qty. An output-only field indicating the number of items you are
adding to the installed base.

Model. The item’s model number, which defaults from the value in
Service Item Maintenance.

Install Date. Defaults from the system date and determines when
warranty coverage begins.

Warranty Code. Defaults from the item’s warranty in Service Item
Maintenance. Warranty Code determines the coverage terms and
conditions, including response time, price lists, and days of coverage.
If you add an item to the installed base and specify a current warranty
code, the system prompts whether you want to use this warranty
coverage for the call.

Warranty Expiration. Based on the warranty duration and the install
date. If you are adding an item to the installed base with a warranty,
specify an expiration date. Warranties cannot be open-ended.

Rev Level. Displays the item’s revision level in the item master.
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Ownership. A reference-only field indicating who possesses the item. Tip_
If the end-user address code refersto alarge company, you can enter ~ Define values for

.. . . ownership with
the department or individual using the item. Generaliz%d Codes

] o o Maintenance for
Location. A reference-only field providing a 24-character description field ish_owner.

of thelocation of theinstalled base item at the end-user site. Location
can be abuilding, suite number, or floor.

Parent Item, Serial, Ref. You can track both products and components
in the installed base. Use this especidly if you have configured
products. If you maintain the configuration in the installed base and
the customer returns a component such as a PC disk drive, you can
relate the new component you issue to the PC.

Use Parent Item to add the current item to the original purchase. Use
the Parent Serial and | SB Reference fields to identify the parent item.

Comments. Defaultsto Yesif comments exist. Specify Yesto enter or
review 1SB comments. The Installed Base Report displays comments.

WIP Product Line Pop-Up
Activity recorded in CAR can affect accounts from multiple product lines.
These product lines fall into three categories:

« WIP product line, a holding areafor CAR amounts

 Charge product lines, for costsin CAR

» Revenue product line, for serviceincome in Call Invoice Recording

You can use the same product line for all three purposes, depending on
how you want to separate accounts for reporting and analysis.

The default for the WIP product line is either the service type’s products See “Detailed
line or the item’s product line, depending on Use Item Prod Line in the ﬁ‘]cg?g[‘grr‘]g
Service Management Control File. You can change this only when you page 501.
first access a line. All reports you create for the call line use this product

line.

IQAD
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Figure 13.20 illustrates the product line pop-up in CAR.

Fig. 13.20
Wl P R-oduct Ll ne 1 Call Activity Recording [_[O[=]
UszerMenu Edit Queue Options Help
Pop-Up B E b
Call ID: CA119 Bill-To: 1001000 End User: 1001005
Item Selection
Line Serial Item WK Code Svc Type Report
2 48399021/A3 10-10000 Tech W-1 465676
Product line
for holding
GL amounts
in CAR. | WIP Product Line: [T 6| |
WIP Product Line. Accept the default or enter a product line. The
product line determines the WIP account the system uses for activity
for thisline.
Coverage Information Frame
If Coverageis Yes, the Coverage Information frame displays.
F| g 1321 : Call Activity Recording [_ (O] ]
Coverme UszerMenu Edit Queue Options Help

Information Frame

Call ID: CA119 Bill-To: 1001000 End User: 1001005

Item Selection

. Coverage Information

Contract: Line: o Warranty Svc Type: W-1
Contiact Svc Type: Install Date: 03/08/99
Start Date: Wamanty Expiration: 12/07/99
End Date:
Service Type Used: W-1 Currency: USD

Coverage Limits For: Svc Type W-1

Limit Qualifier Amount Used/Consumed List Price Limit %Cy

Expenses 0_00 0_00 000 15

Items 0_00 0_oo 000 50

Labor 0.00 0_00 0.00 50

Total Limits 0.00 0.00 0.00 50
Tip _ This frame displays detail about the line item’s coverage limits, effective
Jhen '\é'aT”ZO'sm on the call open date. These limits come from a contract, service type, or
date/time are warranty, as the frame header indicates. If the coverage limits come from
relative to the end a contract, the limits include the amount you have used in CAR and

user’s time zone. . . .
consumed by posting call invoices.

M QAD
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Limit Qualifier. You can set up limitsin one of three ways. asa
total record, by invoice sort, or by work/code service category
combination. For total records, this column displays Total Limits.
Otherwise, it displays the name of the invoice sort or work code/
service category.

Amount. Displays the limit amount of the service type or contract. If
the call does not use base currency, the system converts the amount to
the currency displayed in the frame above.

Used/Consumed. Thisfield has avalue only for contracts. Asyou
record activity for an item that has a contract, the system accumul ates
quantity consumed against active limits. The amount in this column
combines amounts used on open calls with amounts posted for call
invoices. If the call isnhot using base currency, the system convertsthe
amount to the currency displayed in the frame above.

List Price Limit. Displays the list price limit for the coverage record.
When the price of an item recorded for the service activity exceeds
this limit, it is not covered even when limits are not exceeded. If the
call does not use base currency, the system converts the amount to the
currency displayed in the frame above.

% Cv. Displaysthe level of coverage.

Fault Codes Frame

If Fault Codesis Yes, the same fault code pop-up that appearsin Call
Maintenance displays. If you entered fault code information for the call
linein Call Maintenance, it displays here.

» See “Levels and
Limits of
Service” on
page 166 for
details on how
service limits are
defined and
applied.

» See “Fault Codes
Pop-Up” on
page 361 for
details.
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» See “Loading
MO Lines into
CAR” on
page 606.

Fig. 13.22
Material Order
Selection Frame

Fig. 13.23
Labor/Expenses
Frame

M QAD

Material Order Selection Frame

If you ordered items with an MO for the call line, the Material Order
Sdlection frame displays.

1 Call Activity Recording M= E
User Menu Edit Queue Options Help

Call ID: CA119 Bill-To: 1001000 End User: 1001005

Item Selection

Line Serial ltem WK Code  SvcType  Report
2 48399021743 10-10000 Tech W-1 465676
Items have Material Order Selection

Order Ln Item Engineer Site Location Aty Open T

been ordered

for this call CETEEN Y X CC T TR YT
4_00

line on two HO113 1 22120 PKH 10000 PKH

different MOs.

The selection frame is a scrolling window that displays open MOs for the
associated call line. An open MO has a quantity shipped greater than the
quantity consumed plus the quantity returned.

Select or deselect MOs by pressing Enter while in the scrolling window.
Selected lines display an asterisk (*). To exit the scrolling window and
continue processing, press Go. After you finish the selection, the system
loads the MO items into CAR item usage records. To exit the scrolling
window without loading MO itemsinto CAR, press End.

Labor/Expenses Frame

Use the Labor/Expenses frame, shown in Figure 13.23, to record the
operation steps and expenses of servicing the call line item.

: Call Activity Recording =] E3 |
UserMenu Edit Oueue Options Help

Call ID: CA119 Bill-To: 1001000 End User: 1001005 ‘

Item Selection
WK Code

Line Senal

Item Svc Type

Report

2 48399021/A3 10-10000 Tech W-1 465676

Labor/Expenses
Op Std Op Work Code  Svc Cat Buantity Charge Det Items

10 SETUP Tech LABOR 0.5 WARRANTY no no
20 REPAIR Tech LABOR 1.0 WARRANTY no no
30 CLEANUP Tech LABOR 0.5 WARRANTY no no
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The fieldsin the Item Selection frame are display-only here. Information
you record in the Labor/Expenses frame applies to the displayed item.

Op. Use the operation number to track the sequence of tasks for a
service, much like arouting sequence. By default, operation numbers
start with 10. If arouting is associated with the call line, its operations
display for update.

You can record multiple items per operation but only one line of labor

or expense. To specify several service categories, associate each with
a separate operation number.

Std Op. Define standard operation codes with Service Std Operation Tip

Maint (11.19.21). If you enter a service standard operation code, the %%‘r*ufg‘ctﬂﬁ% gse
system displays the default service category and quantity. If the standard operations
standard operation uses a BOM, the system prompts you to load the inCAR.

items on the BOM for this operation. To calculate labor costs, the

system uses the labor rate of the work center for the operation.
After you record aline, you can change the operation only by deleting
the line and reentering it.
Work Code. Defaults from the Item Selection frame. The system uses
the work code:

» To determine the applicable coverage limits

« To find a charge code

» To search for a price for labor and price and cost for expenses
If you change the work code, the system recal culates the default
charge code.

Svc Cat. Enter a service category defined in Service Category
Maintenance with one of the following fields set to Yes. Labor,
Expense, Travel Labor, or Travel Expense. For standard operations
and operations in service routings, the service category defaults from
the operation. Otherwise, it defaults from Default Labor Svec Cat in
the Call Management Control File.

The system uses the service category:
« To determine the applicable coverage limits
» To find a charge code
» To search for a price for labor and price and cost for expenses

IQAD
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If you change the service category, the system recal cul ates the default
charge code.

After you save alabor or expense record, you can maodify the service
category only to one of the same type. You cannot switch alabor or
travel labor category to expense or travel expense.

Quantity. Enter the number of units of the service category that you
used. For labor, the units are hours. For expenses, the quantity isin
units of the service category. If you use a standard operation or
generate the operation from arouting, Quantity defaults from the
operation run time. The system uses Quantity to calculate the
extended price as follows:

(Quantity * Price) — Covered Amount

Charge. The default charge code is based on severa factors. If you
define the work code as fixed price, the Fixed Billable charge code
from Default Charge Code Maintenance (11.21.21.13) displays.

If thisis not afixed repair, the system uses the under- or over-limit
charge code for the coverage limits of the contract or service type.

The default depends on the operation’s extended price and, for
contracts only, the amount you have previously applied to the limit.

If the limits have no associated charge codes, the system selects a
default charge code depending on the source of coverage (contract,
warranty, or call default service type) and whether the operation is
over or under limit.

» See “Changing With some restrictions, you can change the displayed value, but you
Charge Codes cannot change between a non-fixed and fixed repair charge code. The
on page 412 . .
for details on system uses the charge code to determine the charge product line and
82?;329 system the GL accounts that this service activity affects.

Det. Defaults from the header’s Detail setting. Set Det (Detail) to Yes
to display the Detail frame, which shows more labor and expense
data.

Items. Defaults to No unless the operation has items—for example, a
BOM code for a routing operation. Set Iltems to Yes to display an Iltem
Usage frame so you can record items you consumed in the operation.

M QAD
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Labor/Expenses Detail Frame

If Detail is Yesin the Labor/Expenses frame, the Labor/Expenses Detail
frame appears. The system calculates and displays cost, price, and
coverage limit details for the operation. Other fields default from call
information or from information in related records.

[ CallctiviyRecondina M=K
UserMenu Edit Queue Options Help
B EEEIE)2
Call ID: CA119 Bill-To: 1001000 End User: 1001005 ‘
Item Selection
Line Serial Item WK Code  Sve Type  Report
2 48399021/A3 10-10000 Tech W-1 465676
Labor/Expenses
Op Std Dp Work Code  Svc Cat Quantity Charge Det Items
Labor/Expenses Detail: Operation 30
Engineer: |K\WU Product Line: 1000
Start Date: |[09/08/99 Project:
Start: B Quantity: 0.5
End: H Price: [30.00
Standard Cost: 55.00 Covered Amount: [7.50
Comments: lnn_ Extended Price: 17.50
Swc Type Used: W-1 Cumrency: USD
Description: |Clean E quipment

Engineer. Defaults from the Item Detail frame, which displaysthe
call value. Each operation can have a distinct engineer, if needed.

Start Date. Defaults from the system date, which you can change only
the first time through the frame. Start Date is the date when the
engineer began the service activity.

Start. Reference field indicating the time of day that the engineer
began work.

End. Reference field indicating the time when the engineer finished
work.

Standard Cost. If this operation has a labor service category, the
standard labor cost for the engineer for one hour displays, and cannot

Fig. 13.24
L abor/Expenses
Detail Frame

Tip

When MTZ is
active, these dates
and times are
relative to the end
user’s time zone.

be modified. The system calculates the cost from the operation’s work

center, either from the service routing or a standard operation. The

work center determines the labor rate, labor burden rate, and the labor

burden percentage. For labor operations without a work center, the

system calculates the cost from the Service Work Center in the Call

Management Control File.
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» See “Changing
Charge Codes”
on page 412.

» See “Project
Codes in CAR”
on page 426 for
details.

Tip

To prevent changes,

require a password
for Price.

Tip .

To prevent changes,
require a password
for Covered
Amount.
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If this operation has an expense service category, the system
calculates the cost from the expense cost price list (type E) for the
call. The cost of one unit of the service category displays. If no
expense cost list exists, expense cost defaults to zero.

Comments. Defaultsto Yesif comments exist. Specify Yesto enter or
review comments for this operation. The system copies comments
into Call Invoice Recording. You can print comments on the invoice.

Sve Type Used. Output-only field displaying the service type that
determines this operation’s coverage. The service type that the system
uses is not necessarily the one that you specified for the line item. The
system can change the service type if you change the charge code.

Description. A 24-character description of this operation, which
defaults from the standard operation or service routing step. This
description prints on the invoice if detail is included.

Product Line. Output-only field showing the charge product line for
labor costs.

Project. Enter an optional code identifying the GL project for the
labor/expense detail. The system associates the project code with the
GL transactions it creates. You can track the call's cost by project.

Whether the field can be updated depends on the setting of Project
Code Handling in the Call Management Control File. If you use a
charge code with Project Mandatory set to Yes, you must enter a
project code.

Quantity. An output-only field displaying the operations labor or
expense quantity.

Price. The price for one unit of the operation’s service category.
Defaults from the price list on the call header unless this is a fixed
price repair. For fixed price repairs, the system sets detail prices to
zero, which you cannot change. If no price is found on the price list,
the default is zero

Covered Amount. Amount of the total price for which you are not
billing the customer. The system determines this amount from the
coverage limits for the contract or service type. The covered amount
defaults to zero when:

» No coverage exists on the contract or service type.
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» The item has exceeded the contract’s service limits.
» Theitem has exceeded alist price limit.

» The serviceisfor afixed price. In this case, covered amount
cannot be changed.

Covered amount cannot exceed the price times the quantity.

Extended Price. Thetotal price minus the covered amount. For fixed
price repairs, this field is zero. The system calcul ate the extended
price asfollows:

(Quantity * Price) — Covered Amount

Currency. Output-only field displaying the call currency. Defaults
from the call header.

When you finish entering datain this frame and press Go, you return to
the Op field. Enter additional data until you record all operations. Press
Go to accept the last set of entries, and End to display the Item Usage
frame.

Iltem Usage Frame

In the Item Usage frame, you report the inventory itemsthat you used to
repair or service theitem in the Item Selection frame. Record items you
used for specific operations, or simply add all the items after you

compl ete the Labor/Expenses frame.

: Call Activity Recording [-[oIx] Fig. 13.25
UserMenu Edt Queve Options Help CAR ltem

EHE R EEDE Usage Frame
CalllD:  CAT18 Bill-To: 1001000  End User: 1001005

Item Selection

Line Serial

Item

WK Code

Svc Type

Report

2 48399021/A3

10-10000

Tech

Item Usage

W1

465676

Op Item Number Work Code Aty Used Oty Ret Charge Det [Z[1]
10 44-4000 Tech 1.0 0.0 WARRANTY no
10 44-3000 [Tech [ 1o | 0.0 [wWARRANTY [IE

Op. Enter the operation number. You can record items for each
operation. If you are not using operation steps, record all items on the
first operation.

IQAD
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Tip

Record anon-
inventory item as
an expenseinthe
Labor/Expenses
frame.

Tip

Use RMAsfor
simple returns
that do not require
an engineer.
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Item Number. Enter the item number of an item defined in Item
Master Maintenance that you consumed or returned during the repair.
If the call line item has an associated service BOM or itsrouting
operations had associated BOMSs, records for these items are already
created.

Work Code. Defaults from the Item Selection frame, which defaults
from the call header. The system uses the work code:

» To determine the applicable coverage limits

 To find a charge code

 To search for an item price on the call price list
Qty Used. Enter the number of item units you consumed. If this
record came from a service BOM, the Qty Used displays the value of
Quantity Per onthe BOM. If thisline camefrom aMaterial Order, the

order quantity defaultsinto thisfield. The system uses thisfield to
calculate the extended price according to this formula:

(Qty Used * Price) — Covered Amount

Qty Ret. Enter the number of units you are returning. For repairable
units, as defined in Service Item Maintenance, Qty Ret defaultsto
Qty Used.

Generally, you return itemsin CAR for two reasons:
 You exchange a defective or worn item for a new one.
« Onan MO, you ordered items for the call that you did not use.

If you specify areturn quantity, set Det to Yesto display the Returned
Items Detail frame. If item information comes from an MO, account
for al items on the MO before you close the call. To close aline or
call, Qty Used and Qty Ret must equal the MO order quantity.

Charge. The charge code default is based on several factors. For a
fixed price work code, the Fixed Billable charge code from Default
Charge Code Maintenance (11.21.21.13) displays.

If thisis not afixed repair, the system uses the under- or over-limit
charge code for the coverage limits of the contract or service type.

The default depends on the item’s extended price and, for contracts

only, the amount applied to the limit.
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If the limits have no associated charge codes, acharge code defined in
Default Charge Code Maintenance displays. The system selects a
charge code depending on the source of coverage (contract, warranty,
or call default service type) and whether the operation is over or
under limit.

With some restrictions, you can change the displayed value, but you
cannot change between a non-fixed and fixed repair charge code. The
system uses the charge code to determine the charge product line and
the GL accounts that this service activity affects.

Det. Set Det (Detail) to Yesto display the Detail frame, which shows
more data for thisline. To update the installed base when you return
items, set Det to Yes so you can enter the serial or | SB reference of
the returned item.

MO. Output-only. If you ordered the item with an MO, an asterisk (*)
initially displays and the Item Detail frame displays the MO number
and line. After you issue the item for the call, the system no longer
connectsit to the MO.

Item Usage Detail Frame

Set Det to Yesin the Item Usage frame to display the Item Usage Detail
frameillustrated in Figure 13.26.

[ O[]

i Call Activity Recording

UserMeru Edit Queue Options Help

Call ID: CA119 Bill-To: 1001000 End User: 1001005

Item Selection

Line Serial Item WK Code Svc Type Report

2 48399021/A3 10-10000 Tech W-1 465676

Item Usage

Op Item Number

[ Item Usage Detail
Multi:
Site:

Location:

Lot/Serial:
Ref:

Engineer:

Service Category:

Qty Allocated: 0.0

MO Line: MO11271
Svc Type Used:

Work Code

Aty Used

Qty Ret Chaige

Det

no

10000

KwU

KwU

ITEMS

w1

Product Line:
Project:

Qty Required:
Unit Cost:

Price: |0. 00
Covered Amount: [0.00

Extended Amount:
Currency:

1000

1.0

100. 000

0.00
usp

Comments: [no

Details for component: 44-3000.

459

» See “Changing
Charge Codes”
on page 412
for details on
changing system
defaults.

Fig. 13.26
Item Usage
Detail Frame
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Multi. Defaults to No unless the quantity used is greater than one and
the issued item has Lot/Serial Control set to Sin theitem master. If
Yes, adetail frame appears so you can enter asite, lot/serial, location,
and reference for each item you consumed. You are not performing a
detail allocation—you are simply recording detail about items.

Site. Enter the site from which you are issuing the item. This field
defaults from the call line item site.

Location. Inventory location at the site from which you are issuing the
item.

Lot/Serial. If the item is lot/serial controlled, enter the lot or serial
number. If Load Available Structure is Yes in the Service
Management Control File and the item has Installed Base setto Yes in
Service Item Maintenance, you must specify a lot/serial number to
add the item to the installed base. The lot/serial number is part of the
installed base record. If you are exchanging an installed base item, the
system replaces the previous lot/serial number with this one.

Ref. Enter the item’s lot reference number. Lot reference, site,
location, and lot/serial number specifically identify inventory
quantities. For lot reference, you can use the production lot of the
item or a location reference such as a skid, roll, or pallet number.

Engineer. Specify the engineer who installed the part. The default is
the engineer for the call line item. You can change the value—for
example, if more than one engineer responded to the call.

Service Category. Output-only field that defaults from the item’s
service category in Service Item Maintenance (11.7.3). If none, the
system uses the Item Service Category in the Call Management
Control File (11.1.24). The system uses the service category to
determine service limits and to search for a default charge code.

Qty Allocated. The quantity of items on this line to allocate. This
defaults to zero. Normally, you do not allocate items in Call Activity
Recording because you are recording items that you have used. The
system issues the inventory immediately in CAR. However, if you are
not going to issue the inventory at this time, enter a quantity to
allocate. CAR does general allocations only. It does not create detail
allocations even if you enter inventory detail.
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MO Line. Material order number and line number that corresponds to
the call line. MO Line has avalue if you have not yet issued the MO
item. Otherwise, the field is blank and cannot be updated.

Sve Type Used. Output-only field displaying the service type that » See “Changing
determines coverage. The service type the system uses for coverage Ocr?%g;e%%es

may not be the same as the one you specified initialy. The service
type can change when you change the charge code.

Product Line. Output-only field showing the charge product line

for item costs.

Project. Output-only field showing the GL project code. » See “Project
Codes in CAR”

Unit Cost. Output-only field showing the cost for one unit of theitem. ggtgﬁge 426 for

The system derives the cost from the site of the item you are
repairing—not the site from which you issued the component.

During inventory processing, the system transfers items to the call
line item site and issues them from there. The inventory transfer
creates a GL transaction for any variance in costs between the sites.

For the system to find a cost, either:

» The site associated with the item in Item Master Maintenanceis
the same as the call line item site, or

 Costsfor theissued item at the call lineitem site are set up using
Item-Site Cost Maintenance.

Otherwise, cost defaults to zero. The cost displays in the Item Cost
column in Call Invoice Recording. The system uses the cost to
calculate the margin for this service activity.

Price. Defaults from the header’s price list unless this is a fixed priceip

; H ; ; ; To prevent changes,
repair. For.flxed price repairs, the system displays a zero for all reqﬂireapaswvgrd
details, which you cannot change. for Price.
Price is the price for one unit. If no price exists on the price list, the
system uses the item’s list price in the item master. The system
calculates Extended Price by subtracting the covered amount from the

total price (price * quantity).

IQAD
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Tip

To prevent changes,

require a password
for Covered
Amount.

Fig. 13.27
Multi-ltem
Issue Frame

M QAD

Covered Amount. Amount of the total price for which you are not
billing the customer. The system determines this amount from the
coverage limits for the contract or service type. The covered amount
defaults to zero when:

» No coverage exists on the contract or service type.
The item has exceeded the contract’s service limits.
The item has exceeded alist price limit.

The serviceisfor afixed price. In this case, covered amount
cannot be changed.

Covered amount cannot exceed the price times the quantity.

Extended Price. The total price minus the covered amount. For fixed
price repairs, thisfield is zero.

Currency. Output-only field displaying the call currency. Defaults
from the call header.

Comments. Defaultsto Yesif comments exist. Specify Yesto enter or
review comments for this item. The system copies comments into
Call Invoice Recording. You can print comments on the invoice.

Multi-ltem Issue Frame

If Multi is Yes, an additional frame displays that enables you to enter
detailed information for each item you issued. Detailed all ocations do not
take placein CAR. However, you can specify the items to issue by site/
location, lot/reference, and serial number.

44-3000 Issued: 1
Ln Site Location Lot/S erial Reference Ruantity

1 [To000 [ewu [ [ | 1.0

Thefieldsin this pop-up are the same as those on the Item Detail frame.
In this frame, you can specify separate detail for each item you are
issuing.
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Returned Items Detail Frame

If you specify areturn quantity and Detail is Yes, the Returned Items
Detail frame displays. Specify the return status and inventory return site
and location. If you are returning more than one item, you can access a
multiline entry frame. The system uses return serial numbers and 1SB
reference numbers to remove returned items from the installed base.

Returned Items Detail
Status: GODOD

Return Site: [0 i‘
Retun Loc: [RETURN
Return Seriak

Return Inv Ref:

Exchange Price: 0. 00 Fault Codes: |no
ISB Reference: Ill Multi: |no

Status. The return status defaults from either:

» The default return status in the Call Management Control File if
theitemisrepairable.

» The default scrap status in the Call Management Control Fileif
theitem is not repairable.

You can change the return status to any status defined with Return
Status Maintenance (11.21.17). However, you can use a Pending
status only for items you ordered on an MO and an Exchange status
only for items returned from the customer.

Return Site, Location. Depending on the return status and whether or
not the item is repairable, the return site and location default as
follows:

 To thereturn site and location, if the item is repairable and Good
is Yes for the return status, or if the item is not repairable and
Scrap isNo.

 To the scrap site and location, if theitem is not repairable and
Scrap is Yesfor the return status.

 To the repair site and location, if the item is repairable and Good
isNo for the return status.

If you are returning an item from an MO line, the location must allow
receipts (RCT-TR). If the return is not from an MO line, the location
must alow unplanned receipts (RCT-UNP).

Fig. 13.28
Returned Items
Detail

Tip

Repairable items
have Repairable set
to Yesin Service
Item Maintenance.

Tip

Set up default sites
and locations with
Default Site
Maintenance
(11.21.13).

» See “Return
Statuses and
Default Sites” on
page 79 for
details.
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Tip

You cannot
exchange an item
ordered on an MO.
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The system searches for default sites and locations based on the
returned item’s product line, service group, work code, and item
number and the area you specified on the call. Enter a site if no
default site exists.

Return Serial. If the item you are returning is lot/serial controlled,
enter the serial number. If the serial number is in the installed base
and Update ISB is Yes for this call line, the system removes the item
with this serial number from the installed base. If you are returning
multiple serial controlled items, set Multi to Yes to access a line item
entry frame for multiple returns.

Return Inv Ref. Enter the lot reference number of the item you are
returning. Lot reference, site, location, and lot/serial number identify
inventory quantities. For lot reference, you can use the production lot
of the item or a location reference such as a skid, roll, or pallet
number.

Exchange Price. If you are exchanging an item that has no coverage,
the system searches the header’s repair price list for an exchange
price with the exchange unit of measure in the Call Management
Control File. If the exchanged item has coverage, the exchange price
defaults to zero.

ISB Reference. All items that do not have serial numbers in the
installed base need ISB reference numbers. Specify the ISB reference
on a return so the system can exactly identify the item to remove from
the installed base.

Fault Codes. If Yes, the fault code window displays so you can
specify the reason for the return.

Multi. If you are returning more than one item, specify Yes to access a
line item entry frame. You must use this frame to remove multiple
items from the installed base.

When you finish entering data in this frame and press Go, you return to
the Op field. Enter additional data until you record all item detail. Press
End to exit the item usage frames.
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Multi-ltem Return Detail Frame

If Multi is Yesin the Returned Items Detail frame, alineitem entry frame
displays. Enter information specific to each item returned. You can
specify a separate return status and inventory return site and location for
each item.

44-1000 Returned: 1 Fig. 13.29
Retum Relum From From Multi-ltem
Return Detail

Ln Status Site Location Site Location Quantity

1 GOOD 10000 RETURH 1.0

Lot/Seriak: | ISB Ret: | 0 Inv Ref: |

Confirmation Frame

When you exit the labor/expenses and item usage frames, the system
prompts you to display inventory about to be processed. If you accept the
default of Yes, the system displays a confirmation frame like the one
illustrated in Figure 13.30, listing the items that it will issue and return on
this call.

Important Review the summary information to check the item numbers,
inventory sites, and locations. After the system processes the inventory,
there is no simple way to correct mistakes.

Items returned with a pending status do not display on the confirmation
frame, because no inventory transactions take place for them at this time.

Fig. 13.30
5 Call Activity Recording S [ | nve"ltory

UserMenu Edit Queus Options  Help ) Confirmation
|-@|@|@|W Frame

Call ID: CA119 Bill-To: 1001000 End User: 1001005

Line Item Humber Lot/Serial Quantity Site Location

Fr 10000 KwU
Fr 10000 Kwl
Fr 10000 KwU
Fr 10000 KwU
To 10000 RETURN
Fr 10000 KwU
Fr 10000 KwU

44-1000
44-3000
44-4000
44-1000
44-1000
44-3000 Question B

44-4000
@ Iz all information comect?
Mo Cancel

MMM N R R R
FPRPRPPPPR

IQAD
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Fig. 13.31
Output Device
Frame

Fig. 13.32
CARCall Line
Status Frame

M QAD

To make changes, respond No to the prompt asking if theinformationis
correct. The Item Selection frame displays so that you can proceed
through the detailed usage frames again.

Output Device Frame

If you accept the information in the confirmation frame, the next frame
prompts you for an output device.

1 Call Activity Recording

UserMenu Edit Oueue Options Help

Call ID: CA119 End User: 1001005

‘ Output: [T él‘

Bill-To: 1001000

Enter an output device, and press Go to process inventory. The system
processes inventory and generates a report to the output device. This
report includes:

+ Itemsissued or returned

- Labor/expense transactions

» Updatesto the installed base

« Inventory errors or warnings the system encountered during
execution

Whether you are generating an invoice or not, items that you recorded as
consumed are no longer available in inventory. The system issues them
immediately or transfers them to the call line site and issues them.

Call Line Status Frame

Figure 13.32 illustrates the Call Line Status frame.

: Call Activity Recording [_ O] ]
UserMenu Edit Oueue Options Help

Call ID: CA119 Bill-To: 1001000 End User: 1001005 ‘

Call Line Status
Line Item Serial Status Dates

2z 10-10000 48393021/A3 COMPLETE  yes

1 10-10000 449877/A23 COMPLETE [
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The line number, item, and serial number display. Use the arrow keysto
display the next and previous line numbers.
Status. You can require apassword for thisfield. The system setsthe  Tip
call line status to complete or closed, depending on the setting of To prevert
. . . invoicing, change
Close on Recording. For a status of complete, inventory issues must the line status.
complete with no errors. If the system detects errors, the line remains
open and the report status is hold rather than invoiceable. You can

invoice line items with a compl ete status.

Dates. You can record date information about the handling of this
call. Usethisif you have contract obligationsto repair items within a
defined time limit. To track the success of meeting the contract
obligations, you can compare when the you received the call to when
you resolved the problem.

Iltem Dates Pop-Up

Specify Yesto the Dates field to display the pop-up window in
Figure 13.33. The dates in these fields are reference only.

Note |f MTZ isactive, adisplay time zone pop-up appears before the » See Chapter 4,
date pop-up. This way, whoever is entering the dates and times—either al og'etfl?fg;rpn%re
engineer or a clerical person—can choose how dates and times are information.
entered. The Date Complete, because it has no time, is an exception. It is

entered relative to the end user’s time zone, regardless of the display time

zone chosen.

Item Dates Fig. 13.33

Start Down: [03708799 ..e; 15:0a %tllrﬂglnDeaéte;tH;
End Down: [03708/93 Time: [16-39
JobStait: [ 7 7 Time:|[ : Frame
Date Complete: m

Start Down. This date and time default from the call creation time.
They indicate when the item you are servicing became dysfunctional.

End Down. This date and time default from the system date and time
and indicate when the item became functional again.

Job Start. This date and time records when you started work on the
problem.

IQAD
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» See Chapter 4,
“Multiple Time
Zones,” for more
information.

Fig. 13.34
Call Status Frame

M QAD

Date Complete. This date defaults to the system date and indicates
when you finished work on this line item.

Call Status Frame

When you complete al line items, afinal frame enables you to specify a
status for the entire call and modify call dates and times.

Note If MTZ isactive and you did not edit call line dates, a display time
zone pop-up appears before the call status frame. Your selection in the
pop-up determines how the system presents dates and times on the call
status frame.

+ Call Activity Recording [_[O] =]
UszerMenu Edit Queue Options Help

B E b

Call ID: CA119 Bill-To: 1001000 End User: 1001005

Call Status

Status: IEDMPLETE Complete Date: [09/08/99 Time: [16-41
Close Date: | £ 7 Time: H

Mext Status Date: (03708793 Time: [15:04

Generate Invoice:  |yes

Invoice Number:

Status. You can require apassword for thisfield. The system attempts

to set the call’'s status to complete or closed, depending on the setting
of Close on Recording. It sets the call’s status to complete if all line
items are complete. It sets the status to closed if line items are
complete and no open MOs exist. If these conditions are not met, the
system does not change the call’s status.

Complete Date, Time. When the system sets the status to complete, it
enters the completed date and time.

Close Date, Time. When the system sets the status to closed, it enters
the close date and time.

Next Status Date, Time. Displays the value for the call. If you are
using call escalations and do not want the next escalation step to
affect this call, change the next status date and time.

Generate Invoice. This field appears only if Invoice From Recording
in the Call Management Control File is Yes and you make a change in
CAR that can affect the pending invoice. If Invoice from Recording is
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No, you must process the invoice in Call Invoice Recording
(11.1.1.15). If you set the call status to hold or cancel, you cannot set
Generate Invoice to Yes.

If you accept the Yes value for Generate Invoice, the system creates a

pending invoice for lines that have a complete or closed status. If the

call's status is complete or closed and Generate Invoice is Yes, the

system invoices all lines.

Invoice Number. This field appears only if Invoice From Recording in Tip .

the Call Management Control File is Yes and you did not access th ﬁge'r”‘é%‘iﬁ o

Call Status frame because the call status is closed or hold. If Invoic&e the next invoice

from Recording is No, you must process invoicing in Call Invoice number as defined
- . . . . in the Sales Order

Recording (11.1.1.15). You can specify an invoice number to print ofontrol File.

the pending invoice.

IQAD
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CHAPTER 14
Call Invoice Recording

Call Invoice Recording (CIR) is a complementary function to Call
Activity Recording. With CIR, you can create and review invoice detail
for callsin asummary or detail format. You can also review and modify

tax data.
Overview 472

Understanding CIR Summaries 478
Fixed Pricingin CIR 485
Call Invoice Recording 486

Detailed Accounting in CIR 501
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Overview

Call Invoice Recording (CIR) is acomplementary function to Call
Activity Recording (CAR). It uses the same setup codes and service type
information as CAR or any other call management activity.

The Invoice From Recording field in the Call Management Control File
determines where you can create pending invoices. If Yes, you can
generate the invoice for call activity from CAR. If No, you generate
invoices only in Cal Invoice Recording.

Even if you invoice call activity in CAR, the overview of costsin CIR is
helpful. Summary frames display costs and invoiceabl e amounts by
invoice sort and charge code type. You can review item details and
modify prices. The system updates these pricesin CAR when you review
the call. In CIR, call activity details display in similar framesto those in
CAR.

Using CIR, you can:
» Review high-level summaries of charges and billing amounts.

» Check invoice detail, correct data entry errors, or adjust prices and
covered amounts before you print the invoice.

» Review and update sales order trailer information.
» Review tax calculations and edit tax amounts in the trailer.

If you make changesin CIR, the system regenerates the invoice when you
exit.

Generating Invoices

If you do not generate an invoice from Call Activity Recording, the

system generates a pending invoice when you enter CIR’s second frame.
The invoice includes amounts for all invoiceable reports for the closed or
complete lines on the call. Invoicing by report lets you invoice as often as
you need—even daily or hourly.

If you do not want the system to invoice a particular call line, set the line
item to a status other than complete or closed. You can also set the report
status to hold.

M QAD
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You can modify complete lines. For example, if an engineer submits daily
reports on acal line for alengthy installation, you can create more than
one invoice for the line. The first time through CIR, invoice amounts
include existing reports. If you create additional reports, regenerate the
invoice to add the new reports. When you post the invoice, invoicing
starts over.

After you post an invoice, you can continue to add more reportsto the call
line. You can review the invoiced reports, but you cannot change them.

Once you generate an invoice, print and post it using the standard invoice
programs in the Sales Orders/Invoices module. However, you can modify
call invoices only in the Service/Support module. This ensures that the
invoice remains synchronized with the call record details.

Managing Invoice Detalil

All billing details are available for review in Call Invoice Recording. You
do not, however, have to include all the detail on the printed invoice. You
can limit the amount of detail printed on the invoice using the Detail field.
Define adefault level of detail when you set up aninvoice sort in Invoice
Sort Maintenance (11.21.5). You can also specify adefault for an end user
in End User Address Maintenance. In CIR, you can modify the defaultsto
change the level of detail as needed.

Detail determines how billing information is presented on the printed
invoice. When Invoice Detail is Yes, you can print billing details for each
line recorded in CAR. When Invoice Detail is No for an invoice sort, the
system takes the entriesfor related service categories, totalsthem into one
line item, and displays one line of detail.

Invoice Detail determines how much detail can be printed on the invoice.
During invoice print, you use another field to control whether or not to
actually print the details.

Figure 14.1 illustrates the option in Invoice Print.

473
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Fig. 14.1

Printing Call
Invoice Detail

(7.13.3)

M QAD

+ Invoice Print [_[O] |

UszerMenu Edit Queue Options Help

_lli-ﬁ?lﬁzl@lw

This field
controls whether
any call detail

Sales Order: [CA100
Ship Date: f i
Sold-To:
Bill-To:

Language:

Invoice Date:

Print Only Lines to Invoice:

04/14 /00

yes

To:
To:
To:
To:

CA150

Include Debit Invoices: |yes
Include Credit Invoices: |yes

prints on
the invoice.

Message:

Print Lot/Serial-M hipped:
Print Features and I]pllnnx:
Consolidate Invoices:

Company Address:

Form Code:

Discount Detail:

Discount Summary:

no

no

10000001

1
MNone

Mone

Frint Call Invoice Detail: |yes

Output:
Batch 1D:

If Print Call Invoice Detail is Yes, the system prints either the summarized
line or al details you recorded, depending on the setting of Invoice Detail
for theinvoice sort or for the call linein CIR.

If Print Call Invoice Detail is No, the system prints only the call lines—
the items for which service was provided—with associated information
and a total invoice amount.

Note When you use fixed pricing, no pricing information prints for the
detail since you provide all the service at one price.

Figure 14.2 is a sample invoice generated with Print Call Invoice Detail
set to Yes in Invoice Print. The Invoice Detail field for both the Items and
Labor invoice sorts is Yes. As a result, each item and operation prints in
detail. You can see the number of hours for each operation and the charge

code of BILLABLE.
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Fig. 14.2 )
Sales Order: CA147 Ship Date: 07/10/96 Pr.'t?]teDde't“_‘l’o'CQ
Order Date: 07/10/96 Purchase Order: wi a

It em Nunber UM  Repaired Backorder Tax Price Net Price
10- 10000 EA 1.0 yes 229.00
OASI S(TM COOLI NG SYSTEM
HOME/ | NDUST MODEL

Work Code: Tech CGeneral Call
Service Type: STANDARD STANDARD SERVI CE CONTRACT
Line Item Used Quantity Price Bill able
Type: | TEMS
1 44-1000 1.0 0.00 0. 00
SENSOR UNIT, Bl LLABLE 0. 00
2 44-3000 1.0 30. 00 30. 00
" SMART' POAER CONVERTER Bl LLABLE 0. 00
3 44-4000 1.0 49. 00 49. 00
WRING UNIT Bl LLABLE 0.00
Type: LABOR
1 LABOR 0.5 75.00 37.50
Rout i ne I nspection Bl LLABLE 0.00
2 LABOR 1.0 75.00 75.00
Fi x the Problem Bl LLABLE 0.00

Use the combination of detail fields to customize the appearance of the
invoice.

Use the Print on Invoice field to control the printing of call header
comments and line item comments when you create or update comments
in Cal Maintenance, CAR, and CIR. Comments print for items, labor,
and expenses if Print on Invoice is Yes for the comments and Print Call
Invoice Detail is Yesin Invoice Print.

Modifications in CIR

The information in Call Invoice Recording comes from the activity you
record and codes you use in Call Activity Recording. You can make some
modifications to prices and covered amounts in CIR. However, you must
make most changes in CAR and regenerate the invoice.

Item issuestake placein CAR. You cannot change item quantitiesin CIR,
since thiswould create errorsin inventory amounts. Similarly, you cannot
change charge codes, work codes, and service categories in CIR—they

IQAD
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control the detail that CIR summarizes. For this reason, many fieldsin
CIR are display only.

Prices

You can modify and adjust pricesin CIR, including list price, net price,

exchange price, and covered amount. CAR reflects any pricing changes
you make in CIR. If you change the covered amount and contract limits
exist, the system recal culates the remaining contract amount.

Tax Data Elements

» See Chapter 7, If you use taxes, the system sets default tax informationin CAR at the call
Taxes in SSM.”  header and line level. In CIR, the tax status and class of activity records
on page 219 for . .
details on how defaults from the service category for labor and expenses or the item
the system master for items. You can modify these tax fields as needed in CIR.
calculates taxes .
in call invoices. However, this change does not carry over to CAR.

Important |f you regenerate the invoice for acall line, the tax status and
class for activity records revert to the default.

Descriptions

To include a unique description of an operation or item on the invoice,
you can modify description fields. Like taxes, these changes are not
reflected in Call Activity Recording.

Trailer Information

On thetrailer, you can modify information such asthe tax data. If you edit
tax datain CIR, then make changesin CAR, your changes are overwritten
when the invoice is regenerated. This should not be a problem, however,
since the old tax amounts are no longer correct if you change a line’s
prices and quantities.

M QAD
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Coordinating CAR and CIR

Because the steps of call invoicing build on one another, coordinate these
activities carefully:

 Recording activity in CAR

» Generating an invoice

» Reviewing theinvoicein CIR
« Printing the invoice

» Posting theinvoice

These activities must occur in the proper sequence to prevent unexpected
results.

Example You print aninvoice for work on acall and send it to the

customer without posting it. Next you record more activity in CAR and
regenerate the invoice. Now the customer’s invoice does not match the
invoice amounts in the system.

Establish procedures to ensure that you synchronize printing and posting
invoices. When you post the invoice, the system clears amounts in CIR.
New activity then generates a separate invoice.

Important If you make changes to a line in CAR for which you have
generated or printed an invoice, a warning displays. Make changes to this
line with caution.

If you ignore the warning that a pending invoice exists and make changes
to the call line, you must regenerate the invoice to reflect these changes. If
Invoice from Recording is Yes in the Call Management Control File, the
system automatically regenerates the invoice when you complete CAR.

If you do not generate invoices in CAR, the system does not regenerate
the invoice until you access the call in CIR. To ensure that a new invoice
is generated, the system resets the Ready to Invoice field in Call Invoice
Recording to Yes and the Invoiced field to No. The invoice post routine
skips the invoice until you regenerate and reprint it.

This situation points out the importance of close coordination and well
planned procedures to manage these two activities.

IQAD
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Fig. 14.3
CIR Summary
Frames

M QAD

When the system regenerates an invoice, it does not delete the old one. It
simply replaces changed lines. This approach preserves any adjustments
you made in Call Invoice Recording.

Closing Calls

Close on Recording in the Call Management Control File determines
when and how the system closes a call. If Close on Recording is Yes, the
system closes calls with complete lines when you exit CAR. If Close on
Recording is No, you must close the call as a separate step after itis
invoiced. You can move aclosed call to history or delete and archiveit,
reducing the number of callsin the system.

Understanding CIR Summaries

When you enter Call Invoice Recording, a summary frame displays. This
summary gives an overview of activity in CAR and the resulting invoice
amounts. View the detail frames for more information.

If you did not generate an invoicein Call Activity Recording, the system
generatesit for you when you enter the summary frameillustrated in
Figure 14.3. The invoice includes invoiceabl e reports for call lines that
are complete or closed.

Call Invoice Recording
User Menu Edit Queue Options Help
Gall Selection
’7 Callld: CA148 Bill-To: 10010005  End User: 10010004
— Charge Summary
Hrs Cost Item Cost Exp Cost List Price Det
Warranty : 114 105 (3 230
Contract [} 0 (] 0
Charge Covered 5 0 ] L} 0
SU m mary Project : 0 o [] 0
Giveaway 0 o [] 0
Fixed Bill 0 ] L} 0
Billable 0 105 2 Kkl
— Billing Summary
LABOR 5 114 ] L} 0 ||no—
Billin EXPENSES 0 0 * 2 [no |
9
ITEMS 0 210 o kL] lnn—
Summary FIXED 0 0 ° o [no
] o ] 0 lnu—
] o ] 0 lnu—
Total : 113 210 & 77
Line Total 76.57 Cost 331.53 Margin -333%.
‘F1 =Help F2=Go ESC=End *Mext/Prev* Ctrl-X/C/¥=Cut-Copy-Paste
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Thetop half of the frame shows the charge summary. The bottom half isa
billing summary.

Note |Inthe summary frames, the system rounds humbers to the nearest
integer. Only the amounts at the bottom of the frame represent exact
guantities. This can cause some confusion. For example, the system
rounds up two quantities of 7.5 to 8. The summary total is 16 and the
exact total is 15.

Invoice Sorts Setup

Invoice sort codes determine much of the way the system presents
summary information in CIR.

Det Yes/No setting in Billing Summary frame.

Order of label in
Billing Summary
frame.

Invoice Sort Maintenance
User Menu Edit Queue Options Help

Invoice Soit: LABDR
Description: Labor

. Display Order: 1
Determines the Type: L Labor

display column
for costs.

Invoice Detail: yes
Include Fixed Price: no

— Language
Language: US  US English

Row label in

. Description: | Labor
Billing Summary Labek: [LABOR|

frame.

In Invoice Sort Maintenance (11.21.5), you define:

» Thetype of data summarized by the invoice sort code, represented by
the three columns in the Charge Summary frame.

» Therow labels and their order in the Billing Summary frame.
» The Yes/No setting of the Det column.

Understanding how invoice sorts are defined is helpful in understanding
CIR’s Charge Summary and Billing Summary frames.

479

Fig. 14.4
Invoice Sort
Maintenance
(11.21.5)

» See “Invoice Sort
Codes” on
page 83.

Display Order. Determines the sequence in which invoice sort codes

display in the Billing Summary frame. Define labels for different
languages in the Language frame.
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Tip

Labor istypel,
itemistypel, and
expenseistypeE.

Fig. 14.5
Summary Design

M QAD

Type. Controls how the system totals costs in the Charge Summary
costs. Labor costs display in column 1, item costs in column 2, and
expense costs in column 3.

Invoice Detail. Determines the default in the Det column of the
Billing Summary, unless you specify a different invoice format for
the end user in End User Address M aintenance.

When Invoice Detail is Yes, you can print detail on the invoice. If
Invoice Detail is No, the system totals the entries for a service
category into one lineitem and displays only thistotal. You can
choose Yes or No on each call.

Figure 14.5 shows how the system uses other codes in the design of the
CIR summary frames.

Row labels
represent the
seven Yes/
No fields in
Charge Code
Maintenance.

Rows show
invoice sort
code labels
based on the
Display
Order field.

Costs for each invoice sort with a Type of L are displayed here.

Call Invoice Recording
UserMenu Edit Queue Options Help

Call Selection
’7 CallId: CA148 Bill To: 10010005 End User: 10010004 |

— Charge Summary

Hrs Cost Item Cost Ezxp Cost List Price Det
Warmranty B 113 105 6 230
Contract 0 o 0 o
Covered 0 o 0 o
Project o 0 o [
Giveaway B o 0 o [
Fixed Bill 0 [} 0 [}
Billable (] 105 z 7

. Billing Summary

LABOR : 114 [] [ o |no

EXPENSES 0 0 s z o |

ITEMS 0 210 0 s o |

FIXED : 0 0 0 o [0 |
L] L] L] o lnn_
L] L] L] o lnn_

Taotal H 114 210 g 11

Line Taotal 76.57 Cost 331.53 Margin -333%.

|F1 =Help F2=Go ESC=End *Mext/Pre¥* Ctl-X/C/Y=Cut-Copy-Paste

Value comes from Invoice Detail in End User Address or Invoice Sort Maintenance.
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Charge Summary

In the Charge Summary, the columns represent invoice sorts and the rows
represent types of charge codes. The Hrs Cost column displays labor
costs, invoice sort type L. The Item Cost column displays item costs,
invoice sort type |. The Exp Cost column displays expense costs, invoice
sort type E.

The system separates costs by type of charge code. The seven Yes/No
fieldsin Charge Code Maintenance (11.21.21.1) correspond to the seven
rows in the Charge Summary frame.

Charge Code Maintenance
User Menu Edit Queue Options Help
Each field
represents a
different type Charge Code:
of charge, Description: Contract Charges
reflected in —— Wananly: no
the Charge Contract: yes
Covered: no
Summary Project Mandatory: no
rows in CIR. Fized Price Billable: no
Billable: no
Giveawa: w: no

In the exampleillustrated in Figure 14.5, awarranty provides 50%
coverage for items, 100% coverage for |abor, and 75% coverage for
expenses. As aresult, item charges are split between the Billable and
Warranty rows, while labor costs are entirely in the Warranty row. No
expense costs were recorded.

The List Price column displays the total price for items, labor, and
expenses for the service activity related to each charge code. In this
example, thelist price has both warranty and billable amounts. The
billablelist priceisusually the same asthe total displayed at the bottom of
the Billing Summary frame. Here, the total is $76.57. Thisis the amount
the end user pays for the service.

Note If you use only fixed pricing, Line Tota reflects the Fixed Bill
amount. If some call lines use fixed billing and others do not, the fixed
billable and billable amounts together represent the line total.

The column labeled Det, Invoice Detail, in the Charge Summary refersto
the Yes/No fields in the Billing Summary frame.

Fig. 14.6
Charge Code
Maintenance
(11.21.21.1)

IQAD



482

» See “Invoice Sort
Codes” on
page 83.

Table 14.1
Sample
Invoice Sorts

M QAD
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Billing Summary

The Billing Summary frame provides another summary view of CAR
financial data.

Billing Summary Columns

The Billing Summary frame displays the total cost for each invoice sort.
You can see how costs are broken out for items, labor, and expenses. The
List Price column shows the total billing amount for each invoice sort.

The Det (Detail) column applies only to the Billing Summary frame. Use
this to determine whether detail or only summary amounts can be printed
on theinvoice. The value of Det defaults first from the invoice format for
the end user in End User Address Maintenance. If the end user has no
invoice format, Det defaults from Invoice Sort Maintenance.

Billing Summary Rows

TheBilling Summary rows display invoice sort |abelsin the order defined
in Invoice Sort Maintenance. Up to six invoice sorts display. Table 14.1
shows how the invoice sorts for the example in Figure 14.5 are defined.

Label Order Type Detail
LABOR 1 L No
EXPENSES 2 E No
ITEMS 3 | No
FIXED 4 E No

Effect of Exchanges

Because the summary frames display summary information only, some
details are not explicitly reflected. One such detail is an exchange credit
for itemsin CAR.

If you return items for credit in CAR, Billable List Price of the Charge
Summary reflects the credit amount. The Billing Summary also showsthe
credit amount, although it is not labeled.



Billable total
in previous
example was
$77. Now it is
$37,
reflecting the
$40 credit for
a returned
item.

Billable amount —

for items was
$75. Now it is
$35, reflecting
$40 dollar credit
for a returned
item.

Call Invoice Recording
User Menu Edit Queue Options Help

CALL INVOICE RECORDING 483

Fig. 14.7

Billing Summary
with Exchange

Call Id: CA150 Bill-To: 10010005

Call Selection
’7 End User: 1001000a

- Charge Summary

His Cost Item Cost Exp Cost List Price Det
Warranty B 114 105 3 230
Contract o 0 o 0
Covered o 0 o 0
0 ] ] 0
Giveaway 0 o L] (]
Fixed Bill [} (] 0
Billable [} z 37
[ Billing Summary
LABOR : 114 [ [ 0 |no
EXP 0 0 s 2 [oe
ITEMS 0 210 35 o |
FIXED 0 0 ° 0 [re
] [] ] 0 lno_
: ] [] ] 0 lno_
Tatal : 114 210 ] 37
Line Total 36.57 Cost 331.53 Margin -807%.

\F1 =Help F2=Go ESC=End *Mext/Prey* Ctrl-X/C/¥=Cut-Copy-Paste

This example shows the invoice summary for the same activity asin
Figure 14.5, except that an item was exchanged in CAR for a $40 credit.
Without this credit, the billable amount for itemsis $75. With the credit, it

is $35.

Total Summary Bar

When the Billing Summary frame displaysin Call Invoice Recording, a
message bar indicates summary totals.

- Line Total represents the invoice amount before adjustments or taxes

are added.
» Cost showsthetotal cost of the service call.

« Margin percentage indicates the call’'s gross profit or loss, calculated

according to this formula:

Margin = (price — cost)/price

The system calculates the margin using price and costs before it adds

taxes and trailer code amounts.
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Fig- 14.8 = Call Invoice Recording ﬂ!
Summary Frame at User Menu Edit Queue Options Help

Completion of CIR

Call Selection
’7 Callld: CA148 Bill-To: 10010005 End User: 10010004 |

— Charge Summary

Hrs Cost Item Cost Exp Cost List Price Det
Warranty : 114 105 6 230
Contract o 0 (] o
Covered o 0 (] o
Project : [] 0 (] []
Giveaway [] 0 (] []
Fixed Bill L} 0 (] L}
Billable L} 105 2 Kk

— Billing Summary

LABOR 5 112 0 (] L} no

EXPENSES o 0 8 2 no

Adjustment ITEMS ] 210 o s no

amount FIXED : o 0 0 o no

includes i : o o s

. ] 0 [ o no
discount Total : 114 10 8 77

percent and

R Line Total 76.57 Cost 331.53 Margin _-333%.
trailer charges. |[TTEE. a D Tota 3

\Press space bar to continue.

Tax amounts for the call lines display here.

» Adjustment displays discount percent and trailer amounts for the call.
 Tax summarizes the taxable amountsin the trailer.
- Total represents the invoice’s billable amount.

M QAD
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Fixed Pricing in CIR

CAR and CIR manage fixed price service differently from other activities. » See “Fixed

i i i i i i i Pricing in CAR”
Figure 14.9 illustrates invoice summary frames for fixed pricing. on page 405,
Call Invoice Recording F|g 14.9 .
UserMenu Edit Queue Options Help F|Xed F’I’ICIng
in CIR

Call Selection
’7 Call Id: CA151 Bill-To: 10010005 End User: 10010004 |

— Charge Summary
You can Hrs Cost Item Cost Exp Cost List Price Det

record costs Wananly o 0 o o
Contract 0 L] 0 o

for a charge Covorad : . . : :
code with fixed Project . . . .
billable set Giveaway o 0 o 0

to YeS.— - Fized Bill B 114 210 8 450

Billable : o /o—/’ o

All prices : 112 [ 0 o |ne
reflect the f EXPENS] 8 v 0 s o [no
. f th TEMS : 0 0 [} no
p_nce or _e FIXED 5 (] 0 0 450  |no
fixed repair; . o a o o [
no prices are g o [ 3 o [ne
detalled Taotal H 114 210 g 450
individually. Line Total 450.00 Cost 331563 Maigin _ Z6%.

|F1 =Help F2=Go ESC=End *Mext/Pre¥* Ctl-X/C/Y=Cut-Copy-Paste

In the Cost Summary frame, the system records costs using a charge type
with Fixed Billable set to Yes. Thelist price isthe fixed repair price, not
the total for individual items recorded.

In the Billing Summary, costs display for invoice sort codes based on the
invoice sort’s service categories. The price displays for the Fixed Price
invoice sort.

Note You can combine exchange credits with fixed priced service. A
negative amount displays in the List Price column for items, and the
system reduces the line total by the credit amount.
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Call Invoice Recording

This section gives reference information for Call Invoice Recording
fields. You progress through this function in several frames. Some frames
are optional, depending on field settings.

Table 14.2
CIR Frames Frame Req  Purpose

Header Y Select call and display related information.

Comments N If Commentsis Yes, view or update call header
comments.

Summary Frame Y View summary invoice information and set
detail fields.

Item Selection Y Select the call lineitem to review.

Comments N If Commentsis Yes, view or update call item
comments.

Labor/Expense Totas N Select |abor/expense invoice sorts.

L abor/Expenses N If you enter an invoice sort, view or update its
summary data.

L abor/Expenses Detail N If Det is Yes, view or update detailed
information for thisinvoice sort.

Comments N If Commentsis Yes, view or update operation
comments.

Item Totals Y Select item invoice sort.

Item Usage N If you enter an invoice sort, view or update
summary data for the sort.

Item Detail N If Det is Yes, view or update detailed
information for the invoice sort.

Comments N If Commentsis Yes, view or update item usage
comments.

Trailer Y Enter taxable or nontaxable trailer codes and
other trailer information.

Summary Frame Y View summary invoice information with tax

M QAD
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Many CIR frames are similar to CAR and in fact use the same programs.
As Figure 14.10 shows, the header frames of Call Invoice Recording
(11.1.1.15) are similar to Call Activity Recording (11.1.1.13).

B Colwoeheonig B Fig. 14.10
Call Invoice
Recording
Call Selection (111115)
’7 Call ID: CA349 Bill-To: 1008000 End User: 1008000 |
. Bill-To End User
Custom Homes and Buildings Custom Homes and Buildings
2670 Tenth Street 2670 Tenth Street
Suite 100 Suite 100
Phoenix AZ 85028 Phoenix AZ 85028
United States of America United States of America
Status: complete  Completed Call Channel: |
Reports on Priority: 90 Curr: USD Language: ]—
this call Price List: S5M1 Taxable: |no 07725797
PO: Temms: | 2/10-30
ar_e re_ady Assignad: PKH Ready to Invoice: [yes  Comments: [no
to invoice. Work Code: tech Invoiced: [no
Site: 10000 Invoice Number:
Description: General call defaults set up F Project:

Header Frame

You can access acall in CIR if it meets one of the following conditions:

» Thecall statusis closed or complete. A warning displaysif thecall is
on hold or canceled.

» The call has at least one line with acomplete or closed status and an
invoiceable report. Otherwise, the call is not ready for invoicing.

Note You can review acall with acanceled statusin CIR, but you cannot
generate an invoice for it. You can review a call with ahold status and
generate an invoice for any complete or closed lines. In both cases, a
warning displays regarding the call status.

Most header fields display information you entered for the call in Call
Activity Recording. Display-only fields include End User, Price List,
Assigned, Work Code, Priority, Status, Site Description, and Currency.

You can update PO, Channel, Language, Taxable, Terms, Ready to
Invoice, Invoiced, Invoice Number, and Comments. Except for Ready to
Invoice and Invoiced, these fields default from Call Activity Recording.

You can change Bill-To only if you have not generated a pending invoice
for the reports on the call.
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Ready to Invoice. Thisfield defaultsto Yesif you have not printed an
invoice for al service activity on the call. Invoice Print requires this
field to be Yes before it prints the invoice. Change the field to No to
prevent invoicing.

When invoice print completes, the system prompts you to update the
invoice. If you respond Yes to the prompt, the system sets Ready to
Invoiceto No and Invoiced to Yes. Thisindicates you have printed
the invoice and can post it to Accounts Receivable. It prevents the
system from generating duplicate invoices. To reprint an invoice,
reset Ready to Invoice to Yes.

Posting the invoice sets both Ready to Invoice and Invoiced to No. If
you record more activity for the call and alineis completein Call
Activity Recording, the system sets Ready to Invoice to Yes.

Invoiced. Yes indicates that a pending invoice exists and you can post
some quantities on the call. Invoice Print sets Invoiced to Yes and
Ready to Invoiceto No if you update the invoice. Thisindicates you
have printed the invoice and can post it to Accounts Receivable. It
prevents the system from generating duplicate invoices. When you
have posted the invoice, the system sets Invoiced to No.

Run Invoice Post immediately after you print and verify invoices. If
you make changesto alinein CAR after you generate or print an
invoice for it, awarning displays. Make changesto thisline only with
caution.

If you ignore the warning about the existence of a pending invoice
and make changes to the call line, generate a new invoice to reflect
the changes. To ensure that anew invoice generates, the system resets
Ready to Invoice in CIR to Yes and Invoiced to No. The invoice post
routine disregards the invoice until you regenerate and reprint it.

Invoice Number. To supply an invoice number for the printed invoice,
enter it here. If you leave thisfield blank, the system uses the next
invoice number in the Sales Order Control File.

Project. This field has no effect on the call invoice. The salesand
sales discount projects specified in CAR default to the invoice when
it is generated.
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Summary Frame

If you did not generate an invoice from Call Activity Recording, the P See _
system generates an invoice for invoiceabl e line items when you enter the ggdgasrﬂg;?egs“
summary frame. This frame and its various features was discussed on page 478 for
previ ousl y. details.

Call Line Detail Frames

When you leave the Billing Summary frame, you enter a sequence of
frames similar to Call Activity Recording. First aline item selection
frame displays. After you select acall lineto review or update, labor and
expense frames display first, then item usage frames. After you make
changes and complete the trailer, the system recal cul ates the invoice and
redisplays the summary frame.

The various detail frames let managers or supervisory personnel examine
the CAR data and adjust prices before invoicing the customer.

Call Selection Frame

When you leave the Billing Summary frame, the Call Selection frame
displays, as shown in Figure 14.11. Call ID, Bill-To, and End User are
output only.

Call Invoice Recording Flg' 14.11 3
User Menu Edit Queue Options Help Call Selection
Frame
Call Selection
F Call ID: CA349 Bill- To: 1002000 End User: 1008000 ‘
Item Selection
Ln Item Fix Aty Repaired Net Price Invoice Cost
1 10-10000 no 1.0 1,126 609
Item Detail
Revenue Prod Line: | 1000 Fized Price: 0.00
Comments: [no - Total List Price: 2, 208
Taxable: |no 2| Covored Amount: 1,082
UM: [EA Serial: 48399021/A3
Sales Acct: [3000 [s100 [oro0 | Work Code: Tech
Dise Acct: [3300 [s100 [oroo (| Sve Group:
Description: |[DASIS(TM) COOLING 5Y¢ Site: 10000
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Item Selection Frame

In the Item Selection frame, you can select acall line with activity to be
invoiced. Other line fields are output only. Use the arrow keysto scroll
through call lines. The Item Detail frame displaysinformation related to
the selected line. This example displays item detail for line 1.

The Item Selection information defaults from Call Activity Recording
and the price and cost on the Billing Summary frame. The system
calculates the total fields from the detail information. You cannot modify
total fields. Make changesto prices or covered amounts at the detail level.

Ln. Line number refersto the cal linein Call Maintenance or Call
Activity Recording.

Item. Output only. Displays the number of theitem being serviced on
thiscall line.

Fix. Output only. Fix indicates whether or not you repaired thisitem
a afixed price. You enter thisvaluein Call Activity Recording.

Oty Repaired. Output only. Qty Repaired isthe total of thisitem that
you repaired in this call. You enter thisvalue in Call Maintenance or
Call Activity Recording.

Net Price. Output only. The amount you bill the customer for this call
line. Use Net Price to track margins and compare service costs and
coverage Costs.

Invoice Cost. Output only. The cost of servicefor thiscall line. This
can be zero, less than, or greater than the net price for the item. Use
Invoice Cost to track margins and compare service costs and coverage
Costs.

Item Detail Frame

Revenue Prod Line. The product line for the income you generate

from servicing thisline item. The revenue product line and the item

product line can be different. The system finds a default revenue

product line from product lines you define in Revenue Product Line
Maintenance, using the call line’s service type and work code, and the
item’s service group or product line.

M QAD
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If no revenue product line exists, the system uses as a default either

the service type’s product line or the item’s product line, based on Use
Item Prod Line in the Service Management Control File. If Modify
Sales Accounts is Yes in the Call Management Control File, you can
modify the sales and sales discount accounts of this product line.

Comments. If Yes, you can review or update the call line’'s comments.
After you select or enter comments, you can specify where you want
to print them.

Taxable. Defaults from the value of Taxablein CAR and sets the » See Chapter 7,

: : “Taxes In SSM,”
default for each line of detail. on page 219 for

Tax Class. The tax class of the detail records affects tax calculation. ?heete}s'lyss?enmhow

. . . . calculates taxes
UM. If Fix is No, you can edit this field. It defaults from the item’s in call invoices.

unit of measure in the item master. For non-inventory items, UM is
blank. If Fix is Yes, the fixed price unit of measure in the Call
Management Control File displays.

Sales and Discount Account, Sub-Account, Cost Center. The system » See “Detailed

displays the Sales and Sales Discount accounts. These accounts ﬁ]cg?g?gﬂg
default from the revenue product line unless you define aternate page 501 for
accountsin Sales Account Maintenance (1.2.17). more details
about account
You can modify these account components only if Modify Sales usage.
Accountsis Yesin the Call Management Control File.
When you post an invoice, the system:
« Credits the Sales account with the total sales amount, minus
discounts or tax-included amounts. The system records this
amount in sales history and uses it to calculate commissions and
terms discounts. To distinguish it from other memo items, the
system stores sales history for call activity with atype of R,
repair.
« Dehits the Sales Discount account for the total sales amount
minus the extended list price.
Sales and Discount Project. Enter an optional code identifying the » See “Project
general ledger (GL) project associated with the sales and sales gr?%gz('?” o
discount amounts for this call line item. These fields default from more
CAR. The sales and discount project are typically the same. information.
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If Verify GL Accountsis Yesin the System/Account Control File, the
system verifies that the project exists and is active and that it is valid
with the other account components.

Description. For inventory items, displays the first line of the item’s
description in Item Master Maintenance.

Note The fields on the right side of the Item Detail frame are output
only.

Fixed Price. If you specify a fixed price for this line item on the call's
price list, it displays here. The fixed price displays even if Fixed Price
is No for this service activity. Use this as reference if you provide
fixed price repairs as an alternative to contract and warranty
coverage.

Total List Price. For this line item, the total of all list prices for items,
expenses, and labor. If any part of this service is covered, Total List
Price is more than the net price in the Item Selection frame.

Covered Amount. The amount of service activity covered by the
contract, warranty, or service type. The system calculates net price in
the Item Selection frame from the total list price minus the covered
amount.

Serial. The serial number of the repaired item.

Work Code. The work code for the repair, recorded in Call
Maintenance or Call Activity Recording.

Service Group. The service group of the item, which you define in
Service Item Maintenance.

Site. The line item'’s site in CAR. Site determines the From zone
when the system calculates tax data for this line item.
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Labor/Expenses Frames

After you press Go to accept and move past the call line frames, the

L abor/Expense Totals frame appears. You can review labor and expenses
recorded in CAR for each call line. Labor and expense details display by
invoice sort.

After you enter an invoice sort, you can review its detail linesin the
L abor/Expenses frame.

= Call Invoice Recording n! Fig. 14.12
Labor/Expenses
Frames
Call Selection
’7 CallID: CA349 Bill-To: 1008000 End User: 1008000 |

Item Selection
Ln Item Fix Qty Repaired Met Price Invoice Cost

1 10-10000 no 1.0 1,126 603

Labor/Expense Totals
’Tnvoice Sort: LABOR Cost: 108_00 Price: 0 |

Labor/Expenses
Ln Svc Cat Aty Required List Price Det

Invoice Sort. Enter an invoice sort associated with the labor and
expense service categories recorded for the line item. When you
select an invoice sort and press Enter, the system fillsin the cost and
price and displays the Labor/Expenses frame.

Cost. Output-only field displaying total labor or expense costs for the
invoice sort.

Price. Output-only field displaying the net price of details recorded
for thisinvoice sort. Thisis the amount you bill the customer.

Ln. Usethisfield to select the line of detail summarized by this
invoice sort that you want to review. Use the up and down arrows to
scroll through lines.

Svc Cat. Output-only field displaying the line’s service category.

Oty Required. Output-only field displaying the number of units of
this service category recorded in CAR.
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Tip

Fixed price service
uses one price and
you cannot modify
prices for
individual details.

Fig. 14.13
Labor/Expense
Detail Frame

M QAD

List Price. Output-only field displaying the price of one unit of this
service category. To modify the price, set Detail to Yes.

Det. If Yes, the next frame is the Labor/Expense Detail frame.

Labor/Expense Detail

If Det in the Labor/Expenses frameis Yes, the Labor/Expense Detail
frame displays when you enter Go to accept the labor or expense val ues.
Output-only fields display values updated in Call Activity Recording.

Call Invoice Recording Hu

User Menu Edit Queue Options Help

Gall Selection
’7 Call ID: CA349 Bill-To: 1003000 End User: 1008000 ‘

Item Selection
Ln Item Fix Bty Repaired Net Price Invoice Cost

1 10-10000 no 10 1,126 609
Labor/Expense Totals
’Tnvuice Sort: LABOR Cost: 108.00 Price: 0 ‘

I sharfEunansas

— Labor/Expense Detail

Service Category: LABOR Charge Code: COYERED
Total Cost: 23
List Price: [s| Qty Required: 0.5

Covered Amount: |0

Description: |Routine Inspection
Taxable: no Comments: |no

Service Category. Output-only field displaying the line’s service
category.

Charge Code. Output-only field displaying the charge code for this
labor or expense line.

Total Cost. Output-only field displaying the total cost for this labor or
expense line.

List Price. The price for one unit of this service category. You can
modify the price, unless you are providing the service at a fixed price.
Fixed price service uses one price and you cannot specify prices for
individual details. Changes you make here display in Call Activity
Recording, and the system recalculates the invoice’s net price.

To control changes, protect this field with a password.
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Qty Required. Output-only field displaying the number of units of
this service category recorded in CAR.

Covered Amount. Displays the covered amount for this labor or

expense line for review or update. Changes you make here display in

Call Activity Recording, and the system recalculates the invoice’s net
price. To control changes, protect this field with a password.

Description. Displays the description of the standard operation or
operation step from a routing. For expenses, Description is blank
unless you entered a description in CAR. You can modify description,
but changes are not reflected in CAR.

Taxable. If Yes, the system calculates taxes for the line. The default » See Chapter 7,

; Faa “Taxes in SSM,”
0!ependso_n the taxabl e status of the call line and whether thelineisa on page 219 for
fixed repair. details on how

. . . . the system
- If thisis not afixed price service and the taxable status of the call calculates taxes
lineisNo, the taxable status of detail record is No and you cannot in call invoices.
changeit.

- If thisis not afixed price service and the taxable status of the call
lineis Yes, the taxabl e status of the detail record defaults from the
value in Service Category Maintenance for the service category.

- If thisisafixed price service, the system cal culates tax at the call
line level. The taxable status of detail record is the same as the
call line’s status and you cannot change it.

Tax Class. Enter a tax class previously defined in Tax Class
Maintenance (2.13.1.5). GTM tax classes help determine the tax
environment (set of tax types) for the transaction.

Tax Class defaults from Service Category Maintenance. If the current
call line is not taxable or is a fixed price service, Tax Class is blank
and you cannot change it.

Comments. Yes displays the comments transaction frame, where you
can review and update comments entered in Call Activity Recording
for labor/expense transactions.
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Fig. 14.14
Item Totals and
Usage Frames

M QAD

Item Totals and Item Usage Frames

After you review labor and expense invoice sorts, you can review item
usage. The two frames are similar.

When you select an item invoice sort in the Item Totals frame and press
Enter, the system fillsin the cost and price and displays the Item Usage
frame. You can review each detail line for an item invoice sort in the Item
Usage frame. Output-only fields display information from Call Activity
Recording.

In CAR, you can issue, return, and exchange items on the same line of
detail. To ensure proper tax detail, CIR displays these actions as separate
records.

Call Invoice Recording Hu

User Menu Edit Queue Options Help

Call Selection
’7 Call ID: CA349 Bill- To: 1008000 End User: 1008000 ‘
Item Selection
Ln Item Fix Qty Repaired Net Price Invoice Cost
1 10-10000 no 10 1,126 609
Item Totals
’Tnvuice Sort: items Cost: 43¢ Price: 1,122
Item Usage
Ln Item Bty Required Oty Returned Exchange Detail
1 441000 z.0 0.0 no yes

Invoice Sort. Enter an invoice sort associated with the items you used
to repair the call line item. The invoice sort must be type I, for item.
When you select an invoice sort and press Enter, the system fillsin
the cost and price and displays the Item Usage frame.

Cost. Output-only field that displays the total cost for itemsin the
invoice sort.

Price. Output-only field that displays the total net price for itemsin
the invoice sort. Thisisthe amount you bill the customer. Service
coverage can make the net price less than the list price.

Ln. Use thisfield to select the line of detail summarized by this
invoice sort that you want to review. Use the up and down arrows to
scroll through lines.

Item. Output-only field that displays the inventory item number you
used in this service activity.
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Qty Required. Output-only field displaying the number of unitsyou
used of thisitem.

Qty Returned. Output-only field displaying the number of units you
returned of thisitem.

Exchange. Output-only field indicating if you specified an exchange
credit for returned items.

Detail. Controls whether or not the Item Detail frame displays next.

Issue Detail Frame

The output-only fields display values you entered in CAR.

Call Invoice Recording Fig. 14.15

Issue Detail Frame

Call Selection
’7 CallID: CA349 Bill-To: 1008000 End User: 1008000 ‘
Item Selection
Ln Item Fix Qty Repaired Net Price Invoice Cost
1 10-10000 no 1.0 1,126 609
Item Totals
’Tnvoice Sort: items Cost: 4%6 Price: 1,122 ‘
Itam lleana
. Issue Detail
Service Category: detail Charge Code: COVERED
Total Cost: 230
List Price: [T Qty Required: 2.0
Covered Amount: |98 Serial:
Description: | SENSOR UNIT,
Taxable: no Comments: [no

Service Category. Output-only field displaying the item’s service
category.

Charge Code. Output-only field displaying the charge code for the
item issued.

Total Cost. Output-only field displaying the total cost for this issue
line. This field is zero for items you return or exchange.

List Price. The price for one unit of this item as you entered it in Call
Activity Recording. You can modify the price unless you are
providing this service at a fixed price. Fixed price service uses one
price for the line and you cannot specify prices for individual details.
You can protect this field with a password to control modifications. If
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you make changes, the system displays them in Call Activity
Recording, and recalculates the net price for the invoice.

Qty Required. Output-only field displaying the number of units of
thisitem you used in Call Activity Recording.

Covered Amount. Displays the covered amount for the items on this
line asyou entered it in CAR for review or update. To control
modifications, protect thisfield with apassword. If you make
changes, the system reflects them in Call Activity Recording, and
recalculates the net price for the invoice.

Serial. Output-only field displays the serial number if you issued or
returned one serialized item.

Description. Description of the issued item as you entered it in Item
Master Maintenance or modified it in CAR. Description can be
modified, but changes are not reflected in CAR.

Comments. If Yes, you can review or update comments you recorded
in Call Activity Recording for the service detail.

» See Chapter 7, Taxable. Indicates if the system calculates taxes on this line of detail.
oo 25 or The default depends on the call line’s taxable status and whether or
details on how not this is a fixed price repair.
the system .. . . . ., .
calculates taxes - If this is not a fixed price service and the line’s taxable status is
in call invoices. No, the system sets the taxable status of all detail records to No

and you cannot change it.

- If this is not a fixed price service and the line’s taxable status is
Yes, the taxable status for items defaults from the value in ltem
Master Maintenance.

- If thisisafixed price service, the system calculates tax at the call
line level. The system sets the Taxable field at the detail level to
the value of the call line and you cannot changeit.

Tax Class. Enter atax class previoudly defined in Tax Class
Maintenance (2.13.1.5). GTM tax classes help determine the tax
environment (set of tax types) for the transaction.

Tax Class defaults from Item Master Maintenance. If the current call
lineis not taxable or is afixed price service, Tax Classis blank and
you cannot changeit.

M QAD
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Exchange Detalil

For items that you return for an exchange credit, aframe displaysthat is
dightly different from the Issue Detail frame. This section describes only
the fields that are different.

Call Invoice Recording

User Menu Edit Queue Options Help

Gall Selection
’7 Call ID: CA349 Bill-To: 1003000 End User: 1008000 ‘

Item Selection
Ln Item Fix Bty Repaired Net Price Invoice Cost

1 10-10000 no 10 1,131 355
Item Totals
’Tnvuice Sort: items Cost: 496 Price: 1,127 ‘
Iam llesna
— Exchange Detail
Service Category: items Charge Code: COYERED
Exchange Price: g Oty Returned: 1.0
Retumned Serial: RET-443
Description: |WIRING UNIT
Taxable: no Comments: |no

Exchange Price. Displays the amount of credit you specified in CAR
for this exchange. If you make changes here, the system reflects them
in Call Activity Recording and recal cul ates the net price for the
invoice.

Qty Returned. Output-only field displaying the number of items you
are exchanging.

Returned Serial. Output-only field displaying the serial number of the
exchangeitem. Thisfield has a value only when you return one
seriaized itemin CAR.

Fig. 14.16
Exchange Detail
Frame

Tip

To prevent price
from being
modified, secure
thefield by
requiring a
password.
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Fig. 14.17
Return Detail
Frame

Fig. 14.18

Cadl Invoice
Recording Trailer
Frame

M QAD

Return Detail

For items that you return without an exchange credit, the Return Detail
frame displays.

Call Invoice Recording

User Menu Edit Queue Options Help

Call Selection
’7 Call ID: CA343 Bill-To: 1008000 End User: 1008000 |

Item Selection

Ln Item Fix Qty Repaired Met Price Invoice Cost
1 10-10000 no 1.0 1,131 355
Item Totals
’Tnvnice Sort: items Cost: 496 Price: 1,127 |

. Return Detail

Service Category: detail Charge Code: COVERED

Oty Returned: 1.0
Retumned Serial:

Desciiption: |EAYENGEITTN
Taxable: no Comments: |no

Thefields on this frame are the same as on the Exchange Detail frame.

Trailer Frame

After reviewing the invoice detail, the trailer frame displays. Thisisthe
same frame that displays for standard sales orders that you create in Sales
Order Maintenance (7.1.1).

Call Invoice Recording

UserMenu Edit Queue Options Help

Call Selection
’7 Call ID: CA349 Bill-To: 1008000 End User: 1008000 |
Non-Taxable: 1,126 Currency: USD Line Totak 1,126
Taxable: 0 b o0s] Discount: 0
Tax Date: 07/25/97 Service 10 0
Freight 20 : []
Special 30 : []
Total Tax: o
View/E dit Tax Detail: Inu Totak 1,126
Cr Initials: Print Sales Order: yes AR Account: 1200
Credit Card: Print Pack List: ves Prepaid: o
Action Status: Print Iny Hist: yes FOB Poink:
Revision: 0 EDI In¥ Hist: no Ship Via: Best Way
EDI PO Ack: no Partial OK: yes BOL:-
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Most trailer fields default from the bill-to address and have the same
function as in sales orders. These fields include Discount Percent, Cr
Initials, Credit Card, Action Status, Partial OK, and Ship Via. By default,
CIR uses the taxable and nontaxabl e trailer codes in the Contract Control
File.

You can review and edit tax detail in the trailer. Unlike a sales order, » See Chapter 7,
; ; ; ; ; “Taxes In SSM,”
multiple lines of detail can exist for each call line. on page 219 for

. . . . details on taxes
In Call Invoice Recording, you create the invoice after you consume the in CIR.

items, rather than before they ship asin sales orders. For this reason, some
trailer fields are not relevant in CIR, such as Ship Via, FOB Point, and
Partial OK.

Detailed Accounting in CIR

Call Invoice Recording uses standard transaction and accounting
procedures as in other MFG/PROeB modules. This section describes
these transactions and the accounts they affect.

Service Accounts

Product lines manage accounting in MFG/PROeB. Before you record
service activity in CAR, you must set up product lines and the codes that
direct how transactions impact these product lines.

Several service accounts in the System/Account Control File (36.1)
support service activity.

: System/Account Control File |- (O] x] Flg 1419
UserMenu Edt Hueve Oplions Help Service Accounts
HAEIE DS in the System/
Service Accounts A_CCOUnt Control
Service Labor: [55M1000 | | File (36.1)

Service Overhead: 6491 A [ c100
Service Expense: [7400 5100 c100
Expense Due: |7410 5100 cl00
Service Returns: |5053 5100 cloo

The system uses the service accountsin the control file as defaults when
you define anew product line in Product Line Maintenance (1.2.1).
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Fig. 14.20
Service Accounts
in Product Line
Maintenance
1.2.1)

Tip

In service contexts,
machines do not
affect the formula.
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! Product Line Maintenance =] E3 |

UserMenu Edit Oueue Options Help

o e sl sl sy

Product Line: ssmil

Description: Service Product Line

Taxable: no
Tax Class:
Default Sub-Account: Override: no
Default Cost Center: Overide: no

— Service Accounts

Service Labor: [6550 : | 100
Service Dverhead: 6491 c100
Service Expense: |7400 c100
Expense Due: [7410 c100
Service Returns: |5053 c100

The system updates service accounts for GL transactions created in Call
Activity Recording and for expensed Material Orders (MOs).

Service Labor. For labor consumed in CAR, the system credits this
account and debits the WIP account.

Service Overhead. The system uses this account and the service labor
account to track labor burden for labor consumed in CAR. The
system credits this account and debits the WIP account.

The system cal culates |abor burden using the manufacturing
operation formulafor burden:

Hours * (Labor Rate * Work Center Burden % * .01 + Work Center Burden
Rate)

Service Expense. The system uses the Service Expense account to
track expensesin CAR. During CAR transaction processing, the
system credits the Service Expense account of the charge product line
for expense amounts and debits the WIP account.

The system also uses the Service Expense account when you order
MOs with a charge code. The system tracks the expense of the
ordered items using the Service Expense account of the product line
associated with the charge code.

Expense Due. During invoice post, the system debits the Expense
Due account for CAR expense amounts and credits the WIP account.

Returns Account. When you return itemsin CAR, the system credits
the Returns account and debits Inventory.
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The accounts updated during the processing of transactionsin CAR may
come from any of these product lines:

» The item’s product line

» The service type’s product line
 The charge product line

» Therevenue product line

Thefirst two product lines are collectively referred to as the WIP product
line, since that is the only account updated in CAR.

Note Eventhough CAR work centers supply information about labor
and labor burden, CAR does not use the work center’s department to
derive a product line.

CAR Reports and Work Orders

When you receive items from a customer through an RMA, you can
process the RMA by releasing it to a work order. This creates a rework
work order using the item'’s repair routing. You manage and complete the
work order in the Work Orders module.

Processing in CAR is similar, although in CAR you are recording work
that already took place. However, the work still consists of operations that
record labor and the items you issued. Each CAR report you generate is a
simple work order. The report creates work order transactions and affects
similar accounts.

Reports in CAR have a simpler life cycle than work orders. Work orders
follow this sequence:

* Processitem issues

« Process |abor and labor burden

 Receive work order (RCT-WO)

« Close the work order using Work Order Accounting Close (16.21)
Reportsin CAR do not go through the last two steps. The system
combines item and labor processing when you press Go from CAR'’s

inventory confirmation frame. The CAR report, or work order, has this
life cycle:

» Process item issues, |abor, and labor burden
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» Post the invoice, which is similar to work order accounting close

In general, the system updates accounts in CAR similar to the way it
updates accounts for awork order, except that service accounts are
updated when appropriate.

Variances in CAR

Another difference exists between accounting for standard work orders
and CAR work orders. The system tracks material and labor variancesfor
standard work orders. It does not track them for call activity.

The system calculates work order variances when the work order is
closed. Closing acall, however, isnot as final as closing awork order.
You can open a closed call and record more activity for it. The only time
you cannot change a call iswhen it is moved it to history.

For calls, the system cannot determine if a differenceis avariance or the
result of areport that you have not yet added to the call.

Product Lines in CAR

» See “Charge and  You can affect multiple product lines when you record activity in CAR.

m‘(%%“e?nem,, on  Theseproduct lines can be one of the following: the WIP product line,
page 101. charge product lines, and the revenue product line.

You can use the same product line for WIP, charges, and revenue.
Depending on how you separate accounts, you can set up and implement
product lines ranging from simple to complex.

Table 14.3 summarizes the accounts affected by recording activity and
posting call invoices.

WIP Product Line

In CAR, the system uses the WIP account of the call item’s product line
for all WIP transactions for the line item. You specify this product line
when you select a call item in Call Activity Recording.

The system determines the default product line for the WIP account based
on the value of Use Item Prod Line in the Service Management Control
File. If Use Item Prod Line is Yes, the WIP product line defaults from the

M QAD
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item’s product line. If No, it defaults from the service type’s product line.
You can change the default when you begin recording activity for a call
line. After you record activity, you cannot change the WIP product line.

The system uses only the WIP account from this product line, as one
general holding area. During CAR processing, the system records
amounts to the WIP account. When you post the invoice, the system
transfers these amounts from the WIP account to the correct charge and
revenue product line accounts.

Since call reports are similar to work orders, you can view financial
transactions using two reports in the Work Orders module. Enter the call
report number in the Work Order field of the following reports:

» Use Work Order Cost Report (16.3.4) to review costsfor acall report.

» Use Work Order WIP Cost Report (16.3.5) to review GL transactions
affecting WIP accounts for selected reports.

You cannot add a memo item to a standard work order. You can add

memo items to calls unless Items Must Exist is Yesin the Service

Management Control File. For CAR work orders with memo items, the

system uses the service site’s cost set. If none exists, the system uses the
cost method in the Inventory Control File to generate a work order cost
report.

Charge Product Line

The charge product line determines accounts for the cost of activity and
appears on the item, labor, and expense detail frames in Call Activity
Recording. You can relate charge codes to charge product lines to direct
costs to accounts depending on the type of coverage: warranty, contract,
billable.

The service accounts of the charge product line are important in CAR.
The cost of goods accounts are also used: COGS-Material, COGS-Labor,
COGS-Burden, COGS-Overhead, COGS-Subcontr. To isolate service
costs from manufacturing costs, use different Cost of Goods Sold account
numbers, or use sub-accounts and cost centers to permit distinct reporting.

During invoice post, the system searches for alternate cost of goods
accounts from Inventory Account Maintenance (1.2.13) for the
combination of product line, site, and location.
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Revenue Product Line

The revenue product line determines the sal es and sal es discount accounts
used for the income from service activity. You specify the revenue
product line per lineitem in Call Invoice Recording.

Product Line Account Search Algorithm

After you enter acharge or revenue product line, the system first looks for
aternate sales or inventory accounts. If these are not defined, it uses the
accounts defined in Product Line Maintenance.

Inventory Accounts

Call Activity Recording searches for product line accounts the same way
the rest of the system does. For an Inventory account, the system searches
for GL accounts set up for the combination of product line, site, and
location with Inventory Account Maintenance (1.2.13). If accounts for
site and location do not exist, the system searches for a match on product
line and site with a blank location. If these do not exist either, the system
uses the default GL accounts in Product Line Maintenance.

Sales Accounts

You can set up alternate Sales and COGS accounts with Sales Account
Maintenance (1.2.17), based on site, customer type, and channel. You
normally set these up for sales orders, but the system checks for these
aternate accounts when you post the call invoice.

You can define customer types and distribution channels in Generalized
Codes Maintenance. Channel normally refers to the distribution channel
originating the service activity.



Invoice Post searches for accounts based on the revenue product line of
the item repaired, the site associated with the call line item, the customer
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type of the end user’s customer, and the channel specified on the header in
CIR. The system searches for GL sales accounts in the following order:

 Product line, site, customer type, and channel

 Product line, site, and customer type, with a blank channel

« Product line, and site, with a blank customer type and blank channel
 Default GL accountsin Product Line Maintenance

Processing
Sep Action Account Product Line
Item Issue Credit Inventory Item
Dehit WIP Item
Item Returns | Credit Returns Charge
g(: Debit Inventory Item
g L abor Credit Service Labor Charge
° Debit WIP Item
E Credit Service Overhead Charge
Dehit WIP Item
Expense Credit Service Expense Charge
Debit WIP Item
Item Issues Credit WIP Item
Debit COGS-Materid Charge
COGS-Labor
COGS-Burden
COGS-Overhead
COGS-Subcontr
Item Exchange | Credit A/R Customer
4 Debit Sdles Revenue
o
I Labor Credit WIP Item
S Debit COGS-Labor Charge
= Credit wWIP Item
Debit COGS-Burden Charge
Expense Credit WIP Item
Debit Expense Due Charge
Employee
Billable Total | Credit Sales Revenue
Debit AR Customer

Table 14.3
Accounting in CAR
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CHAPTER 15

Call Escalation

Call escalation monitors the response times for calls. According to the
schedule and impact you define, it increases the visibility and
management involvement for calls that you have not serviced. Call
escalation helps ensure that calls are serviced in time and by the
appropriate personnel.

Using Escalations 510
Escalation Maintenance 516

Escalation Monitor 519
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» See Chapter 11,
“Call
Management,” on
page 307.
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Using Escalations

Call escalations let you track and correct a call's progress in its life cycle.
If you do not resolve a call within a a predefined time period, the system
automatically gives it higher visibility.

With the Call Queue Manager, you select calls by attributes such as
priority, status, and queue. Using call escalations, you assign callsto
specific queues, change their status, and increase their priority.

Since escal ations change the attributes of acall according to your design,
you must create the design carefully. Set up each escalation step so that it
changes the call in a particular way.

Note Escalations affect only open calls. Deleted or canceled cals are
excluded.

Enabling Escalations

You enable call escalations by setting Use Escalation to Yesin the Call
Management Control File (11.1.24).

Important You must also run the Call Escalation Monitor for escalations
to have an effect.

Before you can define other settings that affect escalationsin the
Escalation Control File, set Use Escalationsto Yes. If thisfield is No
when you access the Escalation Control File, the system displays a
prompt that indicates that call escalation is not active, and asks if you
want to enable escalations.

If you answer Yes, the system sets Use Escalation to Yesin the Call
Management Control File, and you can modify the Escalation Control
File. If you answer No, you cannot modify escalation fields.



CALL ESCALATION 511

Sample Escalation

Figure 15.1 illustrates a sample escalation. The Dispatch queue receives a
call with astatus of Pending. If a dispatcher does not address the call
within an hour, the system escalates it to Open status and routesiit to the
Engineer queue. If no engineer resolves the call within two hoursin this
queue, the system escalates the call again, thistime to Emerg, or
emergency status, and routes it to the supervisor’s queue for attention.

Fig. 15.1
Call opens 9am Sample Call
Next Escalation Seq 10 Escalation
Priority 90
Status Pending
Queue Dispatch
Time Allowed in Status 01:00
Settings at 10am
Next Escalation Seq 20
Priority 75
Status Open
Queue Engineer
Time Allowed in Status 02:00
Settings at 12pm
Next Escalation Seq 30
Priority 50
Status Emerg
Queue Supervisor
Time Allowed in Status 03:00
Escalation Worksheet
Use awaorksheet like the one in Table 15.1 to define the escalation steps
for acall.
Table 15.1
Timein Escalation
Satus Worksheet

Escalation Bump Next Next
Code Esc Seq | Escalate? | Days | Hrs | Priority | Status | Queue

IQAD
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Default Escalations

In the Escalation Control File, specify a default escalation to use if no
other default is available. When creating calls, you can change the
escalation for each call. The system searches for an escalation to use on a
cal asfollows:

» The escalation for the end user in End User Address Maintenance

» The escalation for any call defaultsin Call Default Maintenance

» The preferences of the end user in Service/Support User Preferences
» The Default Call Escalation field in the Escalation Control File

Effect of Escalations

You can use escal ation sequences in two ways:
 To update certain fields on a call record.

» To execute specific tasks external to the Call Maintenance process,
such as printing the call, sending an alert message to a manager, or
paging the engineer assigned to the call.

To make these changes, the Escalation Monitor applies the instructions
from the current escalation step. When acall is created, Call Maintenance
aso appliesthefirst step of an escalation. The way these two updates
occur is somewhat different.

Creating a Call with an Escalation

When you create a call with an escalation, the system applies the
instructions from step 0. If the escalation has no step O, initial call values
do not change.

A call's escalation displays in the Call Info frame of Call Maintenance. A
sequence number indicates tiest escalation step that the Escalation
Monitor will apply.

M QAD
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= Call Maintenance [-]-] Flg 15.2
Call with
Escalation
 User Selection
CalllD: CA170 Call Date: 06/06/97 Time: 12:49
Senal: AA-234-74/g
End User: 01000000 Time Zone: PST/PDT Colossal Conglomeral
Item Number: 10-10000 Ref: o DASIS[TM] COOLING SY!
Contract: Service Type: NO-COVER Area: AMERICAS
Start Date: Install Date: Evanstan IL 090876
End Date: Warranty End: Response: 4 HOURS
PO: Comments: no
— Gall Info
Caller: [# Jone: [1-800-333-3000
Description: |General Repair Call Taken in Call Maintenance _ Sequence 0
‘Work Code: |[TECH Queue: | customer Comments:
Seventy: |A Status: |open Event Date: (06706797 has been
Type: |REFAIR Mext Status: (pending Event Time: [12:42 app“edr 10 iS
Prob/Skill: |DIAG Next Stalus Date: |06/06/27 Escalation: [ESC-01 |1_— | the next
Assigned: [PKH MNext Status Time: [13:19 sequence to
Prionty: |20 From Quote: Schedule: [no be applled

Figure 15.2 illustrates a newly created call in Call Maintenance. The
Escalation field displays the escal ation name and sequence 10. The next
step the Escalation Monitor will apply is step 10.

The system has already applied the values of step 0. Even though the
service type's response time is 4 hours, the call's Next Status Time is one
half hour from the call open time. The reason for this disparity is that the
time allowed for step 0 is 30 minutes.
An escalation step can have the following effect when you create a call:

« Increase the call’'s Priority field by the value of Bump Priority.

- Update the call's Status field to reflect the value of Next Status.

« Update the call's Next Status field to reflect the value ohéxe
step’s Next Status field.

- Update the call's Queue field to reflect the value of Next Queue.
« Update the call's Next Status Date field and Call Next Time field
using Days Allowed in Status and Time Allowed in Status.

When you create a call with an escalation, the system adds Days Allowed
in Status and Time Allowed in Status for step 0 to the call’'s open date and
time to determine the call's Next Status Date and Next Status Time.

IQAD



514 MFG/PRO eB UsSeR GUIDE — SERVICE/SUPPORT MANAGEMENT

» SeeTable 11.3,
“Call Default
Precedence
Rules,” on
page 322 for the
order in which
the system uses
defaults.
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Note Escalationsdo not initialy affect callsthat the system creates, such
asinstallation calls from invoice post and PM calls from contract
schedules. The system schedul esthese calls in advance. Escalations affect
these calls only after they reach the default next status date and time.

Using Other Defaults with Escalations

For many call fields, you can set default valuesin more than one place.
When an escalation is applied to anew call in Call Maintenance, values
from the escalation step override other defaults. For example, the system
uses the escalation sequence to determine call status, next status, and
queue, even if you define defaultsin Call Default Maintenance.

In the following order, the system finds a default for the call’s initial
priority from:

 The end-user record, if it isnot zero
» The call’'s contract or warranty
» The Default Call Service Typein the Call Management Control File

The Bump Priority value for the first escalation step then reduces the
initial default priority.

Example You have a call where the end user’s priority is zero and the
service type's priority is 100. If the first escalation step specifies a bump
priority of 75, the call’s initial priority is 25, not 100.

When you do not use escalations, the system calculates the call's Next
Status Date and Time using the service type’s response time. When an
escalation applies to a new call, the system uses the Days Allowed in
Status and Time Allowed in Status of step 0 to determine Next Status
Date and Next Status Time.

Updating Existing Calls

The Escalation Monitor applies the escalation’s next step when the call’s
Next Status Date and Next Status Time is older than the system date and
time. After step 0, the system adds Days Allowed in Status and Time
Allowed in Status to Event Date and Event Time to determine Next Status
Date and Next Status Time.
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Matching Escalations to Calls

Work Code, Call Type, Call Severity, and Call Problem in the top frame
of Escalation Maintenance define the escalation key. The system applies
the escalation only to calls with values that match the key.

You can leave fields blank to end the key, but you cannot skip fields. For
example, to set up escalations based on call severity, you must also enter a

call type and work code. When applying an escalation, the Escalation

Monitor searches for the most complete match to the call’s fields. If no
escalation matches the call exactly, it applies a more generic escalation.

Example You create a call with work code Tech, severity 3, problem
Elec. No escalation with these exact fields exists, but one does exist with
work code Tech and all other fields blank. The system applies this
escalation as the closest match.

Default Escalations

When you create escalation sequences to use as defaults, you must
carefully consider how the escalation is set. When the escalation is
associated with an end user, it may apply to many different kinds of calls.

You create an escalation PREMIUM and a sequence of escalation steps
for work code Tech, but not for work code PM. You associate the
PREMIUM escalation with end user 1001000.

When you create a PM call for end user 1001000, the PREMIUM
escalation defaults from the end-user record. When the system looks for
the first step to apply, no match exists for work code PM, so the system
does not apply the first sequence of the escalation.

As a result, the escalation sequence number that displays in Call
Maintenance is zero. The PREMIUM escalation remains associated with
the call, but it does not take effect unless you change the call's work code
to Tech.

IQAD
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Fig. 15.3
Escalation
Maintenance
(11.1.13.3)

» See “Work
Codes” on
page 80.
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Escalation Maintenance

Use Escalation Maintenance (11.1.13.1) to create and update escalation
sequences.

Escalation Maintenance
User Menu Edit Queue Options Help

Escalation: ESC1
Work Code:
Call Type:
Call Severitp:
Call Problem:
Sequence: 0

Description: |[FNNIRATEN] Page Enginger: [no

Escalate: |yes Bump Priornity: [0
Group: Hext Status: [NEw
Frint: | no Next Queue: |CUSTOME
Days Allowed In Status: (1

Time Allowed In Status: [oo: 00

The work code, type, severity, and problem in the top frame of Escalation
Maintenance uniquely define the escalation. The system applies this
escalation to callswith values that match these fields. You can leave fields
blank to end the key, but you cannat skip fields. For example, to base an
escalation on call severity, you must specify awork code and call type.

When applying an escalation, the Escalation Monitor searches for the

most complete match to the call’s fields. If no escalation matches the call
exactly, it applies a more generic escalation. It disregards one field at a
time, moving upward from Call Problem until it disregards all key fields.

Escalation. Enter a name for the escalation. If this field is blank, the
system creates a humber using the prefix and next number in the
Escalation Control File.

Work Code. Enter avalue to apply the escalation only to callswith
thiswork code. Define work codesin Work Code Maintenance
(11.21.1).The work code indicates the type of work you performed
during service activity and affects invoicing and service limits.

Call Type. Enter acall type defined in Call Types Maintenance
(11.1.21.4). If you enter acall type, you must enter awork code also.
The escalation applies only to calls with this work code and call type.
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Call Severity. Severity indicates the end user’s perception of how
seriousthe problemis. If you enter acall severity, you must also enter
awork code and call type. The escalation sequence applies only to
callswith thiswork code, call type, and call severity.

Call Problem. Define call problems codes in Generalized Codes
Maintenance (36.2.13) for field fsskill. Thisfield classifies both the
call problem and the skill the engineer needsto handlethe call. If you
enter acall problem code, you must also enter awork code, type, and
severity. The escalation sequence applies only to calls with this work
code, call type, call severity, and call problem.

Sequence. Enter anumber defining the current step in the escalation.
Each escalation must begin with astep 0. The system executes
seguences from lowest to highest.

Description. Enter up to 24 characters describing the sequence.

Escalate. If Yes, the Escalation Monitor escalates this sequenceto the
next higher one. Enter No for the last step in the escalation.

Group. Define group codes in Generalized Codes Maintenance
(36.2.13) for field fsgroup.

Print. Enter Yesto print calls when the system executes this step. Use
thisfor critical steps or final steps to keep arecord of closed calls.

Define the printer in Escalation Printer of the Escalation Control File.

Days Allowed in Status. Determines the number of daysacall
remainsin a step before the Escalation Monitor escalates the call to
the next step. Use thisfield by itself or with Time Allowed in Status.

When you create a call with an escalation, the system applies the
values of step 0. It adds the days and time allowed in status to the

Tip

Define call
severitiesin
Generalized Codes
Maintenance for
field ca_severity.

Tip

Define number
sequencesin
incrementsof 10 (0,
10, 20, 30), to insert
steps more easily
|ater.

Tip

Thevaue of Use
Calendar Daysin
Escalation can
affect the
calculation of a
call's next status

call's open date and time to determine the call's Next Status Date afi3fe and time.

Next Status Time.

The Escalation Monitor applies the next step in the sequence when

the call's Next Status Date and Next Status Time is earlier than the

system date and time. For steps after 0, the system adds Days

Allowed in Status and Time Allowed in Status to the call's Event Date
and Event Time to determine the Next Status Date and Next Status

Time.

IQAD
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Tip

Lower numbers
indicate higher
priority.
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Time Allowed in Status. The system uses this value with Days
Allowed in Status to determine the next status date and time.

Page Engineer. The default isNo. If Yes, the system pages the
engineer when the call reaches this escalation sequence. Use this
when calls reach a critical or emergency situation.

Bump Priority. Enter the number of points you want the system to
subtract from the current call priority when it executes this sequence.

Next Status. Determines the call’s status when the system executes
this escalation step. The system verifies that this status exists in Call
Status Code Maintenance.

When you create a call with an escalation, the system applies the
values of step 0 to the call. The system updates the call’s Status field
with step 0's Next Status value. It updates the call's Next Status field
with the next step’s Next Status value.

When the system escalates a call, the call's Status field reflects the
status of the recently executed step and its Next Status field reflects
the status of the next step the system will execute.

On an escalation, you cannot specify a status of closed, cancel, or
complete from the Call Management Control File.

Next Queue. When the system executes this step, it moves the call to
the queue you specify. If Next Queue is blank, the call remains in the
current queue.
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Escalation Monitor

Escalation steps have an effect only when the Escalation Monitor
(11.1.13.13) isrunning. You can run the monitor as afull-time process on
adedicated terminal or in awindow on an X Windows terminal. For
correct escalation results, the monitor must run consistently.

Escalation Monitor
UserMenu Edit Queue Options Help

Use Calendar Daps in Escalation: no Dutput: terminal
Batch ID:

Call Id End User Type Prob Severity Status Nxt Date Time Pri Act

new 05717796 09:55 10 no
PENDING 06706796 08:00 0 no
PENDING 06/06/36 08:00 o no
PENDING 06/06/36 08:00 0 no
PENDING 06706796 08:00 0 no
PENDING 06/06/9¢ 08:00 o no
COMPLETE 06713796 13:01 80 no
NEW 067123796 13:47 80 no
NEW 06713796 13:48 80 no
new 06/13/96 14:33 80 no
NEW 06/134/96 16:37 80 no

Ka127 1006000 SERVICE ELEC
hlo0 01000000 INCIDENT ELEC
CR101 10010003 INCIDENT ELEC
Ch10Z 10040001 INCIDENT ELEC
Khil0d 1006000 INCIDENT ELEC
cai05 1008000 TNCIDENT ELEC
Chio0s 1012001 SERVICE ELEC
Kal09 1012001 SERVICE ELEC
Khlio 1012001 SERVICE ELEC
CR111 1012001 SERVICE ELEC
Ch11a 1006000 Service Elec

FEEppEpEEDER

The Escalation Monitor examines each call’s next event date and time. If
these values are earlier than or equal to the system date and time, the
system updates the call’s priority, status, or queue according to the values
in the current escalation step. Then it changes the call’'s Next Status Date
and Next Status Time to reflect the days and time in the current escalation
step.

The Escalation Monitor displays call records as it reviews them. It marks
calls it updates with a Yes in the Act, or acted on, column.

Escalation Pause Interval

The Escalation Monitor examines calls depending on the frequency in
Escalation Manager Pause in the Escalation Control File (11.1.13.24).
This field defines the number of seconds that the Escalation Monitor
pauses before rechecking open calls.

The escalation pause interval should be less than the shortest period of
time you allow in any escalation. If the shortest time between two
sequences is four hours, set Escalation Manager Pause to a value less than
four hours.

Fig. 15.4
Escalation Monitor
(11.1.13.13)

IQAD
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Use Calendar Days in Escalation

When calculating the next status date and time, the Escalation Monitor
uses this formula:

Next Status Date = System Date + Days Allowed in Status

Use Calendar Days in Escalation affects this calculation. Define thisfield
in the Escalation Control File. It displays in the Escalation Monitor.

Set Use Calendar Daysin Escalation to Yesfor the system to use calendar
daysto calculate Days Allowed in Status. The system adds the value of
daysallowed in status to the system date. After the system determinesthis
date, it examines the service coverage days. If the calculated date isnot a
covered day—if it is a weekend or holiday, for example—the system
changes the date to the next covered day.

Set Use Calendar Days to No for the system to use work days to calculate
Days Allowed in Status. The calls’s service type defines valid service
coverage days and hours. This method can result in a later date, and
Escalation Monitor response time can increase due to extra calculations

Example You take a call on Thursday, March 20. The service type
provides coverage from Monday through Friday. The first escalation step
specifies that the call can remain in the step for four days. Using calendar
days, the next status date is Monday, March 24. Using work days, the next
status date is Wednesday, March 26, since the calculation disregards
Saturday and Sunday.



CHAPTER 16

Engineers and
Scheduling

In the Service/Support module, you can define and assign service
engineersto calls. SSM provides arules-based system to help you select
engineers for call assignment. This chapter describes how to define
engineers and set up engineer scheduling.
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Fig. 16.1
Engineer
Work Flow

» See Chapter 4,
“Multiple Time
Zones,” for
details on setting
up and using
MTZ.
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Service Engineers

To use the Service/Support Management call tracking functions, you first
must identify the individual s who respond to calls.

Setting up engineersinvolves a number of related tasks, illustrated in
Figure 16.1.

]

Assign skills to engineers.

Set up employees.

} }

Define engineer status and
skill codes.

Associate engineers with end
users.

} }

Set up engineers.

Assign engineers to calls.

First define employees using Employee Maintenance (2.7.1). Define
engineer status codes with Engineer Status Maintenance (11.13.4) and
skill codesin Generalized Codes Maintenance (36.2.13). Set up engineers
with Engineer Maintenance (11.13.1). Assign skills with Engineer Skills
Maintenance (11.13.5).

You can associate both primary and secondary engineers with end users.
The system uses this association to assign default engineersin Cal
Maintenance or to rank engineersin engineer scheduling.

Engineer scheduling in Call Maintenance is optional. However, even
without scheduling, you must define engineers to record service activity
in Call Activity Recording.

Engineers and Multiple Time Zones

If you have end users in more than one time zone, you can use Multiple
Time Zones (MTZ) to manage your response. MTZ works with service
functions that deal with time-sensitive data, including call management,
engineer scheduling, coverage checking, creation of installed base
records, and reports and inquiries that display dates and times.
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The following list summarizes how MTZ affects engineer scheduling:

» You can assaciate atime zone with an engineer in Engineer
Maintenance.

» You can assign scheduling pointsin the Engineer Schedule Control
File based on matching time zones, either exactly or within a defined
range. You can optionally limit engineersto schedule in Call
Maintenance based on time zone.

» The vaue of Field Engineer in Engineer Maintenance determines
how the system interprets schedule times: either relative to the time
zone of a call's end user or relative to the engineer’s time zone.

» You can select adisplay time zone before generating engineer reports
and inquiries.
Engineer Site and Location

Most engineer attributes affect engineer scheduling. However, the
engineer’s site, location, and area are important when you order items
with material orders (MOs) and consume items in Call Activity
Recording.

Use a consistent engineer site and location so you can manage inventory
transactions that occur when you service calls.

Engineer Site/Location on MOs

Engineers can order service inventory with material orders (MOs). When » Chapter 19,

you ship inventory for the MO, the system transfers inventory from the gﬂg;?g'?‘,'
source site and location to the place you need it for the service activity. discusses MOs.

The system searches for an engineer site and location defined in Engineer
Maintenance. You can define either one or both of these for an engineer. If

no site or location exists, the system searches for the engineer’s area site
and location. The system transfers the MO items you order to this site and
location.

Consider inventory management issues when you define default sites and
locations. If engineers obtain repair parts from regional supply centers, let
the site default from the engineer’s area and define each engineer as a
separate location.

IQAD
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Note Significant overhead occurs when you define a site. For example,
you allocate costs per site. For this reason, setting up individual engineers
with separate sites requires more planning and implementation.

Inventory Consumption in CAR

When you consume MO inventory in Call Activity Recording, the system
uses the samelogic to determine asite and location for inventory issues as
it usesin MO shipments. If you ship the items to a different site than the
default, change the values in CAR to process inventory issues.

Establish procedures so the system always references the same site and
location for service stock for a particular engineer.

Location Validation

The system validates the engineer location like any other location in the
system. For example, the location must exist, unless Automatic Locations
is Yesfor the site.

The location you specify should not restrict any of the following
transactions, which occur during service activities:
 For all MOs, the inventory transfer receipt transaction (RCT-TR)

» For expensed MOs—those with a charge code—the unplanned issue
transaction (ISS-UNP)

- Toissueitemsin CAR, theissueto work order transaction (1SS-WO)

Reserving Service Inventory

Other functions that allocate and issue inventory can use items you order
on an MO. If service and manufacturing activities are in the same site,
service inventory is vulnerable to access by manufacturing functions like
work orders or sales orders.

You can minimize the impact of other processes on service inventory in
several ways.

» Useaspecia naming convention for service locations and establish
procedures so that manufacturing functions skip these locations.
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« Evenif your service operation shares the same physical space as
manufacturing, define a separate site for service. Managing service as
its own site gives you greater control over inventory. In the service
site, naming conventions and procedures can distinguish locations
you use for different purposes such as stocking, return, repair, scrap,

inspection.

 Giveengineer locations an inventory status code with Available set to
No. This status prevents the system from using the service inventory
for other purposes. The service locations do not display in the picking

logic for manufacturing functions.

Note When you make alocation unavailable, the system does not use it
for standard picking. You can still issue inventory from the location in
CAR. However, you cannot create detailed, or picked, alocation during
Material Order Maintenance.

If the engineer location is not marked as unavailable, the system may
alocate the items ordered on an MO, but not yet used, to another MO or

sales order.

Setting Up Availability Status Codes

To determine an engineer’s availability, define status codes in Engineerip
Schedule Status Maintenance (11.13.4) and associate them with Meaningful codes

engineers.

! Engineer Schedule Status Maint

UserMenu Edit Queue Options Help

Status Description

AVAIL Available to Assign
MEETING At Company Meeting
SICK Out Sick
TRAINING At Training
VACATION  On Vacation
SPECIAL Special On Call

|

yes
no
no
no
no
yes

are easier to use.

Fig. 16.2

Engineer Schedule
Status Maintenance
(11.13.9)

Availability status codes indicate whether or not an engineer is available.
Multiple codes exist because there are multiple reasons for being

available or unavailable. For example, use status to remove an engineer
from consideration who is on extended leave or temporarily assigned to

other duties.

IQAD
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Fig. 16.3
Engineer
Maintenance
(11.13.1)

Tip

The employee must
have an active
status.

Tip

Address list types
distinguish
different kinds of
addresses.
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Engineer Maintenance

Set up engineer information with Engineer Maintenance (11.13.1),
illustrated in Figure 16.3.

Note Before setting up engineer information, define the engineer as an
employee in Employee Maintenance (2.7.1).

Engineer Maintenance

User Menu Edit Queue Options Help

— Employee Address
Emplopee: BJW

First Name: Bill

Address 1: 701 South Shore Lane
Address 2:

Address 3:

Engineer Code: BJW
Last Hame: Whitehead

City: San Diego State: CA Post: 92133
Country: U.S.A
Home Phone: 510-392-0293
Business Phone: Ext:
SSN: 728-03-39912 Birth Date: 02/12/1954
. Engineer Data
Service Area: | SanDiego Pager: |993-443-5487
Group: Status: [AVAIL
Current Location: Site: [10000
Schedule: | STANDAR Location: [BJW
Field Engineer: |yes Calls per Day: i?

Employee Address Frame

To define an employee as an engineer, enter the employee code in the
Employee field. This code defaults into the Engineer Code field. You can
choose to set up a separate engineer code referring to this employee.

Example Some companies prefer to separate employee codes from
engineer codes. An engineer’s employee code might be GLB, while the
individual is referred to as Eng004 for service engineer functions.

The rest of the Employee Address frame shows employee information in
a display-only mode.

Note When you set up engineer information, the system creates an
address record for the engineer with a list type of engineer. The system
retrieves the address when you specify the engineer as a drop-ship address
in Material Order Maintenance.
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Engineer Data

Define engineer attributes in the Engineer Data frame. Engineer
scheduling uses some fields to recommend an engineer for acall.
Engineer paging uses other fields. Other fields are for reference. Call
Activity Recording and Material Order Maintenance use Engineer Site
and Location.

Service Area. Enter a service area defined in Area Maintenance

(11.15.1). Engineer scheduling awards points to engineers whose area
matches the area of a call's end user. Assign the service area for end
users using the Service Office Detail frame of End User Address
Maintenance (11.9.1). Define the number of points to assign in the
Engineer Schedule Control File.

Group. Use this field to group engineers according to a method Tip _
significant for your business practices. For example, you can group?%;ff%ﬂ%aé'zed
engineers by level of expertise or experience. fsgroup.

Current Location. Reference-only. This location is not an inventory Tip

location. Use this field if you temporarily assign the engineer to a  Specify acaliD
different service center, or if the engineer is working out of his homengineer has along-
rather than his regular office. Define location codes in Generalized term assignment.
Codes Maintenance for the fieddg_location. If the engineer has a

long-term assignment to a particular call, you can specify the call ID

for location even when generalized codes validation is in effect.

Schedule. Enter the engineer’s normal work schedule, which defines
the hours that the system can assign calls to the engineer. For
example, you can set the schedule to assign calls only 8 AM to 5 PM,
Monday through Friday. Define schedules in Engineer Master
Schedule Maintenance (11.13.15.1) or tailor a schedule for a specific
engineer with Engineer Detail Schedule Maintenance (11.13.15.4).

Field Engineer. Indicates where an engineer normally works. Specifyrip _
Yes if the engineer usually provides service at an end user’s Iocatiq%fi?gﬁg%rfgt\t('gif
Specify No if the engineer primarily works in-house—for example, you use Paging.

providing phone support or at a repair center.

IQAD
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Thisfield affects call scheduling when Multiple Time Zonesis active
as well as engineer paging as follows:

» See Chapter 4, « When MTZ is active and Field Engineer is Yes, the system
Z'\g‘rjl'etg",,efgr'me interprets schedule times relative to the end user’s time zone.
details. When No, the system interprets schedule times relative to the

engineer’s time zone.

- If Field Engineer is Yes and Dispatcher is Yesin the Call
Management Control File, the Page field in Call Maintenance
defaultsto Yes when you create anew call. When Page is Yes,
you can initiate paging to contact the engineer.

» See page 150 for Note A Time Zonefield displays when Multiple Time Zonesis active.
details. Each engineer must have an associated time zone.

Pager. If you are using the Engineer Paging function, enter the pager
number for the engineer.

Status. Enter a status defined in Engineer Schedule Status
Maintenance (11.13.4). Statusis acritical field for engineer
scheduling that determines whether the engineer isavailable or not. If
Limit by Availability is Yesin the Engineer Schedule Control File,
call scheduling considers only engineers with an available status.

If you assign an engineer with an unavailable statusto acall, a
warning displays.

Site and Location. Enter the site and |ocation where this engineer
obtainsrepair parts. The system usesthis site and location as a default
in Call Activity Recording and material order functionsto specify
where to order and consume repair parts. Standard site/location logic
appliesto thesefields.

Set up the engineer’s location with an unavailable inventory status so
that the system does not allocate items designated for the engineer’s
use for other purposes such as sales orders.

Calls per Day. Represents the average number of calls this engineer
can complete in one day. The engineer scheduling function considers
this number in calculating engineer availability if Display by Calls is
Yes in the Engineer Schedule Control File.

M QAD
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Engineer Skills Maintenance

Assign skills to engineersin Engineer Skills Maintenance (11.13.5). To
ensure that you use standard codes, define skill codes with Generalized
Code Maintenance (36.2.13) for field fsskill.
Skill codes serve two purposes:

» They represent an engineer’s expertise.

 They represent the kinds of problems your end users report.

Engineer Skills Maintenance Flg : 164 .
User Menu Edit Queue Options Help Englnw Sk| | |S
: ? Maintenance
—Engineer Skills Table (11135)
Engineer Code: BJW Hame: Whitehead Bill
Skill Code Level Cent Comments
ELEC 2 02723788 Electncal Skills

GENERAL || I ) General Problems

The system matches an engineer’s skills to the call when it calculates
engineer points. The Level and Certification Date field for the engineer’s
skill are for reference only. You can use them for internal certification of
skills.

Assigning Engineers to End Users

You can associate a primary and secondary engineer with an end user in
End User Address Maintenance (11.9.1). In Figure 16.5, the Engineer
Code field defines the end user’s primary engineer.

End User Address Maintenance Flg 165 .
User Menu Edit Queue Options Help %’V!Ce Off|C€
3 Detail Frame

— Custonmer Address
Customer: 1001000

Mame: Reliable Central Purchasing Sort Mame: Reliable Central Purchasi

Indicates Address: Attention: Accounts Papable
: Address: 300000020 Century Blvd
p”mary City: Los Angeles Counly: 001 Stale: CA
engineer Countiy:  United States of America Post: 89000 Countiy Code:
for this — Service Office Detail
end user. T Engineer Code: Im E Escalation:
Secondary Eng: |GLB Travel Dist: |60 IM
Engineer Group: Travel Time: (001: 00
Service Area: |AMERICAS
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» See Chapter 4,
“Multiple Time
Zones,” for
details.

Fig. 16.6
Engineer
Scheduling
Work Flow
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The primary engineer for an end user is given double points by the
scheduling process when calls for this end user are created. Define how
many pointsto assign in the Engineer Schedule Control File. The system
gives the secondary engineer the points without doubling them.

When you associate a primary or secondary engineer with an end user, the
system checks settings in the Engineer Schedule Control File. A warning

displaysif:
- Limit by Service Area is Yes and the engineer’s service area does not
match the end user’s area.

- Limit by Time Zone is Yes and the engineer’s time zone either does
not match the end user’s or is outside the range in Range of Hours to
Consider.

Note The system checks for time zonesonly if MTZ is active.

After you associate an engineer with an end user, you cannot delete the
engineer in Engineer Maintenance. First change the end user’s engineer,
then delete the engineer.

Engineer Scheduling Setup

Setting up engineer scheduling involves a number of related tasks,
illustrated in Figure 16.6.

]

Set up on-call schedules for
after hours and weekends.

Define scheduling codes.

Associate schedules with
engineers.

Set up area and engineer
holidays.

Specify point values and other
control file settings.

Optionally set up detail
schedules for particular Activate scheduling for calls.
engineers.

Set up master schedules.
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After you set up engineers and the codes associated with them, define
area and engineer holidaysif they are important to scheduling. Then
define master schedules and use them as the basis for engineer detail
schedules. Master schedules are also used as the basis for an on-call
schedule, covering the hours outside normal work hours.

After schedules are defined, you can associate them with engineers. Then
set up the control file to express the importance each scheduling factor
has in your business environment. Finally, activate call scheduling in the
Call Management Control File (11.1.24).

The system does not require al steps. Perform those you need for your
business.

Engineer Holiday Maintenance

Set up holidays for a geographic region with Area Holiday Maintenance » See Chapter 17,

(11.15.9). Set up holidays for a specific engineer in Engineer Holiday ",@r.ea .
. . . aintenance,” on
Maintenance (11.13.15.17). The system uses holidays you define for the page 553.

engineer first. If none exist, the system looks for holidays for the call's
service area.

The scheduling sequence in Call Maintenance considers an engineer’s
personal holidays. If the day is a holiday for the engineer, the engineer
displays with zero availability.

Defining a Master Schedule

Set up service schedules in Engineer Master Schedule Maintenance
(11.13.15.1). You can define a schedule to use as a company-wide basic
schedule. You can also use master schedules as the basis for engineer
detail schedules and on-call schedules.

IQAD
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Fig. 16.7
Engineer Master
Schedule
Maintenance
(11.13.15.1)

Tip

L eave these dates
blank for on-call
schedules.
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Engineer Master Schedule Maint
User Menu Edit Queue Options Help

Schedule: |[iFE m

Start Effective: (| 7 f

End Effective: Holidays: pes
Schedule Type: Standard On Call Schedule: no
Area:

Sunday: no Start Time: 00:00 End Time: 00:00
Monday: yes 0g:00 17: 00
Tuesday: yes 0g:00 17: 00
Wednesday: yes 0g:00 17:00
Thursday: yes 08:00 17:00
Friday: yes 08:00 17:00

Saturday: no 00:00 00: 00

Holidays: no 00:00 00: 00

Schedule. Enter the eight-character code that identifies this schedule.

Start Effective and End Effective. When setting up service schedules,
you can fill in astart and end effective date. When you specify a
schedule, the system usesit only if the system date is within the
effective period. If these fields are blank, the schedule is always
effective. To set up a schedule for use in On-Call Maintenance, the
effective dates must be blank.

Schedule Type. An optional field for grouping schedules. Define
schedule type codes in Generalized Codes Maintenance for the field
esh_sched type.

Area. Enter the geographic region to which this schedule applies.
Define areasin Area Maintenance. You also associate areas with end
users and engineers. Thisfield is for reference only.

Holidays. Indicates whether this schedule appliesto holidays. The

system uses this field with the Holidays field on the scheduled days

and times to determine what hours, if any, an engineer works on a

holiday.

- If thisHoliday field is Yes, an engineer is available to work on a

holiday. The system determines hours of availability by the day of
the week on which the holiday falls. For example, if December 25
isaholiday and it falls on a Thursday, the engineer works the
hours normally scheduled for Thursdays.

- If thisfield is No and the lower Holidays field is a'so No,
engineers are not available to work on a holiday.
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- If thisfield is No and the lower Holidaysfield is Yes, an engineer
is available to work on a holiday. The hours of availability come
from the hours you associate with the lower Holidays field,
regardless of the day of the week of the holiday.

- If both fields are Yes, the first Holidays field takes precedencein
determining the hours of availability.

Scheduling for holidays has an effect only if you set up holidays with
Area Holiday Maintenance (11.15.9) or Engineer Holiday
Maintenance (11.13.15.17). If you define holidays for the engineer,
the system uses them first, then holidays for the area.

Typically, you create on-call schedules to cover holidays, because
most employees do not work during them.

On Call Schedule. Thisfield is display only. When you assign
engineers to a schedule using On-Call Maintenance (11.13.9), the
system setsthisfield to Yes.

After you enter information in these fields, indicate the days the schedule

covers and the work hours for engineers assigned to the schedule. The

system subtracts the lunch hour duration in the Engineer Schedule

Contral File from the hours on the schedule when it calcul ates engineer

availability.

Assign a schedule to an engineer in Engineer Maintenance (11.13.1). » See “Engineer

Maintenance” on
page 526.

Engineer Detail Schedules

The engineer scheduling sequence in Call Maintenance uses more than
master schedules when cal culating engineer availability. It also considers
the service coverage of the service type, on-call schedules, and the
engineer’s work schedule.

Create individual schedules for an engineer with Engineer Detalil
Schedule Maintenance (11.13.15.4), illustrated in Figure 16.8. These
schedules are useful for contract or part-time personnel or engineers
whose schedules do not follow the typical master schedule. Set up
alternate schedules for specific periods of time by specifying a start and
end effective date.

You can also use an engineer detail schedule to indicate that an engineer is
unavailable for a period of time.

IQAD



534 MFG/PRO eB UsSER GUIDE — SERVICE/SUPPORT MANAGEMENT

Flg-_16-8 . E Engineer Detail Schedule Maint
Englnea' Detail User Menu Edit Queue Options Help
Schedule
M al ntenance Engineer: |[K] m
(1113154) Start Date: | 7 £
End Date: Holidays: no

Nomal Work Schedule: STANDARD
Schedule Type:
Basis for Schedule: Standard

Sunday: no Start Time: 00:00 End Time: o0:00
Monday: yes 0g:00 17: 00
Tuesday: yes 0g:00 17: 00
Wednesday: yes 0g:00 17:00
Thursday: yes 0g-00 17:00
Friday: yes 0g-00 17:00

Saturday: no 00:00 00: 00

Holidays: no 00:00 00: 00

Thisfunction is similar to setting up a master schedule.

Engineer. Enter the engineer code for the employee. The schedule
appliesto this engineer only.

Start Date/End Date. When setting up service schedules, you can fill
in astart and end effective date. The system uses this schedule only if
the system date iswithin the effective period. If these fields are blank,
the schedule is always effective.

Normal Work Schedule. The schedule assigned to the engineer in
Engineer Maintenance displaysin thisfield. If you leave Basis for
Schedul e blank, the days and hours from the normal work schedule
display asthe starting point for creating the detail schedule.

Schedule Type. An optional field for grouping schedules. Define
schedule type codes in Generalized Codes Maintenance for the field
egd_sched_type.

Basis for Schedule. When you create the detail schedule, you can
specify a schedule other than the normal work schedule asthe starting
point for creating the detail schedule. If you enter a schedule here, its
days and hours display in the detail schedule fields.

Holidays. Thisfield displays the value for the Holiday field of the
schedule you are using as a basis for this detail schedule.

M QAD
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On-Call Scheduling

To provide service coverage for the periods that fall outside your normal
schedule, follow these steps:

1

For the hours that your standard schedul e does not cover, create
schedules with Master Schedule Maintenance. If you have different
engineers covering nights, weekends, or holidays, create more than
one schedule. To use master schedules as on-call schedules, set them
up without effective dates.

Use On-Call Maintenance to specify engineers available to take calls
during these time periods. When you link an engineer to aschedulein
On-Call Maintenance, the system sets On Call to Yesfor the
schedule.

When you create a call with a next status date and time outside your
normal schedule, only engineers that you designated as on call
receive availability points.

Figure 16.9 illustrates On-Call Maintenance (11.13.9).

On-Call Maintenance Fig- 16.9
on-cal
g Maintenance
Atea: Americas  Description: AMERICAS REGION | (11.13.9)
Eng Code  Start Schedule  Name End
PKH 06401797 [Nights | Harvey Phillip [12racsoe] [H]

Area and Description. The on-call schedule appliesto a particular
area, which you define in Area Maintenance. When you specify an
area, its description displays beside it. When you take a call after
normal business hoursfor an end user in this area, the system usesthe
on-call schedule for the areato determine who can respond to the call.

Eng Code and Name. Enter the code identifying an engineer. The
employee name for the engineer displaysin the Name field.

Start and End. If the engineer ison call only for a specific period of
time, enter the beginning and end points defining this period. Leaving
these fields blank puts an engineer on permanent on-call status.

Schedule. Enter the name of a schedule that specifiesthe on-call days
and hours. Define these schedules in Engineer Master Schedule

535
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Fig. 16.10
On-Cal
Availability

M QAD

Maintenance without a start or end effective date. This prevents

confusion in matching the engineer on-call periods with the on-call
schedule.

On-Call Hours

Engineer scheduling determines when to schedule a call based on the

call's next status date and time. It searches for a schedule that covers this
date and time. If detailed, regular, and on-call schedules exist, all
engineers with these schedules display in the Availability window.

To distinguish engineers available for on-call scheduling from others, the
system displays two plus signs (++) rather than the number of hours or
calls. In the following example, the call's next event time is 9 PM. One
engineer is on call at nights. The availability pop-up window in Call
Maintenance for this example looks like Figure 16.10.

Call Maintenance

User Menu Edit Queue Options Help

. User Selection

CallID: CAl122 Call Date: 06/23/97 Time: 18:22
Serial: 102093/AA1
End User: 1006000 Sterling Industries
Item Humber: 10-10000 Ref: o OASIS[TH) CODLING 5Y:
Contract: Service Type: standard Area: Americas
Start Date: Install Date: 10/20/93 Hew York NY 10001

Awailability [Calls) The Week Of: 06/22{97 Call Day: Mon

Engineer Pts Pib Area Sched Stait  End Sun Mon Tue Wed

PKH 35 pes Hights 17:00 03:00 = -+ -+ ++

BJwW 15 pes SanDiego

GLB 10 no Americas
Kwl 0 no SanDiego

In this figure, engineer PKH is on call at nights Monday through
Wednesday, as indicated by the ++ in those columns. No other engineers
are available during these hours to work on the call.
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Defining Scheduling Rules

Engineer scheduling executes as part of Call Maintenance when you set
up al required information. To use engineer scheduling in normal call
processing, set Schedule New Callsto Yesin the Call Management
Control File. This, in turn, sets the default in the Schedule field of Call
Maintenance. Schedule must be Yesin Call Maintenance for scheduling
to execute.

The system ranks engineersto assign to a call based on criteria that you
designinacontrol file. You can accept the engineer with the highest rank,
or choose another, according to your business practices.

Engineer scheduling considers the following factors:

» Area. Is the engineer located in the end user’s area?

» Primary or Secondary Engineer. Does the engineer have a special
relationship with this end user?

- Availability. Is the engineer available during the time the call should
be scheduled and how many hours or calls does the engineer have
available?

« ill. Do the engineer’s skills match those required for the reported
problem?

 Time Zone (if Multiple Time Zonesis active). Is the engineer located
in the end user’s time zone, or within a defined range of time zones?

You give these criteria weighted values. Using these values, the system
calculates a point total for each engineer for the call. The system then
prioritizes the engineers by total points for assignment to the call.

IQAD
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Fig. 16.11
Engineer
Scheduling

» See Chapter 4,
“Multiple Time
Zones,” for
details regarding
MTZ.
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Engineer 1 Engineer 2
Area 5 Area 5
Relationship 10 Relationship 5
Availability 10 Availability 15
Skill 15 Skill 10
Time Zone 10 Time Zone 10

Total 50 Total 45

The system calculates engineer availability whenever it schedules cals. If
you have many engineers or complex schedules, these cal culations can
impact performance. To increase the calculation’s efficiency, specify in
the control file which engineers to consider during scheduling.

You can limit engineers to consider for scheduling to:
» Those with available hours or calls on the call day.
» Those with a skill that matches the call problem.
« Those who reside in the same area as the call’s end user.

- If Multiple Time Zones s active, you can also limit scheduling to
engineers with the same time zone as the call’'s end user, or who have
a time zone within a matching offset range.

Consider how to use these options relative to your business requirements.
If you have many engineers, reduce the number that the system considers
at one time by applying control file limits. To occasionally alter the policy
expressed in the control file, you can let users update the limiting rules in
Call Maintenance before scheduling occurs.

Limiting scheduling by service area or time zone also affects End User
Address Maintenance. The system checks these fields when it assigns an
engineer to an end user as the primary or secondary engineer. If either
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fieldis Yes, a warning displays if the engineer’s area or time zone area
does not match the end user’s.

Engineer Point Calculation

The Engineer Schedule Control File (11.13.15.24) contains settings that
form the basis for rules-based scheduling, as well as determining other
aspects of the scheduling process.

Engineer Schedule Control File Flg . 1612
User Menu Edit Queue Options Help Englneer &:hedule
Control File

. Engineer Schedule Control File (11131524)
Lunch Duration: |01: 00 Area Points: | 20
Display by Calls: no Available Points: |5
Primary Eng Points: (2
Mext Engineer Number: |0 Problem Points: |5
Time Zone Points: |10
Limit by Availability: |ves Limit by Time Zone: |no
Limit by Service Area: |no Range of Hours to Consider:
Limit by Problem/Skill: |no Ovemnide Scheduling Options: |yes
The system subtracts the value you specify in Lunch Duration from the » See “Viewing
number of hours you scheduled the engineer to work. Display by Calls Engineer
. el s Availability by
determines whether the system calculates avail ability in terms of hours or Hour or Call” on
calls. page 540 for
details.

Engineer ranking depends on the priorities expressed by the values you
definein the control file. Changing these values affects the engineer point
calculation and results in different recommendations from the system.

Area Points. If the areayou assign to the engineer with Engineer
Maintenance (11.13.1) matches the call’'s area, which defaults from
the end user, the system adds these points to the calculation.

Available Points. The system determines engineer availability by the
status you assign in Engineer Maintenance. If this status indicates
availability, the system multiplies the availability point value by
either the number of hours an engineer is available or the number of
calls the engineer can take.

Primary Eng Points. If the engineer is the end user’s primary
engineer, the system doubles these points and adds them to the
calculation. The system gives the secondary engineer these points
without doubling them.
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Tip

You can update this
field only when
Multiple Time
Zonesisactive.

M QAD

Problem Points. If the code in the Prob/Skill field of Call
Maintenance exists in the engineer’s skill table (set up with 11.13.5),
the system adds these points to the calculation.

Time Zone Points. The system uses this field with Range of Hours to
Consider. If the engineer’s time zone matches or is within the
specified range relative to the end user’s time zone, the system adds
these points to the calculation.

The system uses the following formula to calculate points for an engineer:

Area Points + (Available Points * available hours) + Available Points +
(Y * Primary Eng Points) + Problem Points + Time Zone Points

In the formula, Y is 2 for the end user’s primary engineer, 1 for the
secondary engineer, and 0 for all other engineers.

The formula weights availability heavily. Also, the end user’s primary
engineer gets twice the points from the control file.

Note The maximum number of points the system displays for an
engineer in Call Maintenance is 999. If the scheduling sequence
determines a greater value, only 999 displays. Consider this limitation
when you assign control file weighting values. If your engineers can take
100 calls a day and you give them 10 points for being available, an
engineer without any assigned calls starts with 1010 available points,
already beyond the maximum display value.

Viewing Engineer Availability by Hour or Call

You can view availability in two ways:
« Based on hours
 Based on call volume (calls per day)

Display by Callsin the Engineer Schedule Control File determines
whether the system cal culates availability by hours or by calls assigned
per day. Depending on how you set up the control file, the scheduling
pop-up window in Call Maintenance shows the number of callsthe
system can still assign an engineer or the number of hours available.

In both views, negative numbers are possible. If you assign an engineer
more calls than you allow in the Calls per Day field or more hours than
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you allow on the assigned schedule, avail ability displays a negative
number.

Note Usethe Engineer Availability Inquiry (11.13.15.11) to review the
same information that displaysin Call Maintenance.

Calculating Availability by Calls

You can base availability on the number of calls that the system can still Tip

assign to an engineer during a day rather than the available hours that gseDislayby

remain. Use this option when calls do not vary much in duration. take the same
amount of time

If you set Display by Callsto Yes, specify in Engineer Maintenance to complete.

(11.13.1) the number of calls per day the system can assigh an engineer.
The system calculates availability by subtracting the number of calls
aready scheduled from the value of Calls per Day.

Table 16.1 shows how the system cal culates pointsin engineer scheduling
based on calls. The standard formula for calculating availability points
applies, but calls are used instead of hours.

Table 16.1
Engineer Calls Calls Available Avail Value Used in Sample Point
per Day Assigned Today Points  Calculation Determination
Using Calls
10 0 10 10 (10* 10) + 10 = 110
10 8 2 10 (2* 10) +10=30

In this example, the system can assign the first engineer 10 calls, although
it currently has assigned none. The weighting value in the control fileis
10, resulting in an availability of 110.

The second engineer also has amaximum 10 calls per day, but the system
has currently assigned 8 calls. Engineer scheduling multiplies the 2
remaining calls by the value in the control file, to arrive at a point
calculation of 30. If other factors are the same, the system recommends
the first engineer over the second for the next call.

Calculating Availability by Hours

If Display by Callsis No, the system calculates engineer availability in
hours. Call scheduling calculates an engineer’s work load by examining
the estimated hours for calls already assigned to the engineer.

IQAD
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Table 16.2
Sample Point
Determination
(Hours)

M QAD

You can affect an engineer’s work load in hours in two ways.

 Record an estimated time for an engineer in the Call Engineer
Schedule Maintenance pop-up that displaysin Cal Maintenance
when you enable engineer scheduling. The estimated time defaults
from the Travel and Estimated Time pop-up. These estimated times
default either from Call Default Maintenance, if you have defined
defaults, or the Call Management Control File for the work code.

» The engineer reviews the call and records an estimated time in
Engineer Assignment Maintenance (11.13.15.8). Thisfunctionis
amost identical to the pop-up window in Call Maintenance.

Important Use Engineer Assignment Maintenance for scheduling, not as
an engineer time-keeping device. While an engineer can record time spent
on acall, this has no effect on call scheduling. Call scheduling considers

only future dates and times.

Based on the number of hours the engineer is scheduled to work, the
system determines how many hours remain to be schedul ed.

Table 16.2 shows how the system calculates availability based on hours
unconsumed. The first engineer has 8 available hours. The contral file
setting is 10 points for each available hour, so the resulting value is 90.
The second engineer has 7 hours consumed with 1 remaining available
hour. The resulting value for the second engineer is 20.

Engineer Hours Available Avail Pointsin  ValueUsed in
Hours per Day Used Hours Control File Calculation
8 0 8 10 (8* 10)+10=90
8 7 1 10 (1*10)+10=20
Travel Time

Travel timeisfor reference only and does not affect the estimated hours
available for an engineer. To consider travel timein engineer availability,
include this time in the hours you estimate for the call.

You can specify typical travel time based on the end user. If you specify
thisvalue, it displays by default in the Travel Timefield of the Travel and
Estimated Time frame of Call Maintenance (11.1.1.1).
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Use travel time as areference for estimating the total time for acall. The
total call time consists of travel time plus the time for solving the

problem. To adjust for travel time, you need to override the default call
duration since the system does not automatically add it to the duration. In
many situations, the total time can vary—for example, depending on
alternate routes to the end user’s site.

Calculating Availability for Holidays

The system considers holidays during engineer scheduling in Call
Maintenance. As you create schedules in Engineer Master Schedule
Maintenance, you can mark them as covering or not covering holidays. Or
you can create on-call schedules with On-Call Maintenance instead of
covering holidays on standard schedules. Normally, fewer engineers are
available on a holiday.

During engineer scheduling, the system examines the call's next status
date and time. Then it determines if this date is a holiday for the call’s
area, from the area associated with the end user. Then it searches for a
schedule with Holiday set to Yes. First, it searches engineer detail
schedules, then master schedules, and finally an on-call schedule that
matches the call area.

The display in the engineer scheduling pop-up window in Call
Maintenance is affected by which schedules exist.

- If aschedule covering the holiday is not found, engineers display
without availability, indicated by an asterisk (*).

- |If standard coverage exists, the engineers covering the holiday show
hours or calls available.

- If an on-call schedule exists that covers holidays, engineers available
on the holiday display with a++.

The scheduling sequence also takes into account an engineer’s personal
holidays defined with Engineer Holiday Maintenance. If the day is a
personal holiday, the engineer displays as unavailable.

Note When you assign an engineer to an on-call schedule, the system
assumes that the engineer is available during the specified time period
even if engineer or area holidays exist. A warning displays in On-Call
Maintenance indicating that the on-call schedule overrides holidays.
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Engineer Transactions

The system creates transactions to keep track of engineer scheduling
information. It creates an engineer transaction record when an engineer is
assigned to a call in Call Maintenance, regardless of whether or not you
are using engineer scheduling. The mainimpact of these transactionsisin
calculating engineer availability when Display by Callsis No.

Engineer Assignment Maintenance

You can create and maintain engineer transactionsin Call Maintenance
when Schedule is Yes on the header. You can also edit them in Engineer
Assignment Maintenance. In this program, engineers can access calls
quickly and simply to update the start date and time and the number of
hours for the call transaction.

You can close the call from this program when you finish work for the call
if the call has only a single transaction. Close calls with multiple
transactionsin Call Activity Recording, Call Maintenance, or the Call
Queue Manager.

Important Engineer Assignment Maintenance is not for engineersto
record time spent on acall. It is aplanning function that hel ps engineer
scheduling determine the best candidate for taking a call on afuture day

and time.
Fi g. 1613 1 Engineer Assignment Maint
Engineer UserMenu Edt Queue Optiors Help
Assignment Maint
(11.13.15.8) Engineer Code: PKH Harvey Phillip
Tran St Date Start Hours Close Call ID Call Area
63 [11/01/93  [os:00 | 2.0 [no | CAITD AMERICAS

Normally, you assign engineersto a cal in Call Maintenance. However,
modifications you make in Engineer Assignment Maintenance can also
affect call assignment in the following ways:

« If no engineer is assigned to a call and atransaction is created, the
system assigns the transaction’s engineer to the call. A message
displays indicating this change.

M QAD
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- If you delete al transactions for the engineer assigned to acall and no
other engineers have transactions for the call, the system setsthe
Assigned field on the call to blank.

- If you delete all transactions for the engineer assigned to acall and
another engineer has transactions for the call, the system assigns that
engineer. A message displays indicating this change.

If only one transaction is associated with a call, the system reflects

changes you make to the transaction in Engineer Assignment

Maintenance in Call Maintenance. The transaction’s Start Date and Start
Time update the call's Next Status Date and Time. The transaction’s hours
update the call’'s Duration field.

A call can have more than one transaction. This occurs when the call
resolution involves more than one engineer or the same engineer makes
several visits to a site. The system enters Start Date, Start Time, and
Hours per transaction.

Note |f MTZ isactive, select adisplay time zone before accessing call » See Chapter 4,
scheduling transactions. The system replaces the call area field with the Muliple Time
end user’s time zone. details on MTZ.

Rebuild Engineer Schedules

Engineer schedules link calls, engineers, and end users. Occasionally,
these records can become unsynchronized. Use Rebuild Engineer
Schedules (11.25.6) to ensure that calls and schedules have valid values
for various fields.

To execute the utility, specify a default status. The system uses this for
engineer records with a blank or invalid status. You can also specify a
default on-call schedule. The system assigns this schedule to on-call
records that have blank master schedules.

The utility also performs the following actions: Tip
. . Most of these
+ Resets On Call to No if amaster schedule is marked as an on-call situations do not
schedule but has no associated on-call engineers. occur in normal
usage of the
» Deletes detail schedules for engineers who no longer exist. system.

» Closes calls for end users who do not exist.
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« Verifiesthat an engineer scheduling transaction record exists for the
engineer assigned to acall.

- If acall has no assigned engineer but engineer transaction records
exist, assigns the first engineer as the call engineer.

« Deletes engineer transactions that refer to nonexistent calls or
engineers.

The utility generates a report documenting records it changed, added, or
deleted.

Run Rebuild Engineer Schedules as part of general maintenance and
when you upgrade to a new release of MFG/PROeB.

Scheduling Example

Thefollowing example illustrates how engineer scheduling works. In this
example, Multiple Time Zones is not active.

A company sets up the following valuesin the Engineer Schedule Control

File.
Area Points 20
Available Points 2
Primary Eng Points 10
Problem Points 5

Two engineers exist in the western region: Bill Smith, who has electrical
skills, and Sam Jones, whose skill is preventive maintenance.

Note An engineer can have multiple skills, but in this example each
engineer has only one.

An end user in this region reports an electrical problem. The system uses
the following formulato calculate points.

Area + [(Availability * Hours) + Availability] + (2 * Primary) + Problem

How does the system apply the formulato engineers Bill Smith and Sam
Jones?

- Both engineers are in the end user’s area, so they each receive 20
points.

M QAD
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« Each engineer receives two points for working that day. Bill Smithis
available eight hours, while Sam Jones is available four. The system
multiplies these hours by two and adds them to the total, giving Bill
16 more points and Sam 8.

» Sam Jonesis the primary engineer for the end user, so he receives 10
points multiplied by two. Bill Smith receives none.

- Bill Smith’s skills match the call’s problem, so he receives five
points. Sam receives no points because his skills do not match the
problem.

The expanded formula looks like this for each engineer.

Bill Smith:
Area +[(Avail * Hours) + Avail] + (0 * Primary) + Prob
20+ [2*8)+2]+(0*10) +5=43

Sam Jones:
Area + [(Avail * Hours) + Avalil] + (2 * Primary) + Prob
20+ [(2*4)+2]+(2*10) +0 =50

Sam Jones has top priority for this call because he has 50 total points to
Bill Smith’s 43.

Changing Weighting Values

The engineer point calculation depends on the priorities expressed by the
weighting values you define to indicate your company’s needs. Changing
these values in the control file affects the engineer point calculation and
results in different recommendations from the system.

Area Points 20
Available Points 7
Primary Eng Points 10
Problem Points 5

The change in this example places a higher priority on the engineer’s
availability and de-emphasizes the other criteria. Now the final point
calculation looks like this:

Bill Smith:
Area + [(Avail * Hours) + Avail] + (0 * Primary) + Prob
20+ [(7*8)+7]+(0*10)+5=88
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Fig. 16.14
Engineer Diary
(11.13.15.9)

» See “Time Zones
and Service
Contracts” on
page 149 for
details.
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Sam Jones:
Area + [(Avail * Hours) + Avail] + (2 * Primary) + Prob
20+ [(7*4)]+7+(2*10)+0=75

Using this set of weighting values, Bill Smith isthe engineer to assign to
the call.

Consider thisformulacarefully when establishing weighting valuesin the
Engineer Schedule Control File. Pay particular attention to available
hours and the primary engineer points as these become multiples of the
weighted value in the engineer point calculation. Changes to them easily
outweigh the impact of other criteria.

Scheduling Reports

Several reports give different views of scheduling information.

Engineer Diary

The Engineer Diary (11.13.15.9) displays the transactions created for
engineersin Call Maintenance or in Engineer Assignment Maintenance.
This report provides an engineer with an overview of the week’s call
assignments.

= Engineer Diary H!
User Menu Edit Queue Options Help

ER) |[E=] B |20 SR EE

Engineer Code: bjw Service Area:
From Date: 06423736 Output: terminal

Engineer: BIW Week of: 06/23/96
[Fime  Sun Mon Tue Wed Thu Fri sat

9:00 - - - Ch13s
10:00 - - - -
11:00 - CR1317 Chi3a
12:00 - - -

13:00 -
14:00 - - - -
15:00 - - - - Chi3g - - r

cal3d

+ -

[Press space bar to continue_

When Multiple Time Zones is active, you must select atime zone for
display.
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Engineer Calendar

Engineer Calendar (11.13.15.10) displays the hours an engineer is
scheduled for work during aweek regardless of call assignment. If you
maintain multiple schedules, including engineers on call and those with
custom schedules, use this report to view who isworking when.

Engineer Calendar Flg 16.15
Engineer Calendar
(11.13.15.10)

Engineer Code: [t] Service Awea:

From Date: |06/20£97 Prob/Skilk

To Date: 06720437 Output:  terminal

Eng Code Field Weekdate Sun Mon Tue Ped Thu Eri gat

BIV res  06f15/97 08:00 08:00 08:00 08:00 08:00

GLE 06£15/37 08:00 08:00 08:00 03:00 08:00

res
b yes 06415797 08:00 08:00 08:00 03:00 08:00
res

PKH 06F15/97 08:00 08:00 08:00 08:00 O08:00

The pound sign (#) displays next to scheduled times that occur on
holidays. If a day’s only schedule is an on-call schedule, a plus sign (+)
follows the scheduled times.

When Multiple Time Zones is active, the system interprets scheduled
times as relative to the engineer or a call’'s end user, depending on the
setting of Field Engineer for the engineer. This setting displays in the
column labeled Field.

Note Because on-call schedules are set up by area, only on-call
schedules that match the area report criteria display. If Service Area is
blank, the system uses the engineer’s area to find an applicable on-call
schedule. If an engineer is on call for more than one area, the other
schedule information does not appear on this report.

Engineer Availability Inquiry

Use Engineer Availability Inquiry (11.13.15.11) to view information
similar to that in the Engineer Availability pop-up in Call Maintenance. In
Call Maintenance, the system considers five factors to evaluate
availability:

 Engineer skill matching the call problem
- Availability on the call's next event date and time
« Engineer area matching the call area

IQAD
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Tip

When MTZ is
active, additional
scheduling options
display.

Fig. 16.16
Engineer
Availability Inquiry
(11.13.15.11)

M QAD

 Engineer being the primary or secondary engineer assigned to the
call's end user

 Engineer time zone matching the defined range around the end user
time zone, when MTZ is active

You must supply the same call information the system uses to calculate
availability: area, date and time, problem, and time zone. The only factor
the system does not consider in the simulation is the points awarded for
the primary or secondary engineer, since thisinformation is specific to an
end user.

Like Call Maintenance, thisinguiry considers the scheduling limits you
define in the Engineer Schedule Control File. If Override Scheduling
Optionsis Yesin the control file, the same pop-up displays asin Call
Maintenance. Here you can limit the set of engineersto consider.
Otherwise, the system applies limiting factors that you defined in the
Engineer Schedule Control File.

= Engineer Availability Inquiry
User Menu Edit Queue Options Help
Display Availability For: 06/20/97 Time: 15:07
Service Area: AMERICAS Display By Hours: no
Prob/Skill: Elec Output:

Ouerride Scheduling Options

Limit by Availability: |no
Limit by Service Area: |no

Limit by Problem/Skill: |no

Important 1f Limit by Service Areais Yes and you do not specify an
area, the system considers only engineers without a defined area. If Limit
by Problem/Skill is Yes and you do not specify a problem or skill code, no
engineers display.



The report output isidentical to the output in the Engineer Availability
scrolling window in Call Maintenance, except that the report does not

show point totals.

Engineer Availability Inquiry

User Menu Edit Queue Options Help

Service Area:

Display Availability For:

AMERICAS

Prob/Skill: |Elec

Time:

15:07
Display By Hours: |no

ENGINEERS AND SCHEDULING 551

Output: terminal

Availability [Calls) The Week Of; 06{15/97 Call Day: Fri

Engineer Prb Rrea Sched
WU no STANDRRD
BV yes Sanbiego STANDARD
PXH yes STANDRRD
GLEB no GLE

Start

08: 00
08: 00
08: 00
08: 00

End

17:00
17:00
17:00
17:00

Thu

Fri

gat

Fig. 16.17
Engineer
Availability Inquiry
(11.13.15.11)

IQAD
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CHAPTER 17

Area Maintenance

This chapter describes the functions related to service areas in the
Service/Support Management module.

Overview 554

Area Functions 556
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Fig. 17.1
AreaWork Flow
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Overview
The activity of service organizations can be divided in a number of
different ways.

» Geographically by physical location

By product line or item group

- By type of service, such as telephone or on-site

When geographical regions are important, one or more service facilities
may provide inventory to engineers. Use Area Maintenance and Area
Structure Maintenance to record these rel ationships.

Figure 17.1 illustrates atypical work flow for setting up and using areas.

]

Define holidays for each area.

Define geographical areas and
associate sites and locations.

} }

Group areas into a Associate areas with end
hierarchical structure. users and engineers.

You can set up each facility and area office with acodein Area
Maintenance (11.15.1). Use Area Structure Maintenance (11.15.5) to
group and organize these facilities and offices. For example, group Los
Angeles, San Francisco, and Seattle service facilities under the Western
Region, which you in turn group under the U.S. region. This grouping has
no effect in service processing; it is for reference only.

If you are using engineer scheduling, define holidays for areas so that
engineers are not scheduled on nonwork days in Area Holiday
Maintenance (11.15.9).

Once you define areas, associate them with service engineers and end
users. Engineer scheduling uses these relationships to assign engineersin
the appropriate areato calls. To facilitate dispatching the appropriate
engineer, you can sort calls by areain the Call Queue Manager.
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Area Site/Location

The area site and location represent the source of repair parts for cals

serviced in the area. This site can be the repair center, or the place where

that area’s service organization normally gets its inventory. You can then
use three or four areas relating to a particular site for controlling remote
inventory.

Area site functionality lets you manage a variety of business scenarios
related to site, location, work center, area, engineer scheduling and
supply, and inventory control for remote locations.

The site and location for an area provide inventory issue defaults in Call
Activity Recording and Material Order Maintenance if you do not define
a site and location for an engineer.

You can use engineer and area sites and locations in combinations. For
example, you can associate a different location with each engineer and
leave the engineer Site field blank. When the engineer records activity for
a call, the site for inventory issues defaults from the area but the location
defaults from the one defined in Engineer Maintenance. Use this setup to
track inventory issues to individual engineers.

555

In Default Site Maintenance, you can set up return sites based on area to » See “Default

manage defective or worn material returned as part of call processing. f('}ggtfc‘)rr‘g on
This setup is especially useful when you return itemsto a different site or page 93 for

location than you issue them from. details.

Area Holidays

Since areas often represent geographic regions and holidays vary from » See Chapter 16,

; ; : ; “Engineers and
region to region, you can specify holidays for each area. You can also Scheduling.” on

associate on-call schedules with areas. Define holidays for each area so page 521.
the scheduling function does not schedule engineersfor those days, unless
the schedule covers holidays.

IQAD
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Fig. 17.2
Area Maintenance
(11.15.1)

Tip

Set up areatypes
with Generalized
CodesMaintenance
for the

field reg_type.
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Area Functions

The three main area functions, in addition to reports and inquiries, are:
» Area Maintenance
 Area Structure Maintenance
- AreaHoliday Maintenance

The following sections describe these functions.

Area Maintenance

Use Area Maintenance (11.15.1), illustrated in Figure 17.2, to create,
maintain, and delete areas. Before deleting an area, the system verifies
that the areaiis not referenced by an area structure, engineer, on-call
schedule, holiday, call, default site, call quote, or end user.

Area Maintenance
User Menu Edit Queue Options Help

Area: mm

Description: AMERICAS REGIOM

2N e

Type: SUPPORT
Site: 10000
Location: spares

Area. Enter an eight-character code to identify the area. You can use
any format.

Description. Enter up to 24 characters describing the area. This
description appearsin the Areas scrolling window to help identify the
area.

Type. Usethisfield to classify areas into types. You can use one type
of area to designate work centers—for example, CENTER—and

another to designate areas for assigning engineers—ENG—if these

do not coincide. For example, a work center can handle repairs and
returns for Western Canada, while you can assign engineers to a
single city or district.

Site. Enter the site representing the place where you obtain repair
parts for this area. If the engineer does not have a site and location
defined, this site provides inventory issue defaults in Call Activity
Recording and Material Order Maintenance.



Location. Beneath the site is location. Using standard location logic,
you can maintain specific inventory locations for an area. If the
engineer does not have a site and location defined, this location
providesinventory issue defaultsin Call Activity Recording and

Material Order Maintenance.

Area Structure Maintenance

Define relationships between areas using Area Structure Maintenance
(11.15.5), illustrated in Figure 17.3. In Area Structure Maintenance, you
group subregions under a parent. This function isfor reference only.

Area Structure Maintenance
User Menu Edit Queue Options Help

ERZ

— Parent Level

Parent: AMERICAS
Description: AMERICAS REGION

— Component Leuvel

Component: MEW JERS
Description: EASTERN REGION
Reference: ||

To use this function, first define areas in Area Maintenance.

Area Holiday Maintenance

Define holidays for an area using Area Holiday Maintenance (11.15.9),

illustrated in Figure 17.4.

Area Holiday Maintenance
User Menu Edit Queue Options Help

Area: AMERICAS

FEIRIE

Holiday Description

07704796 Fourth of July
09702709 Labor Day

10/14/96 Colombus Day
11/28/96 Thanksgiving

12f2a/96¢ Christmas Eve

12/25/96

After you set up holidays, you can use the Holiday settings in Engineer
Master Schedule Maintenance (11.13.15.1) to indicate whether or not the

schedule covers them.

x
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Fig.17.3

Area Structure
Maintenance
(11.15.5)

Fig. 17.4
AreaHoliday
Maintenance
(11.15.9)

IQAD
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CHAPTER 18

Service Requests

This chapter describes Service Requests (SRs). Service Reguests
provide a mechanism for the service organization, customers, and field
personnel to get product information back to the rest of the company
and track user requests throughout the enterprise.

Business Considerations 560

Linking Service Requeststo Calls 560
Service Request Setup 562

Service Request Maintenance 564
Service Request Queue Manager 567
Service Request Delete/Archive 568
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Business Considerations

In day-to-day business operations, calls come in on topics ranging from
requests for marketing or sales material to questions regarding how your
equipment works to complaints about equipment breakdown and failure.
Service reguests let you manage internal responses to problems relayed
from field activities or calls.

Managing service requests can help you detect the causes of problemsand
prevent future support costs. You can consolidate several calls reporting
the same failure into one service request. If adesign or engineering
change is necessary, you can create an Engineering Change Notice (ECN)
to address the required changes.

Example A copier company runs an aggressive service organization that
performs repairs and preventive maintenance for its own products and for
competitors’ products. After all, those who maintain a product often learn
more about it than those who create it. In an industry that is driven by
technological innovation, technology transfer can be a strategic
ingredient.

The service engineers gain insight into the design, use, and

maintainability of the leading copiers. The company wants to leverage the
experience and insights of the service engineers into improvements in

their copier line. To accomplish this goal, the company implements a
service request system where service engineers can feed suggestions back
to manufacturing.

Linking Service Requests to Calls

The service request links call activity to your internal response for
engineering problems: a service request is a response to a call. In this
sense, onlyne call generates the SR. Each service request references
only one call. Many calls can reference the same service request.

Example Call number CA114 details a pump failure. The problems
recorded for the pump are significant enough to request a change in
design and notify the engineering department that these failures are
occurring. A service request is created that references CA114.

M QAD
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Fig. 18.1
Service Request Maintenance %’VI ce Requeﬁ
Thecall ID is UserMenu Edit Queue Options Help Ma| ntenance
specified = (11.1.15.3)
here. ! SR: SR2 Call: CA114 Copy Call Comments: no |
Date Entered: 06711796
Type: 5000
Problem: 1000
End User: 1006000 Sterling Industries
Item: 10-10000 DASIS(TM] COOLING $Y!
Severity: |2
Assigned: |PKH
Status: (1000
Hueue:
Priority: (20 Fixed In:
Started In: ECO:
Target Version Fix: Close Date: F )
Target Fix Date: Fof Actual Howrs: [0. 00
Estimated Hours: |0. 00 Notelt:
Description: IPump fails at high temperature
The system updates the Service Request field in the Call Update frame to
reflect the SR created for this call. You can view this update in Call
Maintenance.
Call Maintenance Flg 182 .
User Menu Edit Queue Options Help SR Dlspl ays n Ca“
3 Maintenance
— User Selection
Call 1d: CA114 Call Date: 06/14/96 Time: 16:37
Senial: 102093/4A1
End User: 1006000 Sterling Industries
Item Humber: 10-10000 Ref: o DASIS[TH) COOLING SY!
Contract: Service Type: STANDARD Area:
Start Date: Install date: 10720493 New York NY 10001
End Date: ‘Warranty End: 01/18/94 Response: o HOURS
PO: Comments: no
— Call Update
Page Engineer: [no
Multi Items: |no Service Type: |[STANDAR
The system Fault Codes: [no Entered by: [hme
Updates the Resolution: Print Call: |no
— Service Request: |SR2 Call Printed: no
Ca” record' Time Spent: [0_01

Later, you receive more calls concerning this same problem. You can
select the appropriate SR number for the new calls asyou receive them. In
this way, you do not have to keep issuing new service requests for the
same problem and can be sure engineering is aready looking at the

problem.

Asaresult, you assign only one call to a service request, but a service
reguest can be assigned to many calls.
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This process works best when there is a one-to-one correspondence
between service requests and problems. Many calls with the same
problem reference the service request addressing this problem. However,
each problem requiring engineering changes should have its own service
request.

Service Request Setup

Before using the SR functions, follow these steps:

1 Define SR Status Codes and specify open and close statuses in the
control file.

2 Define SR queues.
3 Optionaly define generalized codes.

SR Status Codes

Each service request has a status. These status codes are defined in SR
Status Code Maintenance (11.1.15.7). The SR statusis similar to the call
status code, but must be managed manually.

You can define two statuses in the SR Control File (11.1.15.24).

SR Open Status. Thisisthe general status for an open SR and the
initial status for any new SR.

SR Close Status. The closed status is the final status of an SR and
indicates all service activity for it isfinished. You can delete and
archive closed SRs.

SR Status Code Maintenance

Figure 18.3 illustrates SR Status Code Maintenance, which is similar to
Call Status Code Maintenance.
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SH Status Code Maintenance
User Menu Edit Queue Options Help

Fig. 18.3

SR Status Code
Maintenance
(11.1.15.7)

Status Description Stz ID Next Sts

1000 Ewvaluation Required o 7000
2000 Engineer Review 10
3000 Manufacturing Review Br 20
4000 Ruality Review Required 30

Status. Enter aunique name or code for this SR status. Making the
name recognizable can help usersidentify its purpose more easily.

Description. Enter a short description of this status. This description
appears on the scrolling window you use to select statuses.

Sts ID. Use thisfield to indicate the order in which statuses occur in
the life cycle of an SR. The scrolling window that displays SR

statuses displays them in numeric order by the status I D, rather than
alphabetically.

Next Status. Specify the status that normally follows this status in the
SR life cycle. Thisfield isfor reference only.

Next Queue. Specify the queue to which SRs with the next status
should be routed. Thisfield isfor reference only.

SR Queues

You can place each service request in a queue when you create it. The
queue is a user-defined holding area for managing and directing SRs.

Define SR queues in SR Queue Maintenance (11.1.15.10).

SR Queue Maintenance
User Menu Edit Queue Options Help

Fig. 18.4
SR Queue
7= Maintenance
Queue: [SR_OUEUE ] ‘ (11.1.15.10)

Description: Bueue for Service Reqes

\F1 =Help F2=Go ESC=End *Mext/Prey* Ctrl-X/C/¥=Cut-Copy-Paste

When you define a queue, you specify a queue hame and a description.

Queue. Enter an 8-character code identifying this queue.

IQAD
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Description. Enter up to 24 characters describing the queue to help
users in understanding its purpose.

Service Request Maintenance

Create service requests with Service Request Maintenance (11.1.15.1),
illustrated in Figure 18.5.

Fig- _18-5 Service Request Maintenance
Service Raf]uest User Menu Edit Queue Options Help
Maintenance
(111151) SR: SR2 Cal: CAl114 Copy Call Comments: no
Date Entered: 06/14/96
Type: 5000
Problem: 1000
End User: 1006000 Sterling Industries
SBV:::; ":I.!I]-"][II]I] E DASIS[TM]) COOLING SY!
Assigned: |PKH
Status: [1000
ul"a:e— 10 FixedIn:| |
Target vsel.:.[::.dFl.: Close ;::e P
Target Fix Date: A Actual Howrs: |0 00
Do [Pom. e ot g e
SR. When you create anew SR, you can leave thisfield blank to have
the system supply a hnumber based on Service Request Prefix and SR
Number in the Service Request Control File.
Call. If acall initiatesthe creation of this service request, enter the call
ID inthisfield. When you enter acall, anumber of fields default from
it, including End User, Item, and Description.
Copy Call Comments. When you specify acall, you can copy the
call's comments into the SR as the submitter comments. These
comments can provide a description of the problem the SR addresses.
Date Entered. The default is the system date. This field is for
reference only and appears on some reports and inquiries. You can
also use it to prioritize work.
Tip _ Type. A user-defined code that can group service requests by type.
éﬂn‘éﬁa‘l’g'gd&%"c‘)’gg For example, you can use SR type to assign the SR to the appropriate
Maintenancefor the engineerUpdate this field here or from the Service Request Queue
field srr_type. Manager.
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Problem. A user-defined code describing the type of problem Tip _
addressed by this SR. If you set up SR problem codes to match the St up values with
engineer skills, you can easily assign appropriate engineers. Update Maintenancefor the
this field here or from the Service Request Queue M anager. field sr_problem.

End User. You must first define end usersin End User Address
Maintenance. Enter the user reporting the problem addressed by this
SR. End User defaults from the cal if you specify one.

Item. Indicates the product with a problem addressed by this SR.
Validation depends on the setting of Items Must Exist in the Service
Management Control File. If Yes, you must have defined the item
with Item Master Maintenance. If No, you can enter any item number.
Item defaults from the call if you specify one.

Severity. A code indicating the user’s perception of the severity of theip _

problem reported on this service request. This field is for referenceg‘at up values with
. .. eneralized Codes

only and appears on selected reports and inquiries Maintenancefor the

field srr_severity.
Assigned. Indicates the individual assigned to address the problem
reported on this SR. Define engineers first in Engineer Maintenance.
You can view service requests by assigned engineer in the Service
Request Queue Manager.

Status. Indicates the position of this service request as it relates to the
SR life cycle. Define status codes first with SR Status Code
Maintenance. For a new SR, status defaults from the SR Open Status
in the Service Request Control File. Update this field here or from the
Service Request Queue Managet.

Queue. Indicates the queue to which you assign the service request.
Set up SR queues with SR Queue Maintenance.

Priority. Indicates how important this service request is. Lower
numbers indicate higher priority. Update this field here or from the
Service Request Queue Managetr.

Started In. An optional code that identifies the version of the product
that this problem started in. This field is for reference only and
appears on selected reports and inquiries. When servicing software,
this code can identify the program revision or software release
number that the problem was found in. In other industries, this code
identifies the product version or drawing that has the problem.

IQAD
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Tip

Compare target
date and estimated
hourswiththeclose
date and hours
entered on the
service request
when evaluating
service
performance.
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Target Version Fix. An optiona code that identifies when or how the
correction isto beissued. Thisfield isfor reference only and appears
on selected reports and inquiries. For software corrections, this code
can identify the patch number or software rel ease number expected to
include the fix for this problem. In other situations, this code
identifies the engineering drawing or revision that includes the
correction.

Target Fix Date. Enter the date when this service request isto be
completed. Thisfield isfor reference only and appears on selected
reports and inquiries. Usually, you estimate the number of hoursthe
service request will take and then use thisto arrive at atarget fix date.
Thisisthe date that you promise the customer.

Estimated Hours. Enter the estimated number of hours it will take to
complete this service request. Thisfield isfor reference only and
appears on selected reports and inquiries.

Fixed In. An optional code identifying when or how you issued the
correction. Thisfield isfor reference only and appears on selected
reports and inquiries. For software corrections, this code identifiesthe
patch number or software release number that included the fix for this
problem. In other situations, this code identifies the engineering
drawing or revision that includes the correction.

ECO. An optional code identifying the Engineer Change Order
(ECO) or Engineer Change Notice (ECN) number associated with
the correction for this service request. Thisfield isfor reference

only and appears on selected reports and inquiries. Many
organizations have a numbering schema for keeping track of changes
such as ECO or ECN systems. You can use thisfield for tracking any
other numbered document that is associated with the changes made to
correct the problems reported on this service request.

Close Date. Enter the date this service request was closed by setting
the status to the SR Close Status in the Service Request Control File.
You can delete or archive closed service requests with Service
Request Delete/Archive.

Actual Hours. The number of hours it took to complete this service
request. Thisfield isfor reference only and appears on selected
reports and inquiries. You can compare this number to the estimated
hours when evaluating service performance.
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Note #. An optional code or number referencing engineer notes
pertinent to this service request.

Description. Enter a brief description of this service request. Defaults
fromthe cal if you specified one. You can include longer descriptions
in the submitter comments.

Service Request Queue Manager

Use the Service Request Queue Manager (11.1.15.13) to view and

manipulate service requests. You can sort SRs by the service engineer

assigned to them or by priority.

Fig. 18.6

Service Request Queue Manager
User Menu Edit Queue Options Help

Search For
ﬁssigned:

Priority : 999

Priority Status Assigned End User Pioblem

SR3 10 1000 BJw| ooooo001 1000
SR2 40 1000 PKH 1006000 1000
SR4 o 1000 pkh 00000002 2000

You can edit service requests from the queue manager. Scroll through the
list of SRs displayed on the window, and press Enter while your cursor is
positioned on a service request to display an SR detail linelikethe onein

567

Service Request
Queue Manager
(11.1.15.13)

Figure 18.7.

Service Request Queue Manager
User Menu Edit Queue Options Help

Search For
ﬁssigned: Priority - 999 ‘

SRS'
SR Priority  Status Assigned End User Problem

SR3 10 1000 BJW 00000001 1000
SR2 a0 1000 PKH 1006000 1000
SR4 o 1000 pkh 00000002 2000

Update SR
SR Priority  Status Assigned Problem Type

[&E F] 120 1000 BIwW 1000

Fig. 18.7
Updating SRsin
the Queue Manager
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Fig. 18.8
Service Request
Delete/Archive
(11.1.15.23)

M QAD

From this frame, you can change the SR priority, status, assigned
engineer, problem code, and type. Managers can use thisto re-prioritize
SRs and assign them to appropriate engineers.

Service Request Delete/Archive

Use Service Request Delete/Archive (11.1.15.23) to delete and archive
closed service requests from the system when you no longer need them.

Service Request DeletefArchive
User Menu Edit Queue Options Help

— Selection Criteria
SR: || F To:

End User: To:

Close Date: | 12731795 To: |12/31/9¢

Delete: [yes
Archive: |yes

Archive File: sr960614.hst

Clear I Print I | Exit

[+

Archive files should be backed up and deleted from disk. +
‘F1 =Help F2=Go ESC=End Chul-X=Cut Ctrl-C=Copy Ctil-¥=Paste




CHAPTER 19

Material Orders

Use material orders (MOs) to manage inventory in a service
environment. This chapter defines the types of MOs and their basic
maintenance. Following thisis a discussion of how MOs are shipped
and the other functions you use in conjunction with shipping. Finally,
this chapter describes the consumption of MOsin Call Activity
Recording and returning items ordered on MOs.

Business Considerations 570
Material Order Life Cycle 572
Creating Material Orders 575
Material Order Maintenance 582
Shipping Material Orders 593
Loading MO Linesinto CAR 606

MO Returns 609
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Business Considerations

MOs provide a flexible mechanism for managing inventoriesin the
service environment. With M Os, service personnel, whether in the field or
repair center, can order repair parts for specific calls or to replenish their
inventory. The MO can interact with call tracking, enabling you to track
back orders and manage the relationship between service inventory and
call closure.

Use MOsto:

« Issue itemsthat you do not track individually, similar to
manufacturing floor stock. These are items that you typically issuein
bulk, like screws or washers, without any detailed usage tracking.
Thistype of MO is an expensed MO.

« Manage inventory moving between a supply center and service
locations. The supply center can be a central supply center or one
dedicated to service activity. Locations are typically remote locations
such as engineersin the field carrying truck stock, or aremote service
center. You can also issue the items to a service location within a
manufacturing site.

The MO processis not limited by geography. M Os can manage inventory
moving between any kind of service entity, mobile or stationary, large or
small. The following list indicates three scenarios you can manage with
MOs:

1 Inventory moving between a warehouse and a service department
located at the same site or to a service desk in the same building

2 Inventory moving between a home supply depot and afleet of service
trucks

3 Inventory moving between a central warehouse and arepair center or
refurbishment shop

These scenarios are illustrated in Figure 19.1.
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Fig. 19.1
MO Inventory
Management

If the engineer works at a repair center and you issue items to the call

directly from the repair center site, you may not need to use MOs.

MOs are most useful when the engineer works remotely, such as out of a

repair truck or van. In this case, you need an additional inventory

transaction to move inventory from the site or location where repair parts
are stocked to the engineer’s site or location where you can issue and

consume the inventory on the call.

MOs that transfer inventory are divided into two types:
« Itemsyou order to replenish general service stock
« ltemsyou order to meet the requirements of a particular call

MO
(Without Call)

<

Y —

WIDGETS
1GROSS

“I'm almost out
of widgets.
Can you send
me a case?”

“I'm going on site
for call 47. Can
you send me
three widgets?”

MO

Fig. 19.2
MO Tracks
Inventory for a Call

IQAD
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Based on the structure of your supply chain and your supplier
relationships, you might consider using Enterprise Material Transfer
(EMT) for some MO items. EMT lets you automatically generate a
purchase order from an MO.

Material Order Life Cycle

MOs have alife cycle similar to a standard sales order, except that no
billing occurs. The internal movement of goodsin MOs mirrors the
standard MFG/PROeB shipping and distribution process. Whenever
possible, standard programs are used. This facilitates learning MO
functions for the experienced user, since they are based on familiar
processes.

MOs transfer inventory from one site and location to another. They do not
support the invoicing features of sales orders. Even though you can drop
ship MO items to a customer location, thereisno invoicing for MOs apart
from their consumption in Call Activity Recording. The MO does not
handle tax issues or any custom issues that can occur when drop
shipments occur across international borders.

If you are ordering EMT items on MOs, your supplier provides you with

the items at the end of the EMT cycle. You then transfer them to the
engineer’s location using Material Order Shipments (11.11.6) just as you
would with any other item.
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_______________________________ Fig. 19.3 )
5 i Material Order Life
! Link MO with call. i l Cycle

l E Ship MO and generate

i shipping reports.
Create and ship MO i pRng Tep i
immediately. """_""""I _______________

________________ l-—-—--—-—-——-—-. Consume MO items in Call
| [ Activity Recording.

E Confirm MO.

——————

O = Optional
[ = MO with call
[ = AlmOs

You create MOsin Material Order Maintenance and either link them with

a call, for the engineer’s inventory, or expense them. You can ship the
ordered items when you create the MO if you allocate and confirm the
order.

Otherwise, you can execute separate allocation, confirmation, and
shipment functions using Material Order Confirmation (11.11.2), MO
Manual Allocations (11.11.4), MO Automatic Allocations (11.11.5), and
Material Order Shipments (11.11.6). These functions are similar to their
counterparts in the Sales Orders/Invoices module. You can generate a
packing list for an MO with Sales Order Packing List (7.9.13). A delivery
note is also created as part of shipment.

Note If you are using EMT, MO line items that were marked as EMT
type transhippment are allocated automatically to the MO when they are
received from the supplier. You cannot use MO Manual Allocations or
MO Automatic Allocations for these items.

The system deletes expensed MOs and MOs for the engineer’s own
consumption when the orders ship completely. You must consume MOs
associated with a call for that call in Call Activity Recording or return
unused inventory either in CAR or with MO Direct/Pending Returns

IQAD
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(11.11.8). When you have consumed or deleted al items on the MO with
acall, the system deletes the MO.

The system provides alternate ways of viewing information about open

MOs, those that have shipped, those with items on back order, and those
that have items marked as pending return. You can also track the status of
EMT purchase orders that have been automatically generated from MOs.

MOs for EMT Items

The Enterprise Material Transfer (EMT) module lets you automatically
translate sales orders and material ordersinto purchase orders. You use
electronic data interchange (EDI) tools—either the standard EDI module
or EDI ECommerce—to exchange purchase orders, change documents,
and shipping documents with your suppliers.

Much EMT processing is automatic. For example, when you change the
order quantity of an MO item, the system automatically updates the
purchase order and generates an EDI document to inform the supplier.
When a supplier picks or ships the items, the supplier’s system
automatically generates a status change message indicating that you can
no longer make changes to the MO line.

Most of the features of EMT are the same regardless of whether you are
using sales orders or material orders. However, there is one important
difference. Sales orders for EMT items let you specify two shipment
types:
« Transshipment. The supplier sends the items to you, and you then
ship them to the final customer.

« Direct shipment. The supplier is authorized to send the items directly
to the final customer.

EMT MOs offer only one shipping option: transshipment. The supplier
shipsthe EMT itemsto the ordering site. It is then your responsibility to
transfer them to their final destination.
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Direct Allocations

Depending on your relationship with an EMT supplier, you can reserve » See User Guide
inventory in the supplier’s database to fill your MO. This is calieect Lol 2 o
allocation. For this feature to work, you must meet a number of information on
conditions: setting up direct
allocations.

» You must be able to connect with the supplier's MFG/PRO eB
database.

» Several master file records must be set up in both your database and
your supplier’s. These include site and supplier records to represent
the connected database.

 The feature must be enabled in the Sales Order Control File.
To directly allocate an MO line item, change the default item site to the
site established for the connected database. The system then creates a
special, preliminary allocation in the supplier's MFG/PRO eB database.
When you export the EMT purchase order and your supplier imports it as
a confirmed sales order, the supplier’s system automatically converts the

preliminary allocation to a general allocation for the secondary sales
order.

Creating Material Orders

Creating an MO is similar to creating a sales order. You create MOs in
Material Order Maintenance (11.11.1), shown in Figure 19.4. Follow
these steps:

1 Define MO header data.
2 Create MO line items.

3 Optionally initiate shipment.

IQAD



576 MFG/PRO eB UsSeR GUIDE — SERVICE/SUPPORT MANAGEMENT

Fig. 19.4
Material Order
Maintenance
(11.11.1)

» See “Material
Order Control
File” on
page 733.
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: Material Drder Maintenance [_[E]x] I
UserMenu Edit Oueue Options Help

MO: 50 Drder Ref: CA150 Engineer: PKH Ship-To: PKH ‘
— End User Ship-To
Colossal Conglomerates LTD Harvey.Phillip
Suite 1000 Colossal Building 1900 Acacia Drive
Colossal Industiial Park
Evanston 1L 090876 San Marcos CA 92069
United States of America USA
Order Date: [117/10/99 Site: |1 0000 Confirmed: yes 11f10/99
Required Date: [11/10793 Currenc: y: USD  Language: [US |
Due Date: (11710792 Charge Code:
Action Status: [ Ship Immed: [no
Ship Via: Allocations: [
Remarks: |ALL SHIPMENTS PER CORP CONTRACT . Comments: [no
Print Pack List: [no

You order items on an MO as you do sales order line items.

Except for fields added to accommaodate the call relationship, the MO
fields act like the equivalent sales order fields. However, you define
default values for MO fieldsin the Material Order Control File, including
alocate lines due in days, detail allocations, line format, shipping lead
time, header and line comments, and keep booking history. These fields
operate in the same way as the equivalent Sales Order Control Filefields.

If you are using EMT, additional fields display on the MO line for the
supplier and EMT type—ijust as on a sales order.

Specifying the Type of MO
Three basic types of MOs each play a slightly different role in a service
organization:

e MOswith acall

« MOsfor inventory replenishment

» Expensed MOs

How you fill out the MO header determines the type of MO you create.
Header information differs for each type. After you create the MO, you
cannot change itstype. For example, if you create an MO without acall,
you cannot go back later and add one.
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MO With Call

When using MOs with a call, you open acall and order materia
specificaly for the call. Linking the MO to the call has the advantage of
making all the toolsinside Call Activity Recording available for
managing the MO.

In some business situations, legal or contractual reasons require this
explicit connection between service inventory allotments and call history.
For example, the government can require military contractors to supply
thiskind of data as part of the maintenance record.

In other cases, the business simply prefers this method, or it isthe easiest,
most economical way to supply engineers and account for service costs.
You can use this method when you bill a customer directly for parts
consumed on acall.

For MOs with acall, you use Call Activity Recording to coordinate the
whole supply, reporting, and return of inventory generated by service
activity. You can track costs and activity per call, customer, end user, or
problem.

Relationship Between Call and MO

MOs can only be created for open calls. The call status cannot be closed,
canceled, or hold. If you enter a call with astatus of complete, the system
displays awarning. The engineer and ship-to values on the MO default

from the call. The MO also uses other defaults associated with the

customer of the call’'s end user, including ship via, remarks, and currency.

Ship-to addresses for MOs with a call default from the value of Ship To in
the Material Orders Control File (11.11.24). If this is end user, the Ship-
To defaults from the call's end user. If it is engineer, it defaults from the
address of the engineer assigned to the call.

You can also create drop-ship addresses. Suppose the engineer wants a
replacement item shipped to a local airport so he can pick it up on the way
to the customer site. Material Order Maintenance enables you to create a
Ship-To address for this particular material order. If the address does not
exist, you are prompted to create it.

IQAD
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Each MO line references a particular call line. When you select the call
line later in Call Activity Recording, the system displays related MO
lines. You can then choose to load the MO itemsinto CAR item detail
records.

Note When an MO is associated with acdl, all items ordered must be
consumed by the call or returned before the call can be closed. When this
happens, the system removes the MO.

Using MOs or BOMs to Load CAR Item Usage

The system provides two ways to streamline data entry in the Call
Activity Recording Item Usage frames:

» Ordering the items needed with an MO and loading the MO linesin
CAR.

 AttachingaBOM to theitem being repaired and allowing CAR to list
al BOM items asitem usagein CAR.

These two methods are alternatives to one another. You cannot use them
together. Decide which method is best for your business practices and
establish procedures so both are not used at the same time.

If you order the items required for a call with an MO, you must load and
consume these items in CAR. If you attach a BOM to the item and the
system lists the BOM items for the call, the same items can be loaded
again, resulting in twice as many items appearing in the usage frame as
are required.

A warning displays when you create an MO for acall line item and you
have assigned aBOM to the item, or when you have already created
reports with item usage. The system does not generate an error. If you
need to order additional items beyond the standard BOM, this may not be
an erroneous situation.
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Filling Out the MO Header

For MOs with acall, you must enter an open call in the Order Ref field. If
you enter acall, you cannot specify a charge code.

: Material Order Maintenance = I F|g 19.5
UserMenu Edt Queue Dptions Help Header for MO
Blel® =8| withacal
MO: 50 Order Rel: CA150 Engineer: PKH Ship-To: PKH ‘
— End User Ship-To
Colossal Conglomerates LTD Harvey Phillip
MO Suite 1000 Coloss4l Building 1900 Acacia Drive
Colossal Industrial Park
header Evanston IL 030876 San Maicos CA 92069
United States of America USA
Order Date: (11710492 Site: |1I][ll]l] Confirmed: yes 1110799
Required Date: [11/10/99 Currency: USD Language: |US
Call Dus Date: [11710799 Charge Code:
entered; —
! Action Status: Ship Immed: [no
Charge Ship Via: Allocations: [
COde Remarks: |ALL SHIPMENTS PER CORP COMTRACT . Comments: [no
disabled Print Pack List: [no

MO Without a Call

You do not have to attach an MO to a call. The system considers

inventory transferred by an MO without a call as general replenishment
inventory for the engineer’s service stock. Use this method when it is not
reasonable to track against particular calls, but you still need to track
individual items.

Once all items ordered on the MO ship completely, the system deletes the
MO. Transaction history includes details about the transactions processed.

When you create an MO without a call, do not enter a call or charge code.
The ordered items are put in the engineer location at shipment time, but
not issued. MOs without a call basically execute an inventory transfer
from one site and location to another.

IQAD
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Fig. 19.6

MO Without a Call
for Transferring
Inventory

Tip

Use thismethod for
items ordered in
bulk such as nuts,
bolts, screws,
washers, lubricants,
cleaners, disposable
tips, and wipes.
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i Material Drder Maintenance =] E3
Usertenu Edit Queue DOptions Help
| &% e o
MD: 50 DOrder Rek: Engineer: PKH Ship-To: PKH
— End User Ship-To
Harvey. Phillip
1900 Acacia Drive
San Marcos CA 92069
USA
Order Date: (11710799 Site: |1[IIJI]I] Confirmed: |ves
NO caII and Required Date: |11/10/99 Currency: |usd Language: |
Due Date:{11/10/33% Charge Code:
no charge
Code Action Status: Ship Immed: |no
Ship Via: Allocations: |no
entered. e
Remarks: Comments: |no
Print Pack List: |no

Expensed MOs

Expensed MOs are also not attached to a call. Use this method when

tracking items expensed as part of the general service activity—usually
items you order in lots and store at the workbench or truck. The service
engineers do not track any inventory piece by piece. They expense the
items once and use them as necessary. A reorder point method typically
controls reordering.

Expensed MOs require a charge code. The system uses the charge code to
find a charge product line set up in Charge Product Line Maintenance for
this charge code. The system charges the Service Expense account of this
product line for the cost of the items.

When you ship an expensed MO, the system transfers inventory to the
destination site and location where you issue and consume the items. If
this process completes successfully, the system deletes the MO upon
completion of shipment. You can review transaction history for
transaction details.

When you create an expensed MO, you do not enter a call in the Order
Ref field, but you do specify a charge code as shown in Figure 19.7.
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UserMenu Edit Quewe Options Help
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O]

MO: 50 Order Ref: Engineer: PKH Ship-To: PKH
— End User Ship-To
Harvey.Phillip
1900 Acacia Drive
San Marcos CA 92069
U.S.A
Order Date: 11710799 Site: | 10000 Confirmed: |yes
NO caII Required Date: |11/10/99 Cumency: |usd Language: I
entered, but Due Date: [11/10/99 Charge Code: [CONTRACT |
acharge —
g_ Action Status: Ship Immed: Inu
code is Ship Via: Allogations: [mo
entered. Remarks: Comments: Ino
Print Pack List: Ino

Table 19.1 summarizes the interaction between the Order Ref and Charge
Code fields in identifying the type of MO.

MO Type Order Ref Field Charge CodeField
With call Enter acall number Field not accessible
Without a call Blank Blank

Expensed Blank Enter a charge code

Credit Implications of MOs

MOs are atype of sales order and follow most of therules of sales orders.
If the customer bill-to on an MO with acall ison credit hold, MO
processing is determined by the setting of Credit Hold Option in the
Service Management Control File. This field can have one of three

values;

0 (zero): You can create MOs regardless of the customer’s credit

status.

581

Fig. 19.7

MO Without a Call
for Restocking
Expensed Supplies

Table 19.1
Defining MO Types

Tip
You can remove
credit holds using

1: You can create MOs, but a warning displays and the action status'fﬁ’)‘i.es Order Credit
. a
the MO is set to hold.

2: You cannot create MOs for customers who are on credit hold. Any
error message displays, and you cannot create the MO until the
customer Credit Hold field is reset to No. With this setting, if the

ntenance
(7.1.13) or Sales
Order Auto Credit
pproval (7.1.17).

customer is over the specified credit limit but not yet on hold, you can

IQAD



582 MFG/PRO eB UsSeR GUIDE — SERVICE/SUPPORT MANAGEMENT

Table 19.2
Material Order
Maintenance
Frames
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create the MO. However, awarning displays and the action status of

the MO is set to hold.

If you are using EMT, the system applies the same logic aswith EMT
sales orders to determine how credit information is transmitted to the
supplier. If the Action Status field on the header of an MO associated with
acal ischanged to HD (Hold), EMT creates a PO change document for
the supplier under these conditions.

The PO has been transmitted to the supplier.

The supplier has not transmitted a status change indicating that the
item has been picked or shipped.

The customer associated with the call is authorized to have hold
orders processed by a supplier (EMT Credit Flow is Yesin the
customer’s master record).

The supplier is authorized to receive orders placed on hold (Send
Credit Held SO is Yes in the supplier’s master record).

Material Order Maintenance

This section includes a detailed field-by-field reference of Material Order
Maintenance (11.11.1). It takes several steps to create an MO, some of

which are optional, depending on various settings.

Frame

Req

Purpose

Header Y
Allocation Pop-Up N

Comments N
Line-Item Entry Y
Allocation Detail N
Comments N
Material Order N

Shipments

Define the kind of MO and defaults for line item entry.

If Allocationsis Yes, define allocation parameters for
line-item entry.

If the header Commentsfield is Yes, specify comments
for entire MO.

Enter item number and allocation information.
If Detail Alloc is Yes, enter detailed allocation data.

If the line-item Comments field is Yes, specify
comments for thisline.

If Ship Immed is Yes, begin shipment process
(see“Material Order Shipments” on page 595).
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The material order does not have atrailer for pricing and taxing

information. This differs from similar ordering functions because items
on MOs are not sold like other items. MOs transfer inventory from one
site and location to another site and location within the same enterprise.

Material Order Header

: Material Order Maintenance = I
UserMenu Edit Queue Oplions Help
B| &[T %) G|
MO: 50 Order Rel: CA150 Engineer: PKH Ship-To: PKH ‘
— End User Ship-To
Colossal Conglomerates LTD Harvey Phillip
Suite 1000 Colossal Building 1900 Acacia Drive
Colossal Industiial Park
Evanston IL 030876 San Maicos CA 92069
United States of America USA
Order Date: (11710492 Site: |1I][ll]l] Confirmed: yes 1110799
Required Date: [11/10/99 Currency: USD Language: |US
Due Date: [11/10/99 Charge Code:
Action Status: Ship Immed: [no
Ship Via: Allocations: [
Remarks: [ALL SHIPMENTS PER CORP CONTRACT . Comments: [no
Print Pack List: [no

MO. Enter the MO number. If you leave thisfield blank, the system
supplies a number based on the Material Order Prefix and Next
Material Order fields in the Material Order Control File (11.11.24).
You can select an existing MO from adrill-down list.

Order Ref. Entering acall inthisfield establishes the MO type. When
you enter acall ID, the system fillsin the Engineer and Ship-To fields
based on the call. You cannot enter a call whose statusis closed,
canceled, or hold. If you enter acall with a status of complete, the
system displays awarning.

Engineer. If you specify acall, the engineer assigned to the call
displays, but you can change this value. If the call has no assigned
engineer or you have not specified acall, you must select avalid
engineer to receive this order.

The engineer for the MO normally determinesthe site and location to
which items are transferred during MO shipments. If the engineer has
asite and location in Engineer Maintenance, the system uses these as
defaults. Otherwise, the site and location associated with the

Tip
AnMOisatransfer
frommanufacturing
inventory to service
inventory.

Fig. 19.8
Material Order
Maintenance
(11.11.1)

Tip

Use aunique prefix
to distinguish MOs
from standard sales
orders.

Tip

After you have
processed
shipmentsfor an
MO, you cannot
modify the
Engineer field.

engineer’s area are used. Maintaining consistent defaults is important

IQAD
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Tip

Tailor the default
ship-to for your
business practices
by using the Ship
To setting in the
Material Order
Control File.

» See “Credit
Implications of
MOs” on
page 581.

Tip

Set up values for
Ship Via with
Generalized Codes
Maintenance for the
field so_shipvia.

» See “Default
Sites and
Locations” on
page 93 for
details.
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in streamlining the consumption and return of items ordered on MOs
for acal in Call Activity Recording and MO Direct/Pending Returns.

Ship-To. For MOs without a call, the Ship-To is the engineer’s
address and you cannot change the value. If you entered a call, the
value for Ship-To depends on the Ship To value in the Material Order
Control File (11.11.24), either end user or engineer. You can also
enter a drop-ship address, for special orders.

Note Regardless of the Ship-To value, items are transferred to the site
and location for the MO line. The Ship-To address prints on the Material
Delivery Note.

Lower Frame

Order Date. Order Date defaults from the system date. You can
change this value. For example, if you take an order over the phone
and do not enter the order into the system until three days later, you
can change the date to reflect the day you took the order.

Required Date and Due Date. The required date and due date are
calculated by the system based on the order date plus the Shipping
Lead Time in the Material Order Control File (11.11.24).

Action Status. If the customer associated with the call specified on the
MO ison credit hold, HD displays in the Action Status field. The
effect of this status depends on the value of Credit Hold Option in the
Service Management Control File.

Ship Via. MOs transfer material. When you associate the MO with a
call, thisfield defaults from the customer Ship Viafor the end user
initiating the call. You can enter any valid shipper in thisfield. The
Ship Viainformation prints on the Material Delivery Note.

Remarks. You can enter brief remarks concerning MO handling here.
If you specify acall onthe MO, remarks default from the end user’s
customer.

Site. Enter the site where the items to ship are located. Thissiteis
used as adefault during line-item entry. You can change this value on
aper line-item basis. Thisfield defaults from the spares site set up
with Default Site Maintenance (11.21.13) for ablank key.
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Confirmed. Thisfield is similar to the samefield in sales orders, and
defaults from the value for Confirmed Ordersin the Material Order
Control File. Yes means that the MO is confirmed and available for
shipping when your entry is complete. You can modify thisfield only
when you first create an MO. If the MO is not confirmed when you
createit, you must execute MO Confirmation (11.11.2).

If you are using EMT and enter an EMT transshipment item, the
system only creates a purchase order for the supplier when the lineis
confirmed. If you create the line as unconfirmed, the PO is
automatically generated when you run Material Order Confirmation.

Currency. If you specify acall, this field defaults from the currency
associated with the call's customer. Otherwise, it defaults from the
currency associated with the internal customer specified in the
Material Order Control File. You can enter a different currency for
this material order when you create the order. You cannot change the
currency for an existing order. This field can be password protected.

If you enter a non-base currency, an exchange rate pop-up displays
the current exchange rate relationship defined in Exchange Rate
Maintenance. You can modify this, if needed, and optionally specify
the rate as fixed.

Language. Enter the language to use on material order documents.
Language defaults from the call end user or the end user’s customer.

Charge Code. You can update this field only when you first create an
MO and do not specify a call. If this is an expensed MO, enter a valid
charge code defined in Charge Code Maintenance (11.21.21.1). The
system uses the charge code to determine a charge product line. The
expense is debited to the Service Expense account associated with
this product line. If you enter a charge code, the system expenses
everything on the MO to this charge code.

Ship Immediately. The value for this field defaults from the Material
Order Control File.

Yes: The shipment frames display after you complete your MO entry.
Completing the MO shipment entry then starts all the inventory
transfer functions.

No: You must execute shipment as a separate function later, using
Material Order Shipments (11.11.6).

585
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» See “Allocating
Material Orders”
on page 594
for more
information.

Fig. 19.9
Allocations Pop-Up
Window (11.11.1)
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Allocations. If thisfield is Yes, a pop-up window displays so that you
can modify the allocation parameters set by default in the control file.
These parameters include consume forecast, allocate daysin future,
and detail allocations.

Comments. The value for this field defaults from the MO Header
Comments field in the Material Order Control File. If Yes, a standard
transaction comment frame displays for entry of header comments.
You can print header comments on MO documents like the Material
Delivery Note by setting Print on Packing List to Yes.

Print Pack List. If thisfield is Yes (the default), you can print a
packing list for this MO with Sales Order Packing List (7.9.13). A
separate MO packing list print function does not exist. However,
material order shipments produce a Material Delivery Note, which
you can use as a packing list. If detail allocations were not made in
Material Order Maintenance, printing a packing list performs the
allocations.

Allocations Pop-Up

If you enter Yesin the Allocations field, the pop-up window illustrated in
Figure 19.9 displays. The values in these three fields default from
corresponding fields in the Material Order Control File. You manage
other aspects of allocations through Sales Order Control File settings.

i Material Order Maintenance

UserMenu Edit Queue Options: Help

B e|ez
MO: 50 Oider Ref: CA150 Engineer: PKH Ship-To: PKH
— End User Ship-To
Colossal Conglomerates LTD Harvey. Phillip
Suite 1000 Colossal Building 1900 Acacia Drive
Colossal Industrial Park
Evanston IL 090876 San Marcos CA 92069
United States of America USA
Order Date: 11710792 Site: 10000 Confirmed: yes
Required Date: 1110499 Cumrency: USD Language: US
Due Date: 11710499 Charge Code:
Action Status: Ship Immed: yes
Ship Vi ions:
R - : Consume Forecast: [no m’:x_ S
emarks Allocate MO Lines Due in Days: [20 T o
Detail Allocations: |yes sk yes

Consume Forecast. Defaults from the Consume Forecast field in the
Material Order Control File. If Yes, MOs consume forecast in the
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same way as sales orders. When you enter an MO, the system
decreases available quantity in the sales forecast for the item by the
MO guantity.

Allocate Days into Future. Defaults from the samefield in the
Material Order Control File. Specifies the number of daysinto the
future to allocate MOs.

Use allocations to control shipments, especially in shortage
situations. When you enter an MO, the system compares the order
quantity to the quantity available to allocate. If thereis ashortage, the
order cannot befilled. The system triesto all ocate availableinventory
only to line items due within the number of days specified here,
giving you more control over the process.

Detail Allocations. The value for this field defaults from the Detail
Allocationsfield inthe Material Order Control File. Yesindicates that
detail alocations are normally made during MO line entry. Enter No
if detail alocations are not normally entered on the MO. The value
specified on the header sets the default value on each MO line item.
You can change it item by item.

Note Evenif thisfieldis Yesonthe MO header, it automatically
changesto No for EMT lineitems. You cannot change it manually.
The system automatically allocates EMT itemsto the MO when they
are received from the supplier.

Line-ltem Entry

After you complete MO header entries, the line-item entry frame displays.
The MO line-item frame works like other line-item entry functionsin the
system. It has two modes of display: single-line mode and multiline
mode. Set the default modein the Line Format field in the Material Order
Control File.

To order several items, use the multiline entry format to streamline data
entry. The multiline entry format asks only for the line number, the related
call ling, the item number, and quantity.

Figure 19.10 illustrates the single-line format.

IQAD
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Fig. 19.10
MO Line-ltem
Entry (11.11.1)

Tip

You can ignore the
Order Ref field for
MO typeswithout a
call.

M QAD

 Material Order Maintenance [_[O] =]
UszerMenu Edit Queue Options Help
The Supplier and P )2
EMT Type fields  |mo: 50 Drder Ref: CA150 Engineer: PKH Ln Format §/M: single
i Ln Order Ref Line Item Number Oty Ordered UM List Price
display onl
when Use Site Supplier EMT Type —_—
. k] 1 0_00
Enterprise Description| 10000 [5003000 | [NON-EMTEE:|
Material Transfer Location: 12000 Site: 10000 Line Ref:
iS Yes in the Lot/Seriak
Qty Allocated: 0. 0000 Confirmed: yes UM Cony: 1.0000
Sales Or(_jer Qty Picked: o.o000 Requited: 11710739
Control File. Qty Shipped: 0. 0000 Due Date: 11710599
Oty Consumed: 0. 0000 Consume Fcst: yes
Qty Returned: 0. o000 Detail Alloc: no
EUR Cost: 0.00 Comments: no

Important 1f you are entering an MO for an EMT transshipment item,
you must use single-line mode. Otherwise, EMT Type defaultsto
non-EMT and the system does not automatically generate a PO for the
supplier.

Ln. The current line number displays. If you are updating an MO with
multiple lines, the last line of the MO displays so that you know how
many lines exist.

Order Ref Line. When you attach an MO to a call, specify which line
onthe call isrelated to this line of the MO. It iscrucial that you build
the relationship between MO line and call line correctly becauseit is
used later in Call Activity Recording. CAR does not assume that the
line items on the MO are in the same order as those on the call; you
must specify the relationship explicitly.

CAR needsto know two elements; first, that an MO existsfor the call
and second, how the MO lines match the call line. This ensures that
the system uses the information from the call for the right item. The
system also checks the status of the call line, just like the call status.
To order itemsfor acall line, the line cannot be closed, canceled, or
on hold. The system displays awarning if the call line is compl ete.

When you start creating the line item, even though a call is not
attached to the MO, adefault call line number 1 appears. Thisisa
required field that you cannot change.

Item Number. Enter the item number you are ordering from the

supply center or inventory source. Remember, thisis an internal, or
captive, order process—you are not ordering from a vendor or outside
supplier. The item must be defined in the item master.
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For an EMT transshipment item, you can enter your supplier's code
for the item, as long as you set up a cross-reference to your item
number in Supplier Item Maintenance (1.19).

Note You cannot order configured items or family planning items onrip
an MO Theseitems have a
) Pur/Mfg code of C

Site. After you enter the item number, a pop-up window displays soanOI &

that you can specify the inventory site of the item. This site defaults
from the site on the MO header, unless the item does not exist there.
In this case, the system suggests the site associated with the item in
Item Master Maintenance.

Standard inventory rules for sites apply to the MO site. For example,
if there is no inventory on hand for the item and the inventory status is
defined with overissue set to No, the system displays an error.

If thisisan EMT transshipment item and you are using direct » See “Direct
allocations to reserve inventory in your supplier's MFG/PROeB Qggga.;%‘s on
database, you can change the default site to the one associated with '

the supplier’s connected database.

Supplier. Enter the supplier associated with this item. This field
displays only if Use Enterprise Material Transfer is Yes in the Sales
Order Control File. For EMT transshipment items, the field defaults
from the supplier defined for the item in Item Master Maintenance.

EMT Type. Indicate whether this is a non-EMT or transshipment item.
This field displays only if Use Enterprise Material Transfer is Yes in
the Sales Order Control File. A default EMT shipment type can be
defined for customers, items, items/sites, and in the Sales Order
Control File. The EMT Sequence field in the Sales Order Control File
determines the order the system uses to search these records for a
default.

Quantity Ordered. Enter the quantity of this item you want to order.
Negative guantities are not allowed. If this MO is associated with a
call, the quantity ordered displays in the Qty Used field in the Item
Usage frame of Call Activity Recording.

Unit of Measure. The Unit of Measure field defaults from the unit of
measure for the item in Item Master Maintenance. You can change the
value. If you select an alternate unit of measure that you defined in

IQAD
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Unit of Measure Maintenance (1.13), the system accesses the
appropriate conversion factor.

Example Anitemisheldininventory inthe unit of measure EA but
sold or purchased in a case of 25. If you enter the unit of measure CS,
the system displays a UM conversion of 25. The system adjusts the
cost and inventory quantity when thisitem is shipped or received. If
you have not defined the alternate unit of measurein Unit of Measure
Maintenance (1.13), awarning displays and no conversion takes
place.

For aseria-controlled EMT transshipment item, the MO line-item
unit of measure must match the stock unit of measure. Otherwise, the
system displays an error.

List Price. Thisis an output-only field that shows the extended price
for the item based on thelist price in Item Master Maintenance
multiplied by the quantity ordered.

Lower Line Detail Frame

This frame displays information such as the item’s description. You can
specify a lot or serial number here if the item is a serialized or
lot-controlled item.

P, 19.11 S - (=
MO Llne'ltern UserMenu  Edt Queue Options Help
Detail
MO: 50 Order Ref: CA150 Engineer: PKH Ln Format S/M: single ‘
Ln Order Ref Line Item Number Aty Ordered UM List Price
7 1 44-7000 5.0 EA 0.00
Description: PROCESSOR.PRE-PROGI
Location: |[EIIT %I Site: 10000 Line Ref:
Lot/Serial:
Qty Allocated: |5. 0000 Confirmed: |yes UM Cony: |1. 0000
Aty Picked: 0.0000 Required: |11710/92
Qty Shipped: ©o_0000 Due Date: |11/10/99
Qty Consumed: 00000 Consume Fcst: |yes
Oty Returned: 0. 0000 Detail Alloc: [no
usp Cost: 10.00 Comments: [no

Description. Output-only field that displays the inventory description
of the item.

Location. This field indicates the location at the associated site where
inventory items exist.

M QAD
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Lot/Serial. For lot/serial controlled items, you can specify the
particular number for thislineitem. If you are ordering multiple items
ononeline, set Detail Alloc to Yes. This displays a pop-up window
where you can specify alot/serial number for each item you order.

Oty Allocated. The total of quantity allocated, plus quantity shipped,
plus quantity picked cannot be greater than quantity open on the line
item. Accessto thisfield can be password restricted. For confirmed
orders, the system calculates a default based on several fields.

» The Quantity Available to Allocate calculation method in the
Sales Order Control File.

» Thevauefor Limit Allocationsto Avail to Allocate in the Sales
Order Control File.

 The setting of Allocate MO Lines Duein Daysin the MO header
determines the allocation window for orders.

If Allocate MO Lines Duein Daysis zero or the due date is beyond
the alocation horizon, Qty Allocated defaults to zero. You can use
MO Manual or Automatic Allocations to allocate inventory to an MO
line due outside the allocation window or when sufficient inventory
becomes available.

Confirmed. This field defaults from the Confirmed field on the
header. Yes or No in this field indicates whether or not theitem is
ready to ship. If Confirmed is No, you must execute a separate
confirmation step before items can be allocated and shipped.

Required Date and Due Date. The required and due dates default
from the header. You can modify either date for each line.

Line Ref. Thisfield can be used for custom programming as a
reference for customized reports giving line-by-line information. Use
thisfield to insert an eight-character label or reference that is later
displayed by the report.

UM Conv. Displays appropriate unit of measure conversion based on
the unit of measure for the item.

Consume Fcst. Defaults from the Consume Forecast field in the MO
header. If Yes, the quantity on thisline consumes forecast in the same
way as sales orders. When you enter the MO line, the system

Tip

Confirmed must be
Yes before you can
enter a quantity to
allocate.

» See “Allocating
Material Orders”
on page 594
for more
information.

Tip

UseLine Ref to
help create custom
reports.
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Fig. 19.12
MO Detail
Allocation Pop-Up

M QAD

decreases avail able quantity in the sales forecast for the item by the
MO quantity.

Detail Alloc. Defaults from the Detail Allocation field on the MO
header, which in turn defaulted from the Material Order Control File.
You can modify this for each lineitem. If you specify a quantity to
alocate and the order is confirmed, Yes displays a pop-up window so
that you can specify the information required for detail allocation,
including lot/serial, location, and lot reference.

Allocations for EMT transship items are performed automatically
when the items are received from the supplier. You cannot detail
allocate these itemsin Material Order Maintenance.

Comments. Specify Yes or No to enter comments for this specific
MO lineitem. Defaults from the MO Line Comments setting in the
Material Order Control File. Include line comments on MO
documents such asthe Material Delivery Note when Print on Packing
ListisYes.

After you enter aline, the system returns to the beginning of line entry to
start another line item. To order more material, continue and repeat the
same line entry process. When you finish, press End to initiate shipment,
if Ship Immed is Yes, or to return to the menu.

Detail Allocation Pop-Up

This pop-up enables you to enter specific allocation information for the
items you are ordering. To perform detailed alocation, enter the order as

confirmed.
: Material Order Maintenance |- (O] %] |
UserMenu Edit Queue Oplions Help
MO: 50 Order Ref: CA150 Engineer: PKH Ln Format 5/M: single ‘
Ln Order Ref Line Item Mumber Qty Ordered UM List Price
7 1 447000 5.0 EA 0. 00
Description: PROCESSOR.PRE-PROGI
Location: 12000 Site: 10000 Line Ref:
Lol
Qty All Location Lot/Serial Ref Qty Alloc
Qtp -
Qu g /12000 | [
Bty Cos
Oty R
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Shipping Material Orders

You can approach shipping MOs in two ways:

 Ship itemsin Material Order Maintenance by entering the MO as
confirmed and allocated.

« Follow the more traditional approach taken with sales orders where
you execute separate confirmation, allocation, and shipment
functions. In addition, you can print a packing list using Sales Order
Packing List.

Confirming Material Orders

MOs must be confirmed before they can be allocated or shipped. You can
do thisin a separate step with Material Order Confirmation (11.11.2).

[ Moteri Ouer Comfimatin———————————————————— mE|
UserMenu Edit Oueue Options Help
Y[ EY e 1 ]
— Selection Criteria
MO: &I To:
Engineer: To:
Order Ref: To:
Ship-To: To:
Order Date: L Ta: i F
Due D ate: i 7 To: i

Expensed MDs: [no

e T

Enter appropriate criteriato select MOsfor confirmation, then execute the
function. The system processes MOs in the specified range. If Expensed
MOsisNo, the system processes only MOs without a charge code. If Yes,
the system includes expensed orders.

The system generates areport like the one in Figure 19.14 to the output
device you specify.

Fig. 19.13
Material Order
Confirmation
(11.11.2)

Fig. 19.14
Material Order
Confirmation
Report

IQAD



594 MFG/PRO eB UsSeR GUIDE — SERVICE/SUPPORT MANAGEMENT

Allocating Material Orders

Allocations reserve inventory so it is not allocated to other sales orders,
RMA issue lines, intersite requests, cals, or work orders. Use alocations
to control the shipment of items, especially in situations when a sufficient
guantity of anitem does not exist to fill al orders.

» See “MOs for Note You cannot adlocate EMT itemsto an MO. The system allocates

EMT Items” on i i i
page 574, these items when they are received from the supplier.

Control allocationsin MOs with settings in the Sales Order Control File
and the Materia Order Control File.

» The Quantity Available to Allocate calculation method in the Sales
Order Control File controls how the system determines the number of
items available to allocate. The calculation is the same for al items
and sites.

« Thevaluefor Limit Allocationsto Avail to Allocate in the Sales
Order Control File determines how the system handles shortage
situations. If thisfield is No, Quantity Allocated defaults from
Quantity Ordered even if a sufficient quantity to allocate does not
exigt. If thisis Yes, Quantity Allocated never exceeds the quantity
available. If thereis no quantity available to allocate, Quantity
Allocated defaultsto O.

 The setting of Allocate MO Lines Duein Daysin the Material Order
Control File determines the value for the same field in Material Order
Maintenance, MO Manual Allocations, and MO Auto Allocations.
The system only attempts to allocate MO lines with a due date within
the range defined by this field. For MOs due outside the range,
Quantity Allocated defaults to O regardless of available quantity.

» The Detail Allocations field in the Material Order Control File sets
the default for the similar field in Material Order Maintenance. If this
is Yesfor an MO line, an inventory allocation pop-up window
displays so you can specify site/locations and lot/serial/reference
numbers.

You can even ship itemsin Material Order Maintenance without creating
alocations by specifying a quantity to ship. If you make alocations, you
can set Ship Allocated to Yes, and the system sets up default ship
quantities for you.

M QAD
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MO items are picked when you print a packing list for an MO with the
Sales Order Packing List (7.9.13) function. To do this, set Print Pack List
to Yesfor the MO in Material Order Maintenance.

If you use packing lists to communicate shipping priorities, you can set
Pick Only Allocated Linesto Yesin the Sales Order Control File. In this
case, only allocated quantities print from the Sales Order Packing List
function, telling the shipping department what to ship.

You can allocate inventory at several stages of an MO's life cycle.

» Material Order Maintenance does general allocations for all orders
due within the number of days you specified in the Material Order
Control File. You can also enter detail allocations.

» Execute MO Automatic Allocations (11.11.5) regularly to perform
general alocations for any orders due within a certain number of
days. Use this function to allocate for MOs beyond the alocation
limit you specified in the control file during order entry.

 You can use MO Manual Allocations (11.11.4) to override general or
detailed allocations.

Material Order Shipments

Use Material Order Shipments to enter the selection data for shipping
MOs. Unlike shipment for standard sales orders, Material Order Shipment
executes an inventory transfer and receipt, and an additional unplanned
issue, depending on the kind of MO:

« MO with a Call. Transfersitems from their current location to the
place where they will be consumed on acall.

« MO without a Call. Transfersitems from their current location to
replenish engineer stock.

» Expensed MO. Transfers the items, then issues them as service
expense.

A transfer reduces inventory quantity for an item at the From Site and
From Location, and increases it at the Engineer Site and Engineer
L ocation. When the function completes, it prints delivery documents.

IQAD
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» See “Engineer
Site and
Location” on
page 523 for
more details.

M QAD

During the materia order shipment process, you perform the following
steps:
« Enter shipment data
» Modify line-item quantities
Confirm shipments
Enter trailer data
Print Material Delivery Note and Back Order Advice

You can execute Material Order Shipments as a separate function or
initiate shipmentsin Material Order Maintenance if you enter confirmed
orders. To initiate shipments from Material Order Maintenance, set Ship
Immed on the MO header to Yes.

Engineer Site and Location

A consistent engineer site and location are critical to managing MOs.
During shipment, the destination fields default from the site and location
associated with the engineer in Engineer Maintenance. If these are not
available, the system uses the default site and location defined for the
engineer’s area.

When inventory ordered on an MO is consumed in Call Activity
Recording, the system uses the same logic to derive the site and location
for inventory issues. So, if you ship the items somewhere else, change the
defaults in CAR for inventory issues to occur correctly.

Establish procedures so that the system references the same site and
location when looking for stock for a particular engineer.

The system performs normal location validation. This includes verifying
whether the location exists, based on the setting of Automatic Locations,
and verifying the actions allowed at the location based on restricted
transactions.

« For al MOs, the inventory receipt transaction (RCT-TR) must be
allowed.

« For expensed MOs, the unplanned issue transaction (ISS-UNP) must
also be alowed.
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Material Order Shipments Field Reference

If you do not choose to ship immediately from Material Order
Maintenance, you can ship MOs later, using Material Order Shipments
(11.11.6), illustrated in Figure 19.15. To ship an MO involves several
steps, some of which are optional.

Table 19.3
Frame Req Purpose MO Frames
Header Y Specify MO to be shipped and shipment defaults.
MO Line Items Y Review and modify allocations and quantities.
Issue Detail N If Multi Entry is Yes, change details for multiple
quantities.
Confirmation Y Confirm items to be shipped.
Trailer Y Generate delivery note.
Material Order Shipments Header
+ Material Order Shipments 1[=] B3 Fig. 19.15
UserMeny Edt Queus DOpfiors Help Materlal Order
B[R EEDE Shipments Header
wo- [ & Ship Allocated: no Fiom Site: (11.11.6)

Engineer: Ship Picked: yes To Site:
Order Ref: Override Partial 0K: no To Location:

MO. Enter the number of avalid MO you created with Materia Order
Maintenance. The MO number must exist. If the MO is not confirmed
or has no lines, awarning displays. When this function is executed
from Material Order Maintenance, the system fills in the number and
does not let you changeit.

Engineer and Order Ref. These fields are output only and default
from the MO.

Ship Allocated. The default is No. If Yes, the quantity allocated on Tip

each item line displays in the To Ship column in the MO line-item gsgaﬂbpﬁg‘f?‘ed
detail section of Material Order Shipments. If you have not printeda  shipping
packing list—for example, if you are shipping from Material Order information if you

Maintenance—none of the items are picked. In this case, use smpSE?ecﬂ'S?'r';?n
Allocated to set up default shipping information. Material Order
Maintenance.

Ship Picked. Specify Yes (the default) to include all items in the To
Ship column that were picked when the packing list was printed.

IQAD
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Otherwise, they display in the Backorder column, and you must
specify the order quantity for each line.

Tip Override Partial OK. Specify whether to allow partial shipments for
This setting has no i i

effect on MOs this material order.

without acall. Yes: Allow partial shipments.

No: Check the Partial OK field in Customer Maintenance to
determine whether partial shipments are allowed.

From Site. Inventory site where items are located. You can leave this
field blank unlessthe MO spans multiple databases. If you specify the
site, it must be valid.

To Site and Location. These fields default from the site and |ocation
associated with the engineer. If these values are blank, the system
uses the site and location defined for the engineer’s area.

Material Order Line Iltems

After you complete the header, the Material Order Line Items frame
displays. Each item ordered on the MO displays. You can change each
line before it is transferred. You can also overrule the system allocation
and enter another location from which to transfer the item.

Fig. 19.16  Material Order § hipments M=
MO Shipments Userbenu Edt Queve Dptions Help
Line tems | = w1 1) 2
MO: 50 Ship Allocated: pes From Site:
Engineer: PKH Ship Picked: pes To Site: 10000
Order Ref: CA150 Overnide Partial OK: no To Location: PKH
Material Order Line Items
Ln Item Number T Allocated Picked To Ship Backorder Site
2 447000 0. 0.0 3.0 10000
4  44-2000 2.0 L} 0.0 2.0 10000
7 44-7000 5.0 0. 0.0 5.0 10000
8 44-7000 5.0 0. 0o 5.0 10000
Line: 7 Cancel B/0: no Site: [10000 | Loc: [12000
Quantity: |5.0 QI Lot/Serial:
Item Number: 44-7000 UM: EA Ref:
Description: PROCESSOR.PRE-PROGI Multi Entry: [no

Line. Enter a line number to display or modify associated data.

Cancel B/O. The default is No. Yes indicates that any item under the
Backorder column should be removed from the order. No indicates
that items on backorder should be retained for later shipment.

M QAD
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Quantity. The quantity to be shipped for this line displays. You can
modify it. If Ship Allocated and Ship Picked are Yes, the quantity is
the total of the Allocated and Picked columns. You can enter a new
quantity. For example, an engineer may have ordered five items and
now wants only three.

Item Number, Description, and UM. These are output-only fields
referring to the line-item number and its inventory description and
unit of measure.

Site and Location. Defaults from the inventory site and location
associated with the item in the item master. You can modify these
fields.

Lot/Serial and Ref. The serial number and inventory reference of the
first item picked for thisline.

Multi Entry. The system sets this field to Yes when a line has multiple
items and it cannot be changed. If Yes, an Item Issue Detail frame
displays so that you can modify the serial number of each item
picked.

When you accept the shipping information, you are prompted to confirm
the items being shipped. The default reply is Yes. Accepting Yes displays
the line item, item being shipped, what site and location it is shipping
from, lot and serial numbers, quantity, and unit of measure.

You are prompted again to confirm that all information is correct. If you
accept Yes, the shipment trailer displays. If you enter No, you can change
information.

Material Order Shipment Trailer

Thetrailer entry is analogous to standard sales order shipment. After
accepting the data, the system processes the items entered.

IQAD
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Fig. 19.17 : Material Order Shipments O[]
Matenal Order UszerMenu Edit Queue Options Help
Shipments Trailer | B B>
(11.11.6) MO: 50 Ship Allocated: ne From Site:

Engineer: PKH Ship Picked: yves To Site: 10000

Order Ref: CA150 Overnide Partial OK: no To Location: PKH

Ship Via:

Ship Date: 03731700

Remarks: ALL SHIPMENTS PER CORF CONTRACT .

| Output: W&!

Tip Ship Via. When the MO is associated with a call, thisfield defaults
Set up codes with i ; i ; )
Ceneralized Codes from the Ship Via associated with the end user’s customer.
Maintenance for . i
field so_shipvia. Ship Date. Defaults from the system date, but can be modified.

Remarks. You can enter brief remarks concerning MO handling. If
you specified a call on this MO, remarks default from the remarks
associated with the end user’s customer.

Output. Enter an output device for reports that print when the
shipment function executes.

Printed Output

The system creates two documents during the shipment process:

- Material Delivery Note. This document always prints and includes
the shipping address, quantities, pricing, extended price, shipped from
location, and shipped date. It isapacking dip to use with your freight
service. Thetitle, Material Delivery Note, prints at the top of the
output.

» Back Order Advice. This document prints only if items on the MO
remain on back order. It shows items, quantities, and sales price
information.

Material Delivery Note

Each Material Delivery Note has a control number. The system uses this
number to track transactions related to this MO. Use the control number
when partial shipments are made or items remain on back order and are
shipped later. In this case, the system tracks the quantity shipped on each
document. Set the value for this number in the Next Delivery Note field
of the Material Order Control File.
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The material delivery notelistsitemson the MO that are transferred to the
engineer location. Thisincludes all picking information and price
information based on the price of the item in Item Master Maintenance.
These prices are suggestions only and can differ from the invoice pricing
determined during Call Activity Recording.

MATERI AL DELI VERY NOTE Doc : 00000004 Page: 1 Date : 07/11/00
Ship to: Lake Refrigerator Co. O der Ref: CA157
321 South Lake St. Eng: PKH
Bui | di ng 47 MO 62
Los Angel es, CA 93122 Char ge:
USA
Qy Qy Unit Tot
Ln Item Nunber Rep Ordered Site Location Lot/ Serial Delivered Price UM Pri
1 44-1000 No 1.00 2.00 10. 00 EA 20.
Sensor Unit 10000 stock 2.00
2
Back Order Advice

Back Order Advicelistsal MO items on back order, their quantity, and
sales price information. Each Back Order Advice has a control number.
Set the value for this number in the Next Back Order Advice field of the
Material Order Control File.

| TEMS DUE TO BE DELI VERED TO Doc : 00000003 Page: 1 Date : 07/11/00
Harvey, Phillip O der Ref:
1900 Acacia Drive Eng: PKH
MO 63
San Marcos, CA 92069 Char ge:
USA
Qy Qy Uni t
Ln Item Nurmber Description Ordered Backorder UM Price
1 44-100 Sensor Unit 10.00 5.00 EA 0.00
Remar ks

Fig. 19.18
Material Delivery
Note, 132-column
print format

Fig. 19.19

Back Order Advice,
132-column print
format
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Inventory and GL Transactions

Shipping an MO generates issue (ISS-TR) and receipt (RCT-TR)
inventory transactions. If the transfer is a site-to-site transfer, the system
creates GL account transactions and bookings with standard inventory
transfer routines.

You can review and delete the transactions created using GL Transaction
Delete/Archive (36.23.2). The GL reference begins with 1C and does the
following:

« Debits the Inventory account defined in Inventory Account
Maintenance for the product line at the To site and location.

« Creditsthe Inventory account defined in Inventory Account
Maintenance for the product line at the From site and location.

When inventory transactions affect more than one site, the system
generates intercompany balancing entries.

« When the two sites are in different entities, it generates a balancing
Debit/Credit to the Intercompany account.

« When the two sites are in the same entity, it generates a balancing
Debit/Credit to the Transfer Clearing account. This notes differences
in cost between the two sites.

You define both accounts in the Inventory Control File (3.24).

Expensed MOs

In case of an expensed MO with a charge code, the items ordered are
transferred to the engineer site and location entered in Material Order
Shipments and then consumed. The system handles this action as an
unplanned issue (ISS-UNP).

The debit account for the costs is the Service Expense account from the
product line for the charge code. Costs are credited against the Inventory
account of the consumed item’s product line.

MOs With and Without a Call

While expensed MOs are issued immediately, items transferred with other
MOs remain in inventory. Items ordered for a call are issued out of
inventory only when they are consumed for the call in Call Activity
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Recording. To maintain the relationship between the items and the call,
the system marks the itemsin the To site as allocated to the call or line.
This alocation prints on standard reports like the Allocated | nventory

Inquiry (3.18).
Fig. 19.20
1 Allocated Inventory Inquiry | _ (O] x|
UserMenu Edit Queue Options Help .::E)r ali('\)/ll’g)ered
B |Ba| R
Item Mumber Site Location Lot/Serial Status Dutput
This item is &: 000 [ | terminal
ordered on an :
i Avail Status
MO without escription Site Oty On Hand UM Qty Allocated Unallocated
a call. ORD, POVER, USR 10000 19,561.0 EA 8890 18, 672.0
\ Order Number Line/ID Location Lot/Serial Qty Alloc Picked
o MO110 1 2.0
o M0111 1 5.0
o MO115 1 1000
o 5010027 ] 125.0
o S010029 1 50.0
o 501046 z 100 0.0 100.0
o 501049 2 100 0.0 100.0
o 501051 1 100 0.0 100.0
L . o 501053 1 100 0.0 100.0
This item is o 502105 2 100.0
o S02680 1 100 2.0 0.0
ordered on an o sozesn 1 950
MO with a CA309 11083176 -1.0
—[ch casLe 1 PEH 7.0 0.0
call.
488.0 400.0

Iltems ordered for the engineer’s inventory replenishment remain in
inventory until consumed in some way, probably in Call Activity
Recording.

Material Order Reports

Review information associated with MOs and shipments in three reports:
» Open Material Order Report (11.11.11)
- Material Order Backlog Report (11.11.12)
» Material Order Shipment Report (11.11.13)

If you are using EMT and your MO includes aline for an EMT » See User Guide
transshipment item, you can view the transmission and shipment status of g‘;g‘gﬁuﬁon
the EMT purchase order using EMT Tracking Report (7.15.11). '
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Open Material Order Report

Use the Open Material Order Report (11.11.11) to review line-item detail
on MOs. You can restrict the report to include only MO lines that have a
guantity shipped, or display information for al items on open MOs
regardless of whether any quantity has shipped.

Thisreport is generated based on information maintained in the MO
master file. When an MO without a call has fully shipped, the system
deletesit. When all items on an MO for acall are consumed or returned,
the system also deletesit. Use the Material Order Shipment Report to
generate areport based on transaction history for MOs that are no longer
available in the MO master file.

Fig. 19.21 ) + Dpen Material Order Report
Open Matenal UserMenu Edit Queue Options Help
Order Repor o R L

(111111) Selection Criteria

Order Rel- | To:
Engineer: To:

Sold-To: To:

Shipped Items Only: Ino
[ Gew | o [ e |

Select MO linesto report by call ID (order ref), engineer, and sold-to
address. The system prints any item on order on any open MO linein the
specified range. Line items within the selection print in order of due date.

Material Order Backlog Report

Use the Material Order Backlog Report (11.11.12) to display open MO

lines waiting to be shipped. The system lists MO lines by item number,
order, due date, site, or any combination. The system lists each item’s
availability by site and line items by due date.

Inventory quantities are the same as those in the Stock Availability
Inquiry (3.17).
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: Material Order Backlog Report M= Fig. 19.22
UserMenu Edt Queue Dplions Help Material Order
S % & Backlog Report
Selection Criteria (111112)
Engineer Code: él To:
ltem Mumber: [ To:
Order: Tao:
DueDate: [ 7 7 To:[ 7 7 |
Site: To:
Location: To:
[ cew | i [ e |

The system prints back-ordered items on an MO line with a due date and
site in the specified range. Each line item within the selection printsin
order of due date.

: Report - Material Order Backlog Report [ E3 Fig. 19.23
Fie Edl_ Seach Backlog Report
fseodl p 11.11.17 Marerial Order Backlog Repore A (132.||ne print
Page: 1 Colossal Industries formm)
Order/Ln Site Itew Number Description Due Goy Ordered vy Allocared
wes0 PEH Harvey, Phillip Call: CALSO
1 10000 44-z000 COMPUTER, CONTROL UNIT, 11710733 1.0 o.0
wel00  biw Whitehead, Bill
110000  rwl 07716499 10.0 10.0
moz00 biw Whitehead, Bill
110000 rwl 07716499 10.0 10.0
mol pkh Harvey, Phillip
1 10000 22-100 COED . POWER. UK 06704 /393 10.0 10.0

Material Order Shipment Report

Usethe Material Order Shipment Report (11.11.13) to print areport based
on the transaction history created whenever an MO is shipped. Use thisto
view transactionsfor M Osthat have fully shipped and been deleted by the
system. If an MO line has partially shipped, the open quantity on the MO
line displays.

Thereport includesthe call number for MOs that have not been consumed
completely in CAR. Since the system does not maintain the call number
in the transaction history file, it is not available after the MO is consumed
and deleted.
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Fig. 19.24
Material Order
Shipment Report
(11.11.13)

M QAD

i Material Order Shipment Report |- (O] x]
UserMenu Edit Queue Options Help
RREEE|
Selection Criteria
Item Number: il To:

Engineer Code: To:
Order- To:

Ship Date: Ff To: i

Print Shipments: |yes
Print Returns: [no

Only MO lines with a quantity shipped appear on the report. You can
restrict the report to only items shipped or optionally include information
for items returned.

Select MO lines to include by item number, engineer code, MO number,
and ship date. Except for engineer, the selection criteria determine the
way the system sorts and presents information on the report. Thereport is
sorted by item number, effective date, or MO number, depending on the
range you specify, then by the transaction history number. If you specify
only the engineer, the system sorts the report by transaction history
number.

Important Generating areport with blank selection criteriaor using only
the engineer code can impact program performance. Also, because the
report searches all transaction history records, alarge history file can
degrade performance.

Loading MO Lines into CAR

When you associate an MO with acall, you must associate each lineitem
with a particular call line. When you access the call line in Call Activity
Recording, the system displays alist of MO line items ordered for it. The
engineer can select some or all of these items, which the system loads into
the Item Usage frame of CAR.

Loading MO lines simplifies the recording of consumed and exchanged
items ordered with MOs. Once items are loaded, you can modify the
usage records like any other recordsin CAR.

If you select an MO line but do not issue the inventory, the system
removes it from the usage detail and lets you reload it. The system keeps
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track of items consumed on the MO and continues to present the Material
Order Selection frame until you have consumed or returned all MO items.

Material Order Selection Frame

When you select acall lineitem in CAR that has one or more open MOs,
the Material Order Selection frame displays.

 Call Activily Recording Fig. 19.25

UserMenu Edit Oueus Dptions  Heln Loading MO Lines
BB %(®[(E] inCal Activity

Call ID: [WARE] Bill-To: 1001000  End User: 1001005 Recording

(11.1.1.13)

Item Selection
‘WK Code

Line Serial Item Svc Type Report

Two items
2 48399021/A3 10-10000 Tech W-1 465676
have been Material Order Selection
ordered for Order Ln Item Engineer Site Location Aty Open T
this callline Tz o ——Tro oo —[—— [
on two M0O113 1 22120 PKH 10000 PKH 4.00

different MOs.

The selection frame is a scrolling window with all open MO lines for the
call line. An MO lineis open when the quantity shipped onthe MO is
greater than the quantity consumed plus the quantity returned.

Select or deselect MO lines by pressing Enter while in the scrolling
window. After you select it, an asterisk (*) appears next to theline. To
leave the scrolling window and continue processing, press Go. After you
finish the selection, the system loads the items ordered on the MO into
item usage records in CAR. Press End while in the scrolling window to
return to Call Activity Recording without loading any MO lines.

A user in CAR can select an item ordered on an MO for thiscall by a
different engineer; however, the system displays a warning. The system
validates each loaded line and displays standard CAR warnings and
errors.

For each MO line you select, the system creates one item usage record.
Internally, each item usage record remains linked to the MO line soitis
recognized later when you update quantities. As aresult, if itemson an
MO are not yet accounted for, the MO remains on the list of open MOs
that you can select the next time you process this call item.
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Item Usage Record

The system determines default information for the various fieldsin the
item usage record as follows:

Quantity Used. The quantity used defaults from the open quantity of
the MO line.

Quantity Returned. The quantity returned defaults from the quantity

Tip )
Set Repairableto used if you have defined the item being consumed as repairable.

Yesin Service

'(tf‘f_g_“é')"’“ ntenance Operation Number. |f item usage records exist, the system loads the

MO into the first operation without them. If all operations haveitems,
the system loads the MO into an operation numbered 10 more than
the last one. If thereis currently no item usage, the system loads the
MO into thefirst operation.

Item Number. Same as the MO item number.

Inventory Transactions

When you accept the information in the item usage frame, severa actions
can occur:

« Aninventory transaction for the consumed items takes place
(ISSWO).

 The system updates the quantity open on the MO based on the
guantity consumed.

« After inventory processing and quantity updating, the system deletes
the MO line if the quantity shipped equal s the quantity ordered, the
open quantity on the line is zero, and the pending quantity is zero.

» When the system deletesthelast line of an MO, it also deletesthe MO
header.

M QAD
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MO Returns

An engineer may need to return items ordered on an MO when:

 Items ordered for acall are not used. Return these itemsin Call
Activity Recording or in MO Direct/Pending Returns (11.11.8).

« Items ordered for engineer stock on an MO without acall are ho
longer needed. Return these itemsin MO Direct/Pending Returns
(11.11.8), aslong as the system has not deleted the MO.

- Itemsreturned in Call Activity Recording are given a pending status.
This means that the items are registered as returned, but remain in the
engineer stock. You must physically return them to general stock in
MO Direct/Pending Returns.

Return Setup

Thereturn processin CAR and MO Direct/Pending Returns depends on
two important setup activities, discussed in Chapter 3:

« “Return Status” on page 97
- “Default Sites and Locations” on page 93

Make sure you understand these concepts before continuing with this
chapter.

MO Returns in CAR

You can return items ordered on an MO in Call Activity Recording. The » See “Returned

system executes these returns as inventory transfers, since the MO items Ef;“rﬁe'?gf”
are in standard stock. The return status you specify indicates the type of page 463.

return in CAR. The system restricts the return statuses used with MO
items asfollows:

» Pending can be Yesor No. If Yes, Good must be Yes and Scrap No. If
Pending is Yes, the return is registered against the call, but the items
are not physically returned. Complete the return later using MO
Direct/Pending Returns (11.19.13.8).

 Exchange must be No. You cannot return items ordered on an MO for
credit. Exchange processing is reserved for items returned from a
customer.

IQAD
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When returning itemsin CAR, always set Detail to Yes so that you can
review the return status and default site and location for the return. When
Detail is Yes, the Returned Items Detail pop-up displays. This frame
enables you to specify the return status and inventory return site and
location. If you are returning more than one item, you can access a
multiline entry frame.

Updating Inventory

When you return items loaded from an MO linein CAR, the system
moves them from one inventory site/l ocation to another, using an
inventory transfer transaction. If the return status has pending set to Yes,
no inventory is moved at this time. However, the allocation to the call is
removed.

The system keepstrack of the open quantities onthe MO. Returning items
updates the quantity returned. A pending return updates both quantity
returned and guantity pending.

Deleting MO Lines

After processing inventory and updating quantities, the system del etes the
MO lineif the quantity shipped equals the quantity ordered, the open
quantity on the lineis zero, and the pending quantity is zero. When the
system deletes the last line of an MO, it also deletes the MO header.

MO Direct/Pending Returns

Use MO Direct/Pending Returns (11.11.8) for MOs associated with a call
to:

» Return items ordered for a call but not used.

» Complete the return of items ordered on an MO for acall and marked
with a pending return statusin Call Activity Recording.

It is possible to return items ordered for engineer stock—MOs without a
call—that you no longer need. However, when all items ship successfully
on an MO without a call, the system deletes it. When this occurs and it is
necessary to return items, you must use standard inventory management
functions to transfer the items.
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Note You cannot return items ordered with an expensed MO. If you
specify an MO that has a charge code, the system displays an error.

Return Status

Use the return status in MO Direct/Pending Returns in two ways,
depending on whether you are doing a direct return or completing a
pending return.

You cannot use MO Direct/Pending Returns to mark items as pending,
only to complete a pending return started in Call Activity Recording. This
means you can specify a pending return status only if someitems are
marked as pending in CAR. Otherwise, the system displays an error.

Pending returns are assumed to be good, since they areitems you ordered
on an MO and did not use. They are returned to the default return site and
location set up in Default Site Maintenance.

For direct returns, the system uses the return status to determine the
default site and location for the returned items. You cannot specify a
return status marked with exchange, since the items being returned do not
come from a customer.

Because completing a pending return and directly returning items are
processed differently, you cannot execute both types of returns at once.

Example Youwant to return four items left on an MO. Two were
marked as pending return in CAR. You must execute this function once
with a pending status and the quantity pending, then again with another
valid return status and the quantity unconsumed.

Return Quantities

The system keeps track of various quantities on the MO. Any kind of
return, both direct and pending, updates the quantity returned. A pending
return also updates the quantity pending. For this reason, when these
quantities display in MO Direct/Pending Returns, the quantity shipped
may not equal the quantity returned, plus the quantity consumed, plus the
quantity pending.

If both an open quantity and a quantity marked pending exists, the system
defaults the value into the quantity field based on the return status.
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MO Direct/Pending Returns Header

Figure 19.26 illustrates the header frame of MO Direct/Pending Returns.

Fig. 19.26 i : M0 Direct/Pending Retums 1 [=] E3
MODi r&:tlpmdl ng UserMenu Edit Queus Options Help
Returns (11.11.8)

[ E DS
MO:- I—él Order Ref- Engineer:

Return All: no Status: Site:

Loc:

MO. Enter avalid MO with itemsto be returned. The MO cannot
have a charge code.

Order Ref and Engineer. These are output-only fields that default
from the MO.

Return All. Specifying Yes sets up all open quantities onthe MO to be
returned. If No, you must enter each line on the MO and select
quantities to be returned before they are processed. Specify Yesto
streamline data entry.

Status. Status defaults from the Return Statusin the Call
Management Control File. The definition of the return status
determines what kind of return you are performing and the default
return site and location.

Tip Enter any valid return status defined with Return Status Maintenance
E;”g'g%{fg;ﬂzi ng (11.21.17) except an exchange status. If a pending status is specified,
value greater than some items must be marked as a pending return in Call Activity

zero. Recording or an error displays.

Site and Location. Site and location default first from the engineer

site and location, then from the engineer’s area. You can change these
values if the items reside in a different site and location. These values
provide the default for each line with quantities to be returned.

M QAD
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Once you complete the header, the line-item selection frames display.

i MO Direct/Pending Retumns |- (O] x]
UserMenu Edit Queue Options Help
B SEIEIEDE
MO: 50 Order Rel: CA150 Engineer: PKH
Retumn All: no Status: Return Site: 10000
Loc: PKH
Ln Order Ref Line Item Number UM  Status Huantity
4 1 44-2000 EA  Retumn 2.0
Description: COMPUTER_CONTROL U Type:
Aty Allocated: 2. 0000
Qty Shipped: z.o0000 From Site: [10000 &I Location: |PKH
Qty Consumed: 0.0 Return Site: |10000 Location: |[RETURN
Qty Returned: ©.0 Return Serial:
Qty Pending: 0.0 Multi Entry: [yes Comments: [no

Fig. 19.27
MO Direct/
Pending Returns
(11.11.8)

TheLn, Order Ref Line, Item Number, and UM fields are output only and
reflect values from the MO line.

Status. Defaults from the header’s status and has the same restrictions

and effect.

Quantity. If a pending status is specified, the Qty Pending displays byip

ghe open gquantity

default. For a direct return, the open quantity on the MO line displays;i- - Oty Shipped
Enter the number of these items you want to return. If you specify minus Qty

more than the open or pending quantity, an error displays.

Consumed minus
Qty Returned.

Description, Type, Qty Allocated, Qty Shipped, Qty Consumed, Qty
Returned, and Qty Pending are output-only fields.

From Site and Location. Site and location default from the header.
The system transfers inventory from this site and location to the

return site and location.

Return Site and Location. The system searches for a default return
site and location based on the attributes of the return status. Define

return sites with Default Site Maintenance (11.21.13) for

combinations of product line, service group, work code, item, and

area. The return location must allow receipts (RCT-TR).

The system searches for a return site using the product line and
service group of the item being returned. The system derives the area

from the engineer. Work code is not used in this function.
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Fig. 19.28
MO Pending
Return Report
(11.11.9)

M QAD

Return Serial. If the item being returned is lot/serial controlled, enter
the correct number in thisfield.

Multi Entry. Enter Yes if you are returning multiple items and need to
specify detail information for each one. If Yes, a Return Detail frame
displays so that you can specify the lot/serial of each item returned.

Comments. If Commentsis Yes, you can add or modify commentsfor

the return.

Pending Return Report

The MO Pending Return Report (11.11.9) displays MO lines with at least
one item that has a pending return status. Review this report on aregular
basis to make sure that engineers return the items they said they did not

use.

: MO Pending Return Report

UserMenu Edit Oueue Options Help

s L E e T E

Selection Criteria
Item Number:
Engineer:
Sold-To:

[_[O1x]

Y

To:
To:
To:

E—— T I

Since you cannot close acall until you return or consume all items
ordered on an MO, ensure that pending returns are completed in atimely

fashion.

Exit
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Service Structures
and Routings

Service structures and routings address the need of service

organi zations to manage repairing, installing, and maintaining items.
This chapter discusses BOMs and routings in the service environment
and provides details about setting up service BOMs, routings, standard
operations, and work centers.
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Overview

Service structures and routings address the need of service organizations
to manage repairing, installing, and maintaining items. These needs fall
into three general categories:

« Service engineers need to identify the parts used to maintain an item,
fix or install it, and the steps to follow during the service activity.

« Items returned from the customer for repair often require overhaul
and refurbishing. A way is needed to assign the repair to awork
center and manageit.

» Service activities may require labor and shop floor reporting similar
to standard manufacturing control functions.

The functions on the Service Structures/Routings Menu (11.19), listed in
Table 20.1, address these needs.

Table 20.1

Service Structures/ Menu No. Menu Title Program

Routings Menu - -

(11.19) 11.191 Service BOM Code Maintenance fsbommt.p
11.19.2 Service BOM Code Inquiry shomiq.p
11.19.3 Service BOM Code Report fshomrp.p
11.195 Service Structure Maintenance fspsmt.p
11.19.6 Service Structure Inquiry fspsig.p
11.19.7 Service Structure Report fspsrp.p
11.19.9 Service Structure Copy fspscp.p
11.19.13 Service Work Center Maintenance fswemt.p
11.19.14 Service Work Center Inquiry fswcig.p
11.19.15 Service Work Center Report fswerp.p
11.19.17 Service Routing Maintenance fsromt.p
11.19.18 Service Routing Inquiry fsroiq.p
11.19.19 Service Routing Report fsrorp.p
11.19.20 Service Routing Copy fsrocp.p
11.19.21 Service Std Operation Maint fsopmmt.p
11.19.22 Standard Operation Browse rwbr002.p
11.19.23 Service Std Operation Report fsopmrp.p

M QAD
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This chapter discusses each of these functions in more detail:

 Service BOM Code Maintenance (11.19.1) defines the codes
identifying a set of items used in service activity.

» Service Structure Maintenance (11.19.5) is used to create the list of
items consumed during a predefined service activity.

» Service Work Center Maintenance (11.19.13) enables you to set up
service work centers. You can also use standard work centers for
service activities.

« Service Routing Maintenance (11.19.17) enables you to define a set
of operations detailing the steps taken in a service activity.

» Service Standard Operation Maintenance (11.19.21) enablesyou to
define operations common to the service of severa products or
applicable to different service routings in different operation
sequences.

Figure 20.1illustrates atypical work flow for setting up and using service
structures and routings.

Fig. 20.1
Service Structure/
Routing Work Flow

Set up service BOM codes

and product structures. —l

l Set up service routings, using
standard operations and

. service BOMs.
Set up service work centers. l

l Attach BOMs and routings to
service items.

Set up service standard
operations.
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BOMs/Routings in Service Environments

The terms BOM and routing are familiar terms to users of standard
manufacturing functions. In manufacturing, a BOM defines the raw
materials, components, or subassemblies that make up an item. A routing
isaset of steps for manufacturing an item.

In the manufacturing environment, the BOM and routing associated with
an item aretypically standard: the item is generally made in the same
way. While alternates and substitutions can exist, this one-to-one
relationship isillustrated by the fact that the BOM and routing associated
with an inventory item typically have the same number code as the item.
Manufactured item 10-400 uses BOM 10-400 and routing 10-400.

In Service/Support Management, you use BOMsand routingsin aslightly
different fashion, reflecting the requirements of the service environment.
From a service perspective, a BOM may be alist of replacement parts for
repairing or maintaining an item, or a set of items needed to perform an
installation. A routing is a set of steps detailing the procedure to be
followed in repairing, installing, or maintaining an item.

Special Characteristics of Service BOMs/Routings

Because of the requirements of the service environment, service BOMs
and routings have characteristics that distinguish them from standard
manufacturing BOMs and routings.

Multiple BOMs and Routings

The major difference between manufacturing and service is that the
service environment does not usually have a single way of doing things.
Installation, repair, and maintenance reflect three service scenarios where
different procedures requiring different item usage occur. But there can be
other scenarios. A service organization can have several standard repair
routings, not just one, reflecting typical problems encountered in the field.
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You can associate three service BOMs and routings with a service item: Tip
. . . . . . Use Service ltem
« Repair. Each type of repair typically has its own repair routing for Maintenance

procedures and repair BOM for items replaced during repair. Though ~ (11.3.7) toassociate
. . . . BOMsand routings
repair steps can vary, the goal is to specify general repair steps that with an item.

are always performed.

- PM. Aswith repairs, preventive maintenance (PM) visits also have a
routing and bill of material. PM visits are different from repair
situations. The PM routing defines standard procedures that need to
be performed for a preventive maintenance visit. The PM BOM
defines the items that you always replace or consume during a
preventive maintenance visit.

- Installation. The operationa steps and items used during an
installation represent athird kind of standard BOM and routing that is
different from repairs and preventive maintenance.

BOMs Associated with Operations

This proliferation of related BOMs and routings leads to a second
distinction in the service environment. |n manufacturing, the BOM is
often set up so that you use parts of the BOM at various operation steps.
Thisisfacilitated by the one-to-one relationship between aBOM and a
routing.

In the service environment, since there can be several routings, the
operation that uses an item may not be numbered the same in each. To
accommodate this difference, the system links service BOMs to
operationsrather than linking operationsto BOMs. You can create shorter
BOMs isting the items used during a standard operations or routing step.
You can then specify these BOM codes in the appropriate step on the
routing.

Unigue Codes

You typically identify manufacturing BOMs and routings with the same
code as the associated item. You must identify service BOMs and routings
with unigque codes. You cannot use inventory item numbers.

IQAD
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Relationship of Service and Non-Service Codes

The programs you use to maintain service BOMs, product structures,
routings, work centers, and standard operations are similar to those in the
manufacturing modul es. However, the system does make a distinction
about where you can edit codes:

« You can maintain service and manufacturing BOM codes
interchangeably in Service BOM Code Maintenance (11.19.10) and
Product Structure Code Maintenance (13.1). However, awarning
displaysif you do not maintain the code in the program that created it.

« You cannot maintain manufacturing product structures using Service
Structure Maintenance (11.19.5). Conversely, you cannot maintain
service product structures with Product Structure Maintenance (13.5).

« You cannot maintain manufacturing routings using Service Routing
Maintenance (11.19.17), since many of the fieldsrequired in
manufacturing are not used in service. Similarly, you cannot maintain
service routings with Routing Maintenance (14.13.1).

» You can edit a manufacturing work center with Service Work Center
Maintenance (11.19.13), but awarning displays. You can maintain a
service work center in Work Center Maintenance (14.5), but a
warning displays.

« You can edit a service standard operation with Standard Operation
Maintenance (14.9), but a warning displays. Similarly, you can
maintain a manufacturing standard operation with Service Standard
Operation Maintenance (11.19.21), but a warning displays.

You can use standard operations and work centers set up in the Routings/
Work Centers module in service activities. For example, if anitemis
refurbished using a manufacturing work center, you can specify it on a
service routing. You can also use manufacturing operations with service
routings, although defaults for some data elements unique to service are
not available.

You can associate a service routing with an item in ltem Master
Maintenance, although thisis not recommended.

Important 1f you do cost rollupsin amanufacturing environment, do not
associate a service routing with an item in [tem Master Maintenance. The
roll-up process does not consider BOM sthat are attached to routing steps.
This can lead to an inaccurate cost rollup.
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The only place that you can use a manufacturing BOM in serviceisasthe
list of items associated with arouting step or standard operation. You
cannot associate manufacturing BOMs and routings with service items,
However, you can use them in the service copy functions as source for
service BOMs and routings.

Attaching BOMs/Routings to Service ltems

After you create the appropriate service routings and bills of materials,
you can attach them to items using Service Item Maintenance (11.3.7).
You can specify three BOMs and routings that relate to three fieldsin
Service Item Maintenance:

A repair BOM and routing are normally attached to an item when
Repairableis Yes.

« Aninstallation BOM and routing are normally attached to an item
when Installation Call is Yes. You can have variations on a standard
PM BOM and routing depending on how often you service the
covered item.

« A PM BOM and routing are normally attached to the item when PM
Daysis nonzero.

If your company handles service activities differently at different sites,
you can define service BOMs and routings for each site with Service ltem
by Site Maintenance (11.3.9).

BOM Codes for Non-Inventory Items

During preventive maintenance and repairs, you can use non-inventory
items. To track these supplies, create BOM codes for them in Service
BOM Code Maintenance (11.19.1).

Then attach the BOM code to the routing at the appropriate operation.
The items are listed as part of the items needed when a call is printed.
However, they are not included asitem usage in Call Activity Recording,
since the system loads only inventory items asitem usage in CAR.

» See “Service Iltem
Maintenance” on
page 42 for
details.

» See “Using BOM
Type” on
page 303 for
details on BOM
type codes.
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Using Service BOMs and Routings

The system uses service BOMs and routings in a number of places.

Call creation and printing

Call Quote Maintenance

Call Activity Recording

RMA Release to Work Order (repair routing only)

Attachment of BOMs to standard operations and service routings

Call Creation

One of the three BOMs and routings associated with aservice item is used
during call creation, depending on the work code you specify.

The PM BOM and routing are used by default for calls with the PM
work code. The system can generate these calls from a preventive
maintenance schedul e associated with a service contract, or you can
generate them by using the Call Generator or by specifying the PM
work code in Call Maintenance.

The Installation BOM and routing are used by default for calls with
the Install work code. The system creates these calls during invoice
post for items requiring an installation, or you can create them by
using the Call Generator or by specifying the Install work codein
Call Maintenance.

The repair BOM and routing are used by default for calls with any
other work code.

You can modify defaultsin Call Maintenanceif Call Structure Window is
Yesin the Call Management Control File. Thisfield controls the display
of the repair detail window in Call Maintenance. You can change defaults
later in Call Activity Recording, if they have not been loaded as usage and
activity recorded against them.

You can include service BOMs and routings when you print acall to
provide the engineer with adetailed set of instructions for the service
activity.
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Call Quote Maintenance and Call Activity Recording

When you create a call quote, the work code determines the appropriate
service BOM and routing, just asin Call Maintenance. For both quotes
and calls, the service BOM and routing can be used to popul ate the detail
records for labor and items. The system loads each routing operation in
the Labor/Expenses detail. The system loads all BOM itemsin the Item
Usage frame for the first operation without items.

This streamlines data entry for standard repair sequences. You can modify
the sequence for this particular quote. When you release the quote to a
call, the same detail records display in Call Activity Recording. You can
make minor adjustments to reflect the work performed.

RMA Release to Work Order

You can process items received on an RMA through awork order by
releasing an RMA receipt line to awork order with RMA Release to
Work Order (11.7.1.5). The system transfers the repair routing to the work
order, defining the operations that must be performed to complete the
item rework. The repair BOM is not used. The item being repaired is
considered the BOM on the repair work order.

Standard Operations and Service Routings

You can associate service BOMs with service itemsin Service Item
Maintenance, as described previously. You can also associate a BOM
code with a standard operation or with a step on arouting.

Use this for more precise control over how the system loadsitemsin Call
Activity Recording and Call Quote Maintenance. When you associate a
BOM with a service item, the system loads the BOM items into the first
routing step without items. This may not be the step where you use them.

To avoid this, divide thelist of components required for the entire service
activity into lists of the items used at each step. Then create service
BOMs to represent the item subsets. Finally, associate each shorter BOM
with the appropriate operation.

When routings set up this way are exploded in CAR, the system loads the
set of items needed for each step as item usage for the step.

IQAD
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Fig. 20.2
Service BOM Code
Maintenance
(11.19.1)

Fig. 20.3

Service Structure
Maintenance
(11.19.5)
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Service BOM Code Maintenance

Define service BOM codes in Service BOM Code Maintenance (11.19.1).

BOM Code Maintenance
User Menu Edit Queue Options Help

BOM Code: IN10-10000a
Description: |Install BOM for st 1000
UM: [EA
Comments: |no

Thisfunction isoptional. You can aso create BOM codesin Service
Structure Maintenance. However, you can define the codes here, then
define the components with Service Structure Maintenance. If you do not
use this function, comments are blank.

The BOM code cannot be an item number defined in the item master. If
you specify a manufacturing BOM, awarning displays.

Service Structure Maintenance

Specify the details for service BOM codes in Service Structure
Maintenance (11.19.5). This program uses only a subset of the fields
displayed in Product Structure Maintenance. These two functions are
similar. However, there is an important difference. The parent item of a
service structure must be a service BOM code; it cannot be an item
defined in the item master. You can create the service BOM code here or
with Service BOM Code Maintenance (11.19.1).

Service Structure Maintenance
User Menu Edit Queue Options Help

BOM Code: in10-10000
Description: Installation BOM UM: EA
Component Item: |22-1 oo CORD_POWER.UK
Rev: AA
Reference: |
Effective: | 7 7 To:
Aty Per: 1.0 EA

Start Effective:
End Effective:

Remarks:
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BOM Code. An 18-character code identifying a service product Tip

structure, or BOM. Parts or components used in the service of an item gogen%?&;o‘fﬁe
are grouped under aBOM code. The parent item cannot be an item system promptsyou
defined in the item master or amanufacturing BOM code, but mustbe ~ to createit.
aservice BOM created here or in Service BOM Code Maintenance.

To maintain the relationship with the item being repaired, you can use

aprefix or suffix naming convention.

Description. Enter up to 24 characters describing this service
structure. This description displays when you reference the structure.

The next four fields—component item, revision, reference, and effective
dates—comprise a key for the last four fields.

Component Item. You can specify any item defined in the item master
as a part of this service structure, except configured items. You can
also use another service or manufacturing BOM. You can use a
formula item defined in the item master. You cannot specify a formula
BOM.

Rev. If you select an item master item as a component, its current
revision number displays.

Reference. Use a reference number to specify the same component
more than once in a service structure. The reference number defines
this item’s position when the BOM is exploded.

Effective. Starting and ending effective dates are inclusive and cannot
overlap. The default is blank. This field indicates the first day this
parent/component relationship is to be effective, and is part of the key
in searching for a quantity to use.

Qty Per. The quantity of the component item needed during the
service activity. When you print a repair work order, call quote, or call
report, the system lists each component item and the quantity required
to perform the work. The system loads Qty Per into the Item Usage
frames in Call Quote Maintenance and Call Activity Recording as

Qty Used.

Start Effective and End Effective. Starting and ending effective dates
are inclusive and cannot overlap. You can leave one or both dates
blank, which is the default. They indicate the first and last day this

IQAD
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Tip

Standard routings
cannot be updated
with Service
Routing
Maintenance.

Tip
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manufacturing
standard
operations, defaults
for service-only
attributes are not
available.
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parent/component relationship isto be effective. Effective dates phase
in engineering changes and maintain product structure history.

Remarks. Enter a brief comment describing this component’s use.

Service Routing Maintenance

Specify the details for service routings in Service Routing Maintenance
(11.19.17), illustrated in Figure 20.4. A service routing is the sequence of
steps involved in a service operation. This sequence can include any
number of standard operations, or can use operations defined for this
service routing only.

Service routing codes must follow the same rules as service BOMs:
 The routing code must be unique to Service/Support Management.
« It cannot be an existing item number in the item master.

Standard Operations

Standard operations streamline data entry by providing defaults for all but
the effective dates (Start Date and End Date). The commentsyou enter for
each step print on the call so that the engineer can see how to service the
item. You can use both manufacturing standard operations, which you
define in the Routings/Work Center module, and service standard
operations on a service routing.

Work Centers

When you set up a service routing, you can use standard work centers that
are part of your regular manufacturing operations. Or you can use service
work centers that you create in Service Work Center Maintenance
(11.19.13). The kind of work centers you use depends on your business
procedures.

Note Work centers are important in Call Activity Recording because the
system derives the standard cost of labor from the work center.

Thework center isarequired field even if you do not use work centersin
the traditional manufacturing sense. If you dispatch engineers to do
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preventive maintenance or repair on site, you can set up a service work
center named FIELD, or designate each engineer as awork center.

Fig. 20.4

B = ServiceRoutingMaintenance 4| : .
Service Routing
Maintenance
(11.19.17)

Routing Code: PM10-10000
Operation: 10
Start Date: 07/01597 End Date:

Standard Operation: SETUP
‘Work Center: |55H alvice Work Center
Description: Routine Inspection
Run Time: 0.5
Start Date: 07701797
End Date:
Tool Code:
Subcontract Cost: 0.00
BOM Code:
Service Category: LABOR
Comments: no

Routing Code. An 18-character code that identifies the service
routing. This cannot be a routing code defined in the Routings/Work
Center module or an item number defined in the item master.

Operation. This number identifies where this step occurs in the
routing sequence. Operations are usually initialy defined in
increments of 10, such as 10, 20, 30. Thisletsyou easily insert steps.

Start and End Date. Starting and ending effective dates are inclusive
and cannot overlap. You can leave one or both dates blank, whichis
the default. They indicate thefirst and last day this operation stepisto
be effective. Use effective dates to phase in engineering changes.

Standard Operation. You can specify a standard operation code set up
with Service Standard Operation Maintenance (11.19.21) or Standard
Operation Maintenance (14.9). Standard operations represent actions
common to the service of severa products or applicableto different
service routings in different operation sequences. When specified,
most remaining fields default from the values for the standard
operation.

Work Center. Defaults from the standard operation, if specified. You
can use either service work centers or manufacturing work centers.
The work center isimportant in Call Activity Recording because the
system derives the standard cost of labor from it.

IQAD
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Description. Enter up to 24 characters describing the operation.
Description defaults from the standard operation, if specified.

Run Time. The approximate number of hours required to perform this
step. This field defines the quantity in the Labor/Expenses frame of
CAR. Run Time defaults from the standard operation, if specified.

Start and End Date. Starting and ending effective dates are inclusive
and cannot overlap. You can leave one or both dates blank, which is
the default. They indicate the first and last day this operation step isto
be effective. Use effective dates to phase in engineering changes.

Tool Code. The tool associated with this step. Tool Code defaults
from the standard operation, if defined.

Subcontract Cost. Defaults from the standard operation, if specified.
Indicates the cost of subcontracting this step. If you specify arun
time, leave thisfield blank. The system does not consider subcontract
costs when it generates acall invoice.

BOM Code. Defaults from the standard operation, if specified. BOM
Code indicates the list of itemsto use at this routing step. This code
must be a service or manufacturing BOM code. These items are
loaded as usage for this step in Call Activity Recording. By defaullt,
the system loads all items in the BOM associated with a service item
into the first routing step without items.

Service Category. Defaults from the standard operation, if specified.
The service category for the labor used during this operation. Use the
service category to control the financial flow of service activity into
GL accounts. Select alabor or expense service category.

Comments. If Yes, enter comments to print on the call. You can use
them as detailed instructions for servicing an item.
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Service Work Center Maintenance

In a service context, work centers represent a facility used for repairing
items. If you use service routings, you must attach work centers to each
operation in the routing, just as in manufacturing. You can use either
service work centers or manufacturing work centers, set up with Work
Center Maintenance (14.5), interchangeably.

In Call Activity Recording, the system uses the work center to derive the
standard cost of labor. If operations do not have awork center, the system
uses the Service Work Center value in the Call Management Control File
to derive the cost of labor.

To use the standard cost feature, set up work centers even if you do not
use them as defined in the manufacturing environment. For example, if
you employ field engineers who perform their labor at the customer site,
create awork center for each engineer or a generic work center named
FIELD.

You define only a subset of the planning attributes of a standard work
center for service work centers. For example, you do not specify setup
time, run/setup crew, and machine burden rate.

Service Work Center Maintenance
UserMenu Edit Queue Options Help

Work Center: REPAIR |

D EESETTE Wl R epair Work Centes
Department: |50 Service Department
Work Location:

Labor Rate: [55. 00
Lbr Bdn Rate: |2. 00
Lbr Bdn 2: [0.01%

Work Center. Enter an 8-character code to identify this service work
center.

Description. Enter up to 24 characters describing this work center to
help identify its function.

Department. The department to which thiswork center belongs.
Department codes identify groupings of manufacturing work centers,
in your own facility or at outside suppliers. Thisfield isfor reference
only.

629

Tip

If the reengineer-
ing of an article
requires the same
equipment as
original production,
serviceitinthe
same work center
that created it.

Fig. 20.5
Service Work
Center
Maintenance
(11.19.13)
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In the manufacturing environment, you assign work centersto a
department primarily for planning and accounting. Use departments
to associate GL accounts with groups of work centers and machines.
Thisfeature is not used with service work centers. When labor is
reported in Call Activity Recording, the accounts associated with the
charge product line are aways used.

Work Location. Thisfield is used for reference only.

Labor Rate. The average labor rate paid per labor hour to run this
work center. The system usesthis valuein Call Activity Recording to
calculate and post labor cost and display margin in Call Invoice
Recording.

Labor Burden Rate. The labor burden rate per hour applicable to both
setup and run time at this work center.

Labor Burden Percentage. The labor burden percentage applicableto
the total labor cost at this work center.

Service Standard Operation Maintenance

A standard operation represents a process or operation common to the
service of several products or applicable to different service routingsin
different operation sequences.

Standard operations supply defaults for service routings when you define
them with Service Routing Maintenance. You can also access them from
the Labor/Expensesframein Call Activity Recording. For example, when
you reference a standard operation, the system suppliesinformation about
the service category and the amount required to complete the operation by
default.

Tip Service Standard Operation Maintenance (11.19.21) issimilar to Standard

Jou can use both Operation Maintenance (14.9). Only a subset of the fields used in
manufacturing manufacturing operations is used in service. You can modify non-service
standard operations  gtandard operations with this function, but awarning appears.

In service routl ngs

orin CAR.

M QAD
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Fig. 20.6
Service Std

- ][ Operation Maint
Standard Operation: [FREL  [F] (11.19.21)

Description:  Install equipment onsite

Service S5td Operation Maint
User Menu Edit Queue Options Help

Work Center: SSM
Run Time: 2.0
Service Category: Labr-Reg
Tool Code:
Supplier:
BOM Code:

Subcontract Cost: 0.00
Subcontract LT: o

Comments: no

Standard Operation. Enter a code identifying an operation common
to the service of several products or applicable to different service
routings in different operation sequences.

Description. Enter up to 24 characters describing this operation.
Description defaults into the Description field when you use this
operation on arouting step. Include more detailed information in the
comments.

Work Center. Can be either a manufacturing work center defined in
the Routings/Work Center module or a service work center defined
with Service Work Center Maintenance. Work Center defaultsinto
the Work Center field when you use this operation on a routing step.
The work center provides costing information for labor reported in
Call Activity Recording.

Run Time. Approximate number of hours required to perform this
operation. The run time defaults into the Run Time field when you
use this operation on arouting step. It also defines the quantity used
in the Labor/Expenses frame of CAR when you reference this
operation.

Service Category. The service category for the labor used during this
operation. Use the service category to control the financial flow of
service activity into GL accounts. Select alabor or expense service
category. If not defined, the system uses the Default Labor Service
Category value in the Call Management Control File.

Tool Code. The tool associated with this operation. Defaults into the Tip

Tool Code field when you use this operation on arouting step. 2t up tool codesin

Maintenance for
field ro_tool.

IQAD
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Fig. 20.7
Service Routing
Copy (11.19.20)
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Supplier. The address code of the normal, or preferred, supplier for
this subcontract operation.

BOM Code. The product structure defining components to be used
during this operation. A warning displaysif thisis not a service
product structure. ThisBOM isloaded asitem usage for the operation
when specified on arouting. The BOM associated with aserviceitem
is loaded into the first operation without items of its own.

Subcontract Cost. Indicates the cost of subcontracting this operation
step. Defaults into the Subcontract Cost field when you use this
operation on arouting step. If you specify a subcontract cost, leave
run time blank. Thisfield is not used for service routings.

Subcontract LT. The average number of shop calendar daysit takes a
subcontractor to perform this operation. Thisfield is not used for
service routings.

Comments. If Yes, enter comments. These default into the routing
when this standard operation is referenced and print on the call to
give the engineer detailed instructions for servicing an item.

Copying Service Structures and Routings

To facilitate the definition of new routings, use Service Routing Copy to

copy all or arange of stepsfrom one routing to another. You can start with
a standard routing as the source. If the destination routing does not exist,

the system creates it as a service routing.

If the destination routing already has operations, the operations of the
source routing are added to it, unless operation numbers overlap. In this
case, the destination operation is not changed.

Service Routing Copy
User Menu Edit Queue Options Help

— Selection Criteria

Source Routing Code: |IN10-10000
Dperation: |10 To: |30
Destination Routing Code: [IN10-1 I]I]l]l]d

| Clear I Print I | Exit
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Copy service structuresin a similar fashion with Service Structure Copy
(11.19.9).

Service Structure Copy Flg 208
Service Structure
Copy (11.19.9)
Source Stucture:
UM-
Destination Structure: |pm10-10000A
UM:
Destination Description:

Component Item Reference Qty Per T Start Eff End EFf
22-100 1.0
22100 2.0
44-1000 1.0
44-1000 2.0
44-4000 1.0
44-4000

Use these functions to streamline data entry when setting up multiple
service structures and routings.

IQAD
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CHAPTER 21

Return Material
Authorizations

Use return material authorizations (RMAS) to manage simple returns
from your end users. You can receive a returned item and issue a
replacement item with an RMA. This chapter discusses how to set up
and use RMASs, and provides a detailed description of RMA
Maintenance.

RMA LifeCycle 636

RMA/RTS Control File Settings 638
RMA Coverage 642

Pricing for RMA IssuelLine ltems 651
RMA Issues and Receipts 656

RMA Billing 658

Releasing RMAsto Work Orders 661

RMA Maintenance 662
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RMA Life Cycle

Use RMAs for managing simple returns. In general, RMASs perform three
activities:

 Receive returned items for repair or replacement.

* |Issue replacement items.

« Createinvoices for this activity.

RMAs are limited to the receipt and issue of items. Track activities that

require an engineer’s intervention with Call Activity Recording (CAR).
CAR also supports the exchange of items. However, in CAR, this
exchange is part of an engineer’s activity in responding to a call for repair
or preventive maintenance.

The following two features distinguish RMA returns from returns in
CAR:

« You can generate RMAs independently of call tracking functions.
« RMASs do not require the intervention of a service engineer.

In terms of MFG/PROeB functionality, you can view RMAs as a type of
sales order with specia features to accommodate the requirements of a
service environment. RMAs use all sales order features, such as freight
processing and best pricing. Best pricing determines applicable prices
using codes and rules you defined in the SO/SQ/RMA Issues Pricing
Menu (1.10.1).

Best pricing applies only to RMA issues. Define price lists for RMA
receipts by setting up credit price lists in the PO/RT S/Sched/ RMA Rcpt
Pricing Menu (1.10.2).

Since RMAsare similar to sales orders, you use the Sales Orders/Invoices
modul e to manage the invoicing and credit functions. Use Pending
Invoice Maintenance to correct pricing information on an RMA invoice
just like a sales order invoice.
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i Take call from end user. i —i Ship or receive RMA.

Create RMA and ship or

receive items at the same ! Release RMA to work order. |

time. i i
T l ____________ i T l __________ i
! Print RMA. i L»! Link RMA to RTS. E
T l ____________ i T l __________ i
i Create packing list (in Sales i i Invoice RMA (in Sales i
i Orders/Invoices module). i i Orders/Invoices module).

{o-__} = optional

Create RMAswith RMA Maintenance (11.7.1.1). Shipments and receipts
on an RMA can take place when you create the RMA, or later in RMA
Shipments (11.7.1.16) and RMA Receipts (11.7.1.13). If you create the
RMA as unconfirmed, confirm it before shipment using RMA
Confirmation (11.7.1.6).

Use RMA Print (11.7.1.3) to print the RMA and use the standard Sales
Order Packing List (7.9.13) to create a packing list for an RMA.

If you are going to refurbish the item received on an RMA, releaseit to a
work order using RMA Release to Work Order (11.7.1.5). To send the
item to a supplier for repair, associate an RMA withan RTSin RTS
Maintenance (11.7.3.1).

RMA billing takes place in the Sales Orders/Invoices module using the
standard Invoice Print (7.13.3) and Invoice Post (7.13.4) functions. As
with a sales order, you use Pending Invoice Maintenance (7.13.1) to
change prices, tax status, and salesperson commission.

Manage credit issues in the Sales Orders/Invoices module. If an RMA is
on hold because of a credit problem, you can clear it using Sales Order
Auto Credit Approval (7.1.17).

Fig. 21.1
RMA Work Flow

» See Chapter 22,
“Returns to
Suppliers,” on
page 685 for
details on RTS
features.
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Fig. 21.2
RMA/RTS Control
File (11.7.24)
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Once fully invoiced, the system deletes RMAS, just like sales orders. To
prevent obsolete RMAs from being left in the system, print and post
invoices for an RMA even if monetary amounts are zero.

RMA/RTS Control File Settings

The RMA/RTS Control File (11.7.24) sets defaults for handling both
RMA and RTS (return to supplier) functions. Some fields apply to both
RMAs and RTSs. Others are used exclusively by one or the other.

RMA/RTS Control File
User Menu Edit Queue Options Help

. Returns & Repairs Control File
RMA Header Comments: |no Detail Allocations: [no
RMA Line Comments: [no Allocate Days: |0
Default RMA Contract: |STANDAR Conzume Forecast: |yes
Customer Keep Booking History: [no Edit Installed Base: [yes
. Display Service Contracts: |pes Print No Charge Receipts: [no
Return Site/
Location RMA Sales Order Prefix: |RMA Purchase Order Prefix: [RTS
Supplies Mext RMA Sales Order: (o Next RTS Purchase Order: 2
defaults Customer Return Site: | 10000 At Supplicr Site: [10000
for RMA Customer Return Location: |RETURN At Supplier Location: |ATSUP
reCeipt Iines. Customer Spares Site: | 10000 Return From Supplier Site: | 10000
Customer Spares Location: |SPARES Return From Supplier Loc: HETSUF‘I

Customer Return Site in the control fileisthe default for RMA receipts. If
you perform repairs at a manufacturing site, specify that site as the
customer return site. If your return and repair operations are separate from
manufacturing, use the repair site as your customer return site.

Figure 21.3 represents three different scenarios for setting up return sites
and locations.
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@ @ @ Fig. 21.3
Return and Spares
* One facility * One facility « Two facilities Sites and Locations
* One site, two locations * Two sites * Two sites
Returns Location Returns Site
. N Manufacturing
Manufact Manuf "
aLm[;.caa[t:i::ng aI‘ILISéi\tCeluI'II‘Ig Site
e
Gl
eyffl

Returns
Site

Setting Up Return Locations

Along with a customer return site, you can set a customer return location
default for RMA receipts. If you use aspecial location for receiving RMA
goods, this location probably has special characteristics. Use inventory
status codes to define those characteristics.

Generally, until you inspect areturned item, you do not want it to be
available for sales orders or work orders. Use a nonavailable location
status to prevent other functions from allocating returned inventory.

Use the Nettable inventory status field to determine whether returned
inventory is considered on-hand by MRP and planning functions. If you
can put most returnsinto usable stock with little or no repair, set the status
of thisinventory location to be nettable. If you scrap most returns, set the
status to be non-nettable, so MRP does not count the inventory as being
on hand.

The RMA receipt function performs a negative sales order shipment to
process the return. The return location should not restrict the 1SS-SO
transaction.

Setting Up Customer Spares

Another important control file setting for RMAsis Customer Spares Site.
In thisfield, specify the site you want as the default for issue of
replacement items on RMAs.

IQAD
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Business Issues for RMA Implementation

Several implementation issues determine how you set other valuesin the
RMA/RTS Control File.

Forecasting Replacement Parts

If you are forecasting your replacement parts, set Consume Forecast to
Yes. Forecast is then consumed when an RMA isissued.

Inventory Allocations

Allocations reserve inventory so it is not allocated to other sales orders,
materia orders, RMA issuelines, intersite requests, calls, or work orders.
Allocations help control the shipment of items, especially when a
sufficient quantity of an item does not exist to fill all orders.

Control RMA allocations with settingsin the Sales Order Control File and
the RMA/RTS Control File.

» The Quantity Available to Allocate calculation method in the Sales
Order Control File controls how the system determines the number of
items available to alocate. The calculation is the same for al items
and sites.

e Thevauefor Limit Allocationsto Avail to Allocate in the Sales
Order Control File determines how the system handles shortage
situations. If thisfield is No, Quantity Allocated defaults from
Quantity Ordered even if a sufficient quantity to allocate does not
exigt. If thisis Yes, Quantity Allocated never exceeds the quantity
available. If thereis no quantity available to allocate, Quantity
Allocated defaultsto O.

 The setting of Allocate Daysin the RMA/RTS Control File
determines the value for the sasme field in RMA Maintenance. The
system attempts to allocate only RMAs with a due date within the
range that this field defines. For RMAs due outside the range,
Quantity Allocated defaults to O regardiess of available quantity.

+ The Detail Allocationsfield in the RMA/RTS Control File setsthe
default for the similar field in RMA Maintenance. If thisis Yesfor an
RMA issue line, an inventory allocation pop-up window displays for
specification of site and locations and lot/serial/reference numbers.

M QAD
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You can ship items from RMA Maintenance, without allocations, by
specifying a quantity to ship. If you use packing lists to communicate
shipping priorities, you can set Pick Only Allocated Linesto Yesin the
Sales Order Control File. In this case, only allocated quantities print from
the Sales Order Packing List function, telling the shipping department
what to ship.

Transaction History

To keep an audit history of updates and changesto RMASs, set Keep
Booking History to Yes. The system maintains transaction history
records, identified as type ORD-SO. Each record includes the item, order
quantity, price, cost, date, user ID, and other information. You can review
this information using booking inquiries and reports.

Updating the Installed Base

You can modify installed base information within an RMA. For instance,
to specify an alternate end user for one line item that is different from the
end user on the header, you can change the end user for the line. Set Edit
Installed Base to Yes in the control file to modify installed base
information within the RMA using a pop-up window.

Default RMA Contract

The service type in the control file determines the default in RMA » See Chapter 23,

Maintenance (11.7.1.1) if an RMA does not reference a call or contract. O%Og‘;goe' Fles,

All items on the RMA receive coverage as defined by this service type. a description of
all control file
settings.

Sales Order Control File

The RMA/RTS Control File contains settings that enable you to make
business decisions concerning the aspects of RMAs that are unique to a
service environment. However, RMASs are also a special kind of sales
order.

Many business decisions that you make in the Sales Order Control File
(7.1.24) affect aspects of RMA processing. For example, the following

IQAD
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» See “Inventory
Allocations” on
page 640 for
details related to
allocations.
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settings in the Sales Order Control File (in addition to others) are
considered by RMAs aswell as sales orders:

« Allocation method, Limit Allocation to Avail to Alloc, and Print Only
Lines Allocated

- Shipping Lead Time—RMA due date for issues is the system date

plus shipping lead time
 Line Format (S/M)
» Price Table Required
 Vary Pricing Date by SO Line
« Minimum Ship Amount
 Consume forecast forward or backward
« FOB Point
* Integrate with APM

RMA Coverage

When handling returns, you address many coverage issues. Is repair
covered? Is repair feasible in terms of the amount of coverage? Isthis
item critical to the account, and should the RMA costs be shifted to
goodwill? How can coverage be adjusted for one item or special case?

Pricing is another coverage issue for RMA items. A returned itemis
usually not new and may not be in good condition. How much credit do
you give for the return if you issue a new item and credit the customer for
the return?

Coverage issues for RMAs are handled through service types, charge
types, and RMA credit pricelists:

- Servicetypes determine credit pricing and coverage levels for the
RMA asawhole.

 Charge types enable you to change the service type for a particular
item on an RMA.

» RMA credit price lists manage the cost of returns.
Note Only the percent of coverage defined for the service type or

contract is used in RMA Maintenance. Limit consumption on contracts
takes place only in Call Activity Recording.
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RMA Service Types

The service type associated with an RMA determines credit pricing and » See Chapter 5,

coverage levels, as well as other coverage details. By default, an RMA V(\?gr?gri(;/t'?yges ,

uses the service type from one of three sources: on page 159 for
. . . details on setting

» The service type of acontract selected to cover the RMA.

» Thedefault servicetypeinthe RMA/RTS Control File (11.7.24), if no
call or contract are associated with the RMA.

Service types determine the financial impact of RMA processing. They
provide default credit price lists for RMA receipts, default restocking
charges, and also determine the percentage of coverage. In addition, the
service type determines whether you can ship areplacement item before
you receive the defective item, and can determine the default product line.

Credit Price List

During returns, an RMA credit price list must exist before the system can
calculate the credit price. If no credit price list exists, the system sets the
line item price of areceipt to zero. Define RMA credit price listsin the
PO/RTS/Sched/RMA Rept Pricing Menu (1.10.2).

Product Line

RMA Maintenance supports an expanded use of product linesto
determine accounting impacts. Support organizations use thisto
distinguish the financial impacts of service provided under different kinds
of coverage: warranty, contract, giveaway, billable.

The default product line for RMAs depends on the setting of Use Item

Prod Line in the Service Management Control File. If thisis Yes, the

item’s product line is the default. If No, the product line of the service
type is the default. The product line determines which GL accounts are
affected by an RMA.

The system uses the product line for the RMA line to determine
sales-related accounts in the same way as sales orders. In RMAs, the
system determines COGS accounts in the same manner. The system first
looks for accounts set up with Sales Account Maintenance (1.2.17), using

IQAD
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the product line associated with the RMA line item, the RMA header’s
site and channel, and the customer type of the sold-to address. If no
matching records exist, the system uses the accounts in Product Line
Maintenance.

Note Inventory accounts for RMA transactions are based on the product
line associated with the item being issued or returned in Item Master
Maintenance. This is essential to inventory control implementation, since
the same source for GL account numbers must be used for issuing and
receiving items to reconcile inventory value with GL account balances.

Issue Line Percentage of Coverage

For RMA issue lines, line item discount reflects the level of coverage of
the service type in effect for the RMA. The system supplies a default for
this field in the following manner:

1 First, the system determines the service category associated with the
line item. You can specify this with Service Iltem Maintenance
(11.3.7). Otherwise, the system uses the item service category from
the Call Management Control File.

2 If a contract is associated with the RMA, the system searches the
contract header limits for a coverage percentage in the following
order.

» Search for a coverage percent defined for the invoice sort related
to the item'’s service category.

 Search for a coverage percent defined for the contract total limit.

3 If contract or contract header limits are not found, search the service
type specified on the RMA in the same order: first by invoice sort,
then total.

4 Add the service coverage percent to any discount calculated by the
best pricing algorithms and display the resultsin the lineitem
Discount field.

Note The system uses the order line due date when it searches for
effective coverage leve records.
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The system displays the amount of discount that results from service
coverage and the amount that results from a price list discount.

Coverage Examples

An RMA obtains coverage in three ways. from a call, a contract, or the
control file. The following examples illustrate each method of coverage.

RMAs with a Call

When an RMA references a call, the system uses the call's coverage.
Figure 21.4, a call is taken for an item covered under contract 209.

Item
10-10000,
serial
4430994/A2
is covered by
contract 209.

Call Maintenance
UserMenu Edit Queue Options Help

— User Selection

callld: [PXEE [*] Call Date: 07/08/96 Time: 16:15
Senal: 4430994/A42
End User: 1001005 Great Morthern Relia
Item Number: 10-10000 Ref: o DASIS[TM] COOLING SY!
Contract: 209 Service Type: SC-1 Area:
Start Date: 07701796 Install date: 06724796 Seatle WA 98431
End Date: 06/30f97 ‘Waranty End: 03/22/9¢ Response: a HOURS
PO: Comments: no
— Call Info
Caller: Sarah Jordan Phone:
Description: General Emergency call taken in Call Maintenance
Work Code: Tech Queue: Customer Comments: no
Seventy: A Status: New Event Date: 07/08/96
Type: Service Nexl Stalus: Pending Evenl Time: 16:15
Prob/Skill: Elec Next Status Date: 07709796 Escalation: ESC1 L]
Assigned: Mext Status Time: 11:15
Priority: 20 From Quote: Schedule: yes

645

Tip

You can change the
servicetypein
effect onalineitem
basisby using a
charge type code,
discussed in the
next section.

In

Fig. 21.4
Call Maintenance
(11.1.1.1)

If you create an RMA referencing this call, the system uses the contract
and service type from the call for the RMA.

IQAD
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Fig. 21.5

RMA Maintenance

(11.7.1.2)

M QAD

RMA Maintenance
UserMenu Edit Queue Options Help

Order: RMA1O Sold-To: 1001000 Bill-To: 1001000 Ship-To: 1001005 |

— So0ld-To Ship-To
Reliable Central Purchasing Great Northern Reliable

Abtention: Accounts Payable Building 14

300000020 Century Blvd 310 Shoreline Ave
Los Angeles CA 839000 Seatle WA 98431
When call United States of America USA

CA143is
referenced on . i
— Additional RHA Details

an RMA, its Issue Site: | [T Receive Site: | 10000
contract and Issue Location: |SPARES Receive Location: |RETURN

contract type
Call Id: |[CA143 Ready to Invoice: |no
are used for RMA Contract: | 209 Invoiced: |no
coverage. Contract Type: |SC-1 Invoice Number:

Credit Price List: |F5-CR

In this example, call CA143 was taken for a contract item. Figure 21.4
shows that Call Maintenance determines the contract (209) as well asthe
service type associated with that contract (SC-1). When call CA143 is
specified in the RMA Maintenance, the system uses contract 209 and
service type SC-1 as defaults to determine the level of coverage.

RMAs with a Contract

Since RMAs do not haveto refer to a call, the system has other ways to
determine coverage levels. One of theseis by selecting from alist of
active contractsfor the end user. The system displaysthe Service Contract
pop-up window depending on the Display Service Contracts setting in the
RMA/RTS Control File. If thisfield is Yes, a pop-up window showing all
valid or open contracts for the end user displays after you complete the
upper frame of RMA Maintenance.
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RMA Maintenance
User Menu Edit Queue Options Help

Order: RMA1D Sold-To: 1001000 Bill-To: 1001000 Ship-To: 1001005

— Sold-To Ship-To

Service Contracts
Start Date End Date  Svc Type

End User

1001005 07f01/36 06/30f97 SC-1 usp
1001005 v6f01f96 o06f30f97 SC-1
1001005

07f01/96 o06/30f97 SC-1

Pricing Date: Project: Credit Terms:

Purchase Order: Credit Terms Int: 0.00

Remarks: Reprice: no

RMAs Without Call or Contract

If an RMA does not reference a call and no contracts exist for the end
user, or acontract is not selected, the system uses the service type for the
Default RMA Contract field in the RMA/RTS Control File. All items
added to the RMA receive the level of coverage of this service type,
unless you use the charge type feature.

RMA Charge Types

The RMA charge type addresses an issue arising daily for many service
organizations: How can coverage be adjusted for one call or special case?

When this need occurs, you want the ongoing contractual or warranted
relationship with the customer to remain unchanged. You need only a
one-time adjustment. For example, the service engineer can make a
special charge for an unusual repair. Or, for various reasons, you waive
normal charges for this RMA. Using a charge type, you can adjust
coverage for this special case without changing the coverage relationship
with the customer.

Example You issue replacement items normally covered 100% by a
warranty. However, oneitem is broken due to misuse by the customer and
thereforeis not covered under the warranty terms. You need to charge full
price for this part. Change the charge type for this item issue to reference
aservice type that has 0% coverage.

Fig. 21.6
Coverage for an
RMA Without
acCall

IQAD
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Fig. 21.7

RMA Charge
Type Control File
Settings

M QAD

Defining Charge Type/Service Type Relationships

Define RMA charge types in the Default Charge Information frame of the
RMA/RTS Control File (11.7.24), illustrated in Figure 21.7. The system
supports four charge types. You can associate each with a separate service
type. The system defines the warranty (W) and contract (S) charge type
codes and you cannot change them. Select any other code for the billable
and giveaway charge types.

warranty [EEL L - -
User Menu Edit Queue Options Help
Charge Type

points t0 [ = perauit charge InFormation

Warranty_ _EWananty Charge Type: W
Warianty Service Type: ]

Service Type.
These go together.— P pae tharme T

Billable Service Type: |BILLABLE

These go together. 1 poroowes Charae Typeio

Giveaway Service Type: [GIVEAWAY

Contract Charge Type:

]

Figure 21.7 shows three groups of charge/service type relationships:
» Warranty Charge Type and Warranty Service Type
- Billable Charge Type and Billable Service Type
- Giveaway Charge Type and Giveaway Service Type

In Figure 21.7, aW charge type, which you cannot change, references a
warranty service type named W-1. The billable charge typeis B and
references the billable service type BILLABLE. The giveaway charge
typeis G and associated with the giveaway service type GIVEAWAY.

A fourth relationship is not as obvious. The contract charge type, which
you cannot change from S, references the Default RMA Contract on the
first frame of the RMA/RTS Control File. When you specify achargetype
of Sas an override, the system applies the terms of the default RMA
contract type.

Charge Type Defaults in RMA Maintenance

When you create an RMA, the header’s service type is either a warranty
code or a service contract type. The system uses the terms of the header
service type by default for each line item. If the type is a warranty, the
charge type for each line item defaults to W (warranty). If the header’s
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service typeis a contract type, the charge type on line items defaultsto S
(service contract).

Overriding Charge Type Defaults

The default charge type displays during RMA line item entry. You can
change it to reference another charge type defined in the control file.
Changing the charge type changes the level of coverage for the line item.

If the default charge type for aline item is W, you can change it to
reference one of three other service types:

» Specify Sto use the default RMA contract type from the RMA/RTS
Control File.

» Specify the billable charge type you defined to bring in the level of
coverage of the billable service type from the control file.

» Specify the giveaway charge type you defined to bring in the level of
coverage of the giveaway service type from the control file.

In the same way, you can change an S default to W or to the billable or
giveaway charge types that you can define.

Changing Charge Types

When you edit an RMA line, you can modify the charge type only if
Repriceis Yesin the RMA header or for theline. The level of coverage
associated with the service type referenced by a charge type affects
pricing for the RMA issue line. If Repriceis No, the charge type pop-up
does not display when you modify aline.

Note Evenif Repriceis Yes, you cannot change the charge typeif you
have shipped a quantity on theline.

Changing the charge type on an RMA line always causes it to reference
the service typein the control file.

Example You specify acontract service type on an RMA header. For the
first line, the charge type defaultsto S, but you changeit to G. The system
applies the coverage level of the giveaway charge typeto thislineitem.
You edit the item a second time, changing the G to S. The system applies
the level of coverage of the default RMA contract type in the contral file,
not the one on the RMA header.

IQAD
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Fig. 21.8
Additiona RMA
Details Pop-Up
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Coverage and Pricing for RMA Receipts

RMA issues use the pricelists, analysis codes, and relationships you
define in the SO/SQ/RMA Issues Pricing Menu (1.10.1). The system
determines the issue price, without specifying aprice list.

RMA receipts, however, require that you define a specific credit pricelist
in the PO/RTS/Sched/RMA Rcpt Pricing Menu (1.10.2). The credit price
list defaults from the service type, but you can modify this when you
create an RMA.

RAMA Maintenance
User Menu Edit Queue Options Help
Order: RMATD Sold-To: 1001000 Bill-To: 1001000 Ship-To: 1001005 |
— So0ld-To Ship-To
Reliable Central Purchasing Great Northern Reliable
Attention: Accounts Papable Building 14
300000020 Century Blvd 310 Shoreline Ave
Los Angeles CA 89000 Seatle WA 98431
United States of America USA
Additional RMA Details
Issue Site: | [T, Receive Site: |10000
The RMA Issue Location: | SPARES Receive Location: RETURN
Credit Price :
LISt defaults Call Id: [CA143 Ready to Invoice: |no
. RMA Contract: |209 Invoiced: no
from service Service Type: |SC1 lermites R
type SC-1. Credit Price List: |[FS-CR

In Figure 21.8, use the pop-up window in the RMA Maintenance header
to specify a credit price list for RMA receipts. The credit pricelist on the
header defaults to each RMA receipt line item. If no credit pricelist
exists, the price for that line item is zero. The RMA receipt looks only at
the Credit Price List, not the full item price.

The service type on the RMA header also defines any restocking charge
for areceipt line. If you change the service type on RMA header, the new
restocking charge takes effect for existing lines only if Repriceis Yesor if
you modify thelist or net price fields for the receipt line.

The sameistrueif you change the pricelist on the RMA header. The
change affects existing lines only if Repriceis Yes or if you modify the
list or net price fields for the receipt line.
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Pricing for RMA Issue Line Items

Pricing for RMA issue lines follows the sales order pricing algorithms.
With this system, you do not specify apricelist during RMA processing.
The system determines the price list according to a best pricing algorithm
using the codes and rules set up for pricing items on sales orders.

This section gives an overview of how pricing for RMA issues works and
highlights considerations for RMASs. For a compl ete discussion of sales
order pricing, refer to User Guide Volume 6: Master Files.

Note If you are using the optional Advanced Pricing Management
(APM) module, RMA issues are priced using its features aswell as sales
guotes and orders.

Determining a Price

During processing in RMA Maintenance for line item issues, the system
determines which price lists apply, based on the pricing customer, then
determines the price using several processing steps.

Pricing Customer

The system uses the ship-to customer in the pricelist search if the address
codeis defined in Customer Maintenance. Otherwise, the system uses the
sold-to address. In RMAS, the ship-to defaults from the end user. If the
end user is not defined in Customer Maintenance, the system uses the
customer associated with the end user in the price list search.

Price List Candidates

The system next determines applicable price lists by comparing the
customer number and item number on the RMA issue line with the
customer code and item code on the price list. A match exists when all of
the following conditions are true.

» Customer/Analysis Code on the price list is blank or matches either
the customer on the RMA an analysis code associated with this
customer.

» For detailson
APM, see User
Guide: Advanced
Pricing
Management.

Tip
Blank indicates the
pricelist appliesto
al customers or
items.

IQAD
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Item/Analysis Code on the price list is blank or matches either the
item number on the RMA or any analysis code associated with the
item number.

» The order currency and price list currency match.
 The start and end dates are effective.

Determining Line Item Prices

After the system has found the qualifying price lists, it determinesthe
combinations that result in the best price. The rules for combining price
lists come from the Comb Type field in sales order Price List
Maintenance.

When the system determines line item prices, it basically follows the
same steps as for sales order pricing. Step 4 is unique to RMA pricing.

1

Build the Best List Price. The system evaluates each applicable list
price type pricelist. If more than one exists, the system uses the
lowest price. If no list price list exists, the system uses the Price field
value from the item master. This price displaysin the List Price field
of the RMA issueline.

Build the Best Net Price. The system accesses each applicable
discount %, discount amount, markup, and net price pricelist. It then
determines the combinations that yield the lowest price. Therulesfor
combining price lists come from the Combination Type field in Price
List Maintenance (1.10.1.1).

Modify Price for Minimum or Maximum. List price type price lists
can include the definition of a minimum and maximum price. If the
best price comes from a price list with minimum and maximum
prices, the system verifies that the calculated net price on the RMA
issue line is below the maximum price or above the minimum. If not,
it adjusts net price.

Apply Coverage Percent. This step is uniqueto RMAS. The system
determines the applicable coverage percent based on the service type,
warranty, or contract providing coverage. It adds this percent to the
discount previously calculated (100% maximum), and recal culates
the net price. It displays Discount and Net Price on the RMA issue
line.
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5 Manual Override of Calculated Prices. You can change the cal cul ated
list price, discount, and net price on RMA issue linesif you have
password access to these fields. When you do, the system records a
manual discount, which is the difference between the system-
generated price and the price you entered.

Special RMA Pricing Considerations

In the case of RMAS, the system treats the discount applied as a result of
service coverage like a manual discount. It displays this way in the price
list inquiry functions. You cannot distinguish it from other overrides that
you specify. The system marks the discount as coming from aservicetype
and lets you reprice the issue line.

Minimum Prices

If you specify aminimum price on the applicable price list, the system
usesit in calculating the price before it applies the service coverage
discount. However, when the system applies the service coverage percent,
it alowsthe net price for an itemto fall below the minimum list price. For
minimum prices the rules and agreements of the service coverage can
override the rules set up in sales order pricing.

Minimum Price Examples

You issueitem 116 on an RMA using a service contract that provides 50%
coverage. The system determines that pricelist A givesthe best price for
item 116. This price list specifies aprice of $6.00 with a minimum price
of $5.00 and maximum of $7.00. The system finds no applicable price
discounts when it calculates prices. If no coverageis provided on the
RMA, the net price equalsthelist price of $6.00.

Now the system applies the coverage percent to the price, resultingin a
net price of $3.00. Even though this net price is below the $5.00
minimum, the system does not generate an error. The adjustment isa
result of service coverage and remains even if the issue line is repriced.

Using the same data, consider what happensiif the system finds applicable
price discountsthat lower the net price below the minimum before service
coverage is applied.

IQAD
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Theinitia list price of $6.00 is discounted 20% yielding a net price of
$4.80. The system raises this to the minimum ($5.00) and then appliesthe
service coverage (50%) for anet price of $2.50. A message indicates that
the price has been adjusted because the net price islower than the
minimum.

Repricing RMA Issue Lines

You reprice sales ordersin Sales Order Repricing (7.1.11) and can include
RMA issue linesin thisfunction. To reprice an RMA issue line, create it
with Fixed Price set to No. Repricing does not affect RMA receipt lines,
since the system determines prices for RMA receipts differently from
RMA issues.

Note If you have changed the price on an RMA issue line, the system
does not repriceit. Thisisthe same as with sales orders. The system only
recalculates pricesthat it generated.

When the system reprices RMA issuelines, it recalculates list price and
applicable discounts and adjusts for minimum/maximum list price as
described previoudly. It then reapplies the coverage percent and any
manual discount you specified.

Accrual for Price Breaks

Itemsissued on RMAs are like sales order linesin terms of price breaks
and accrual.

Other Pricing Functions

RMAs follow the same rules as sales orders in calculating prices for
configured products.

Use Sales Order Price Inquiry (1.10.1.17) for RMAsto display
information about the price lists and discounts applied in calculating
pricesfor line item issues. The service coverage amount displays as a
manual discount. You can also use Sales Order Pricing Report (7.15.7).
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Effect of Control File Settings on RMA Pricing

Define settings that affect pricing in the Sales Order Control File and the
Pricing Control File. These settings affect RMASs just like sales orders,
with the exception of Pricing Date.

Pricing Control File

In the Pricing Control File, the setting of Price SO by Line determinesthe
default for the Line Pricing field in the RMA header. SO Factor Rounding
and Display SO Discounts also determine how the system displays
discountsin the Discount field of the RMA line item issue frame.

In sales orders, the date the system usesto search for an effective pricelist
is determined by Default SO Pricing Datein the Pricing Control File. This
can have one of four values: order date, required date, promise date, and
due date.

For RMAs, the system uses the order date to search for effective prices,
regardless of the setting in the Pricing Control File.

Sales Order Control File

In the Sales Order Control File, Price Table Required and Vary Pricing
Date by SO Line can affect RMA processing.

- If Price Table Required is Yes, apricelist in theitem unit of measure
must exist.

- If Vary Pricing Date by SO Lineis Yes, you can edit Pricing Date and
Credit Terms|Int in the pricing pop-up window during RMA issueline
item entry. Otherwise, the system uses the header value for each line
and you cannot change it.

IQAD
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Tip

Usethe Ship Before
Return setting on
the service type to
control whether
items on linked
RMA lines can be
shipped before
defective ones

are returned.
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RMA Issues and Receipts

Create RMAswith RMA Maintenance (11.7.1.1). Thisfunction issimilar
to Sales Order Maintenance (7.1.1), with the addition of several pop-up
windows for supplying information unique to RMAs.

An RMA tracksitemsleaving from or arriving at your site or warehouse.
Thisincludes items shipped to and returned from customers. After you
receive or issue items, the installed base can be updated when you post
the RMA invoice. Again, the system can record items issued to your end
users and remove items received from them.

The system creates an invoice when you ship or receive items on the
RMA. The Ready to Invoice field can be set in RMA Maintenance.

RMA Issues

In the classical flow for returned items, you receive areturned item and
then either issue areplacement or fix the returned item and ship it back. In
this scenario, you process the RMA receipt before the RMA issue.

However, in modern service organizations, an RMA issue often occurs
immediately upon receipt of areturn, or even before the end user returns
the item. Theissueis processed first.

This more aggressive approach to RMA issues tries to ensure that the
customer does not go without use of the item. This has always been an
important part of servicing mission-critical items, since customer down
time can be costly. Thetrend in service is to be proactive and replace an
item, even a noncritical item, as soon as possible. Dealing with the
returned item comes second.

RMA Receipts

The third section of RMA Maintenance enables you to process the receipt
of itemsreturned from your customers. These items might be damaged or
broken, or perhaps are being returned for a different or upgraded model.

Figure 21.9 showsthe RMA Receipt Line frame of RMA Maintenance.
With the exception of afew fields, the layout of thisframeisthe same as
the RMA IssueLine frame.
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: RMA Maintenance

[_ (O] ]

B E b

UszerMenu Edit Queue Options Help

RMA: RMA10 Sold-To: 1001000 Ln Format 5/M: single

RMA Receipt Line

Ln ltem Number | Site Qy UM List Price  Discount Net Price
RMA ReCLe.Ipt 12 44100 W&l 1.0 EA 94.50 0.0 94.50
ine Desc: CONTROL UNIT, HOI Sales Acct: 3000 100 o100
Loc: RETURN Site: 10000 Disc Acct: 3900 s100 o100
USD Cost: 90.00 Confirmed: yes CRT Int: .00
Lot/Senal: Pricing: 03/13/39 Type:

Aty Allocated: 0.0
Aty Picked: 0.0
Qty Returned: 0.0
Qty to Invoice: 0.0
Salesperson[1]: JJP

Required: 09713799
Promised: 02/13/9%
Expected Date: 05/13/99
Frt List: TO1-NTAX

UM Cony: 1.0000
Consume Fest no
Detail Alloc: no
Taxable: no
Multiple: no

CommZ[1]: 10.00% Fixed Price: yes Comments: no

Linking Receipts to Issues

TheIssue Line Detail framein RMA Maintenance contains a Yes/No Rec
(receipt) field. Set thisfield to Yesto display a pop-up window where you
can create a receipt corresponding to an issue. The item on the current
RMA issue line isthe default receipt line item, and the system links the
two lines. Use this feature for one-to-one part replacement.

RMA Maintenance
User Menu Edit Queue Options Help
B
| 44 100 ‘ RMA: RMA10 Sold-To: 1001000 Ln Format §/M: single |
tem 3 RMA Issue Line
defaults as Ln item Humber Oty Ordered UM List Price  Discount Hot Price
item to be
. T 44-100 1.0 EA 30_00 100.0 0.00
received. soeipt
Defaults to L 2
Item Mumber: | 44-100
CUStomer Description: [CONTROL UNIT, HOME Price: | 950[ 00
Ret Site/ €A |
ewrn oie UM: [EA [~ Site: [10000
Location in Lot/Serial: [200-A3 L_Location: [RETURN
RMA/RTS ISB Rek: |o Processing: [P Pending
. Oty Expected: |1.0 Taxable: |no 1
Contr0| Flle' Qty to Receive: 1.0 Ship Type: [

In this example, an RMA issue lineitem is created for an item 44-100. If
the Rec field is Yes, the item number 44-100, unit of measure, quantity,
and ship type default from the issue line.

Note The item number on alinked receipt does not have to be the same
astheissue lineitem. You can change it only when you first create the
line. If you do change it, the system prompts you to confirm the change
beforeit savesthe line.
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Fig. 21.9
RMA Receipt Lines

Fig. 21.10
Linking RMA
Issues and Receipts
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In the pop-up window, the default site is the customer return site in the
RMA/RTS Control File. Thislink worksonly if you are both shipping and
receiving in real time—that is, right away.

When you create a receipt line for an issue line by setting Rec to Yes, the
system links the two lines. The system checks the value of Ship Before
Return on the service type only when lines are linked.

RMA Billing

You can invoice RMA issues and receipts together. RMA issues can
create an invoice charged to the bill-to address. RMA receipts can create a
credit, as well as a billable amount if a restocking charge exists. When an
RMA includes both issues and receipts, the system charges the net
amount.

Example An RMA issue is charged $500 and a receipt credited $400.
When you invoice this RMA, it shows a $500 charge for line item one and
a credit price of $400 for line item two, with a net price of $100.

You can also process the issue and receipt separately. This creates two
postings to Accounts Receivable, one for $500 and a credit for $400. The
net result is an invoice for $100.

RMA Billing Flow

An RMA issue typically follows the steps shown in Figure 21.11.

Fig. 21.11
RMA Issues
Billing Flow

Create an RMA issue line. Print the invoice.

l !

Ship the line item using RMA
Maintenance or RMA Post the invoice.
Shipments.

« Installed based updated
+ AIR updated

+ Salesperson commissions
updated

After you ship the item on an RMA issue, print an invoice to get an
invoice number for the RMA sales order. Printing assigns the number. Or,
you can assign an invoice number to the RMA in the RMA header. Set the
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Ready to Invoicelineto Yesfor an RMA to be processed to the next step.
Either way, an invoice number is assigned to the RMA before it is posted
to the general ledger.

Posting the invoice updates the installed base, accounts receivable, and
salesperson commissions.

Once an amount to invoice exists on an RMA, through shipment or
receipts, you cannot modify pricing datain RMA Maintenance. Use
Pending Invoice Maintenance (7.13.1) to change prices. You can aso use
Pending Invoice Maintenance to change tax status and sal esperson
commission.

RMA Credit Flow

An RMA receipt typically follows the steps shown in Figure 21.12.

Fig. 21.12

Create an RMA receipt line. Print the invoice.

l }

Receive the line item using
RMA Maintenance or RMA Post the invoice.

Recelpts. « Installed base updated
* A/R updated

« Salesperson commissions
updated

After you receive the item on an RMA receipt line, you can print and post
the invoice. Posting the invoice updates the installed base, accounts
receivable, and salesperson commissions.

General Ledger Impacts
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RMA Receipts

Credit Flow

When you ship itemson an RMA, the system debitsthe five cost of goods ~ » See page 643 for

sold (COGS) accounts and credits inventory. An RMA receipt does the Sﬁjgﬁgﬁ‘: on of
opposite: debits inventory and credits cost of goods sold. These accounts in RMAS.

are accessed from Inventory Account Maintenance and Sales Account
Maintenance based on the product line associated with the RMA.
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When you post the RMA invoice, the system debits accounts receivable
and sales discount accounts and credits taxes, freight, trailer charges, and
sales accounts.

Customer Credit Status

RMAs are atype of sales order and follow most sales order rules. If the
customer bill-to on an RMA ison credit hold, RMA processing is
determined by the setting for Credit Hold Option in the Service
Management Control File. Thisfield can have one of three values:

0 (zero): You can create RMAs regardless of the customer’s credit
status.

1: You can create RMASs, but a warning displays and the action status
of the RMA is set to hold.

2: You cannot create RMAs for customers who are on credit hold. An
error message displays. Reset the customer Credit Hold field to No to
create the RMA. With this setting, if the customer is over the credit
limit but not yet on hold, you can create the RMA. However, a
warning displays and the RMA's action status is set to hold.

Remove credit holds in the Sales Order module, using Sales Order Credit
Maintenance (7.1.13) or Sales Order Auto Credit Approval (7.1.17). You
cannot release an RMA to a work order if the action status is nonblank.

RMA Invoices

An invoice for an RMA looks similar to a sales order invoice. However,
the system handles some aspects of the invoice differently for an RMA.

- If the RMA isassociated with acall, call comments that print on the
invoice print on the RMA invoice.

- If the RMA is associated with acall, the call number prints on the
invoice header.

 The service contract providing coverage on the RMA displays
beneath each invoice line, for both issues and receipts.

Invoice reprint for an RMA creates an invoice that looks like the origina
with one exception. If you have deleted and archived the call associated
with the RMA, call comments are not available for printing.
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Releasing RMAs to Work Orders

Some service organi zations use standard manufacturing operations to
refurbish items received from customers on an RMA. To do this, specify
W (work order) as the processing option on the RMA receipt line item.

RAMA Maintenance Fig. 21._13 .
User Menu Edit Queue Options Help PI’OC ng Optl on
Once | RMA: RMATD Sold-To: 1001000 Ln Format 5/M: single
released, RMA Receipt Line
work order Ln Item Mumber Return Oty UM List Price  Discount Net Price
number 3 44100 1.0 EA 9450 5.0 89715
displays — Receipt Line Details
here Oty Received: 1.0 Product Line: 1000
: Received Date: 07/08/9¢ Restock: 2_725
Expected Date: 07/08/96
Set
Processing Gty to Receive: 0.0 Repait WO: RMA10.3
Fault Code: 1ID: 90
to W to ISB Ref: (o RTS:
release this —i—— Processing: |wW Rework Work Order RTS Line: o
RMA to a Linked Line: [0
Work Order Multi: |no Update Installed Base: |yes

The default processing option is P for pending. You can change thisto

W at any time.

Example When you create the RMA receipt line, you do not know if a
work order is needed, so you set Processing to P. When the item is
actually received and inspected, you determine awork order is required.
At this point, you can go into RMA Maintenance and placeaW in the

Processing field.

Use RMA Release to Work Order to create rework orders for all RMA Tip

receipt lines with a quantity already received and a W processing option.

User Menu Edit Queue Options Help

RMA Release to Work Order

Rework ordershave
aTypeR.

Fig. 21.14
Releasing RMA to

— Selection Criteria

Work Order

RMa

Combine Work Orders: |no
Effective Date: (06717796

Prit | | Exit

F1=Help F2=Go ESC=End Cul-X=Cut Ctrl-C=Copy Ctrl-¥=Paste
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You can choose to combine work orders. In this case, you can summarize
RMAsfor asingleitem, unlessit is serial number controlled, on one
repair work order. Otherwise, one work order is created for each RMA.

The system always creates individual work orders for serial number
controlled items by using a unique ID, so the components used in the
repair can be identified.

The system creates the work order number by taking the RMA number
and appending the receipt line number, using a period as a separator. In
Figure 21.13, the work order number is RMA10.3. The system stores this
number and the work order ID on the RMA. View it in RMA
Maintenance in the Receipt Line Details frame.

If the item being repaired has an associated repair routing in Service Item
Maintenance, the system uses the repair routing to determine the
operations on the work order. The work order typeis R, indicating a
rework order.

Note You cannot release an RMA with anon-blank action statusto a
work order. A non-blank action status indicates that the RMA is on credit
hold.

RMA Maintenance

The execution of RMA Maintenance follows several steps:

« Fill out the RMA header, including customer, end user, and call,
and coverage information specific to RMA processing. This sets up
default values for line item issues and receipts.

- Specify items to be shipped to the customer.

- Specify itemsto be received from the customer for repair or
replacement.

- Enter trailer information, including trailer codes, tax, and standard
credit information.

» Complete the trailer that totals billing amounts and trailer codes.

 Optionally ship or receive directly from RMA Maintenance. You can
also use the separate ship and receive functions.

This section illustrates the frames used to compl ete this sequence.

M QAD
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[ RMAMainenance __________________________________ HEEE| Fig. 21.15
UserMenu Edit Oueue Options Help RMA M a ntenance
Ble%=2 | (11.7.1.3)
Order: RMA10 Sold-To: 1001000 Bill- To: 1001000 Ship-To: 1001005 ‘
— Sold-To Ship-To
Reliable Central Purchasing Great Morthern Reliabel
Abtention: Accounts Payable Building 14
300000020 Century Blvd #10 Shoreline Ave
Los Angeles CA 89000 Seatle WA 98431
United States of America United States of America
DOrder Date: [08/01/99 Line Pricing: no Confirmed: ves 08401599
Due Date: [08f02f33 Manual: Currency: usd Language: l—
Promise Date: (08702739 Site: [10000 Taxable: F L
Expected: [08/017%2 Channek Fized Price: |yes
Pricing Date: [08/01/99 Project: Credit Terms:
Purchase Order: & Credit Terms Int: [0. 00
Remarks: Reprice: |no
Entered By: ljm

Order. If you leave this field blank when you create anew RMA, the
system supplies a number by appending the RMA Sales Order Prefix
in the RMA/RTS Control Fileto the valuein the Next RMA Sales
Order field. The system increments this field.

Call ID. A pop-up window displays so that you can supply acall ID.
Thisfieldis optional; RMAs do not have to reference acall. If you
supply acall, severd fields on the RMA default from the call: the
sold-to address, which is the call customer; end user; purchase order;
contract; and call servicetype. The call number and comments
designated to print on invoices display on the invoice for the RMA.

Sold-To. If the RMA references acall, the customer associated with
the call’'s end user displays by default. Otherwise, you must supply a
valid customer code.

Bill-To. This defaults from the Sold-To value unless you define the
sold-to address with a different bill-to in Customer Address
Maintenance.

End User. A pop-up window displays so you can enter the end user » See “End User
for the items being returned or replaced. If the RMA referencesacall, Selection Frame

. on page 341 for
the end user defaultsfrom the call. If you enter anonexistent end user, detalls.

the system prompts you to create a new end user directly from RMA
Maintenance. The frames for creating an end user are the same as
those displayed in Call Maintenance.
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Ship-To. Defaults from Sold-To. You can specify a different ship-to
address for this customer, or you can create a ship-to address directly
in RMA Maintenance by leaving the field blank.

Order Date. Defaults from the system date and indicates the date you
recorded this RMA. This can be the date you entered the RMA or the
date the customer requested an RMA.

Due Date. Defaults from the system date plus the shipping lead time
in the Sales Order Control File and indicates the date you need to ship
the replacement items from your facility. This field provides the
default date for each RMA issue line. The system uses the issue line
due date to search for effective coverage limits for the line item.

Promise Date. If Promise Date is blank, it defaults from the promise
date of thefirst issue line item. Indicates the date the customer was
promised delivery. The promise date can be different than the due
date. Promise dates include delivery time, while due date is the date
the items must be ready for shipment.

Expected Date. Defaults from the system date. Indicates the date you
expect to receive items returned from the customer on this RMA and
provides the default date for each RMA receipt line.

Price Date. The pricing date for an RMA defaults from the order date.
Thisisunlike astandard sales order where the default comes from the
value of SO Default Pricing Date in the Pricing Control File
(1.10.1.24). This can have four possible values: Due Date, Order
Date, Required Date, or Promise Date. The system uses Price Datein
determining the effective date for price list searches.

Purchase Order. Defaults from the call if you specified one. You can
change thisfield. Thisfield isrequired if the current end user is
defined to require a PO.

Remarks. Any remarks specified for the sold-to customer display by
default. You can change these to make them specific to this RMA.
Remarks display on printed documents.

Line Pricing. Thisfield has effect only for anewly created order. If
you are maintaining an existing order, the system setsthisfield to No
and you cannot change it. For a new order, it defaults from the Price
SO by Linefidd in the Pricing Control File (1.10.1.24).
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If No, the system prices each line without considering other lines on
the order. This may not be the best price, since additional item
guantities on other lines can qualify aline for adifferent pricelist.

If Yes, the system prices each lineitem asiit is entered in relation to
other lines on the order and displays the best price. In either case,

if prices change because of quantity breaks, the system recalculates
them at the end of order entry.

Set thisfield to No to improve performance during order entry, since
fewer calculations are performed.

Manual. You can password protect thisfield. Manual enables you to
enter aprice list code to be considered for RMA issue lines. Define
this pricelist first with Manual set to Yesin Price List Maintenance
(1.10.1.1). Manual price lists do not necessarily determine the issue
line price. The system uses them with the other price list search
agorithmsto determine the best price.

Site. The RMA header site helps determine the default tax
environment associated with the RMA.. You can specify a different
site at theitem level. At theitem level, Site defaults from the
Customer Spares Site/L ocation and Customer Return Site/Locationin
the RMA/RTS Control File. If you use site security, the person
executing this transaction must have access or the system generates
an error.

665

Channel. An optional code identifying the distribution channel Tip _
through which this RMA originated. Channel can be used to I;gg“ggﬁ')z\? s
determine GL sales and COGs accounts affected by inventory in Generalized
transactions. Set up optional sales accounts with Sales Account %ﬂfg'&"aimeﬂance

Maintenance (1.2.17) based on product line, site, customer type, and s0_channel.
channel.

Project. Project code is one component of an account number defined
in GL setup functions. Other account components are account, sub-
account, and cost center. If Verify GL Accountsis Yesin the System/
Account Control File, each component you enter must be valid on its
own and in combination with other account number components. The
project on the header is the default for all line items. You can change
thisfor any line.
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Tip

To allocateitemsin
RMA Maintenance,
set Confirmed to
Yes.

» For details, see
theMulticurrency
chapter in
User Guide
\olume 4A:
Financials.

M QAD

Confirmed. For sales orders, this field defaults from the Sales Order
Control File. For RMAs, Confirmed always defaultsto Yes since
direct contact with an end user has normally already taken place.
MRP processes confirmed orders as sales demand and the orders
consume forecast. The header’s Confirmed setting provides the
default for each line item’s Confirmed field.

Confirmed orders are allocated, consume forecast, and create
demands for Material Requirements Planning (MRP). Confirmed
orders also affect the customer order total when the system reviews
credit limits.

You cannot ship unconfirmed line items using RMA shipments. If
unconfirmed, you must execute confirmation before shipment using
RMA Confirmation.

Currency. Defaults from the currency of the customer Bill-To address.
When you create an RMA, you can change this value to any valid
currency. After you move to the next frame, you cannot change it.

When you specify a foreign currency, a pop-up displays the exchange
rate relationship effective on the order date. You can change it or flag

this rate as fixed. If the exchange rate is not fixed, the system uses the
exchange rate effective on the invoice post date. If the exchange rate
is fixed, the system does not change it.

If one or both of the exchange rate components is a member of the
European Monetary Union (EMU), triangulation through the euro is
used to determine the exchange rate. In this case, the exchange rate
relationship includes four components. The fixed rate of the EMU
currency to the euro cannot be updated.

Language. Defaults from the language associated with the Ship-To
address. Use this field when printing formal documents, which can be
run by selecting a range of language codes. This enables you to use
preprinted forms in different languages. The system stores comment
information with a language code.

Taxable, Class, Effective Date. Defaults from the values for the ship-

to address. Indicates whether this RMA is subject to tax. The taxable
status for the order header displays as the default for each line item,
but you can change it.
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Fixed Price. Defaults from the Fixed Price setting for the sold-to Tip

address. Indicates whether the prices are fixed or subject to updates Fixed Pricemust be

due to inflation or commaodity repricing. be considered by
Sales Order

Thisuse of fixed priceis different from fixed pricesasused inservice  Repricing.
pricing, which enable the customer to be invoiced for afixed price
regardless of the cost of items, labor, and expenses recorded.

Credit Terms. Defaults from the credit terms for the sold-to address.
Credit term codes identify types of payment terms, defining the due
date and discounts for early payment.

Credit Terms Interest. The implicit interest added into an item’s price
based on the number of days to pay defined for the credit term. Use
terms interest percent in hyperinflationary environments to accrue the
estimated inflation increase.

The list price for the line item displays the included interest amount,
based on the list price and the credit terms. This field sets the default
for each issue line. You can maodify it only if Vary Pricing By SO Line

is Yes in the Sales Order Control File.

Reprice. You can edit this field only when you are maintaining an  1ip _
existing order. It indicates whether you can update prices for RMA )?gh tggg%%ﬁr']{ng
issue lines or whether the prices come from current pricing data  RMA issuelines
during this edit session. To change the charge type or prices for anWith sales order

. . . lines to accumulate
issue line, Reprice must be Yes. quantities for price

This field affects only the current maintenance session. The value Gfesks
Fixed Price determines which orders are repriced by Sales Order
Repricing.

Reprice also affects RMA receipt lines. If you change the header
service type or credit price list, existing receipt lines are affected only

if Reprice is Yes or if you change the price fields on the line.

If Reprice is Yes, it affects all lines on the order and you cannot
change it at the line level. If it is No on the header, a pop-up window
during issue line entry enables you change it to Yes for the line. The
system reprices new lines regardless of this setting.
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Second RMA Header

When you press Go on the first RMA header frame, a second frame
displays.

Flg 21.16 RMA Maintenance
%Cond RMA User Menu Edit Queue Options Help
Header Frame
Order: RMA10 Sold-To: 1001000 Bill-To: 1001000 Ship-To: 1001005
So0ld-To Ship-To
Reliable Central Purchasing Great Morthern Reliable
Attention: Accounts Payable Building 14
300000020 Century Blvd 310 Shoreline Ave
Los Angeles CA 83000 Seatle Wh 98431
United States of America USA
Salesperson([1]: | 00000005 Freight List: ([FED-EX
Multiple: [no Frt Min Wt |1 Consume Forecast: [yes
Commission[1]: |10_00% Freight Terms: [ADD Detail Allocations: |no
Calculate Freight: [yes Allocate Dags: [10
Display Weights: |yes Comments: |no
Imp/Exp: [no
Tip Salesperson. Defaults from the sales person for the sold-to address.
g%ﬁ;&fﬂ% a | dentifies the salesperson to receive commission and quota credit for
line item, set this RMA. The salesperson information on each line item defaults
Multiple to Yes. from the salesperson and commission rate on the header.You can

M QAD

change it on each line item.

Multiple. Indicates that more than one salesperson is responsible for
thisRMA. If thisfield is Yes, a pop-up window prompts you to enter
up to four salesperson codes.

Commission. Specifiesthe commission percentage this salespersonis
to receive. Besides the normal commission rate for the sal esperson,
you can enter commission rates for sales to specific customers or
sales of specific product lines.

Freight List. Defaults from the freight list for the sold-to address.
Freight list codes identify a set of shipping rates for different zones
and shipping weights or units. The freight list on the header setsthe
default for each lineitem.
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Freight Minimum Weight. Defaults from the freight minimum weight Tip _
for the sold-to address. Thisfield is the minimum weight onwhichto ~ FO bé"qli(p';%%'ﬁgm "
base the shipping chargeif the freight list typeisbulk. Thisfielddoes  weigh lessthan this

i i i amount are charged
not apply to freight lists of type unit. el

Freight Terms. Defaults from the freight terms for the sold-to address. Q:grigrgf’?o‘t"’tﬁgm
The freight terms determine how the system applies freight charges. shipment weight.
They can be added to the order trailer, added to the unit cost for each

ordered item, displayed as afreight allowance, or not calculated.

Calculate Freight. Defaultsto Yesfor anew order; otherwise, defaults

to No. If Yes, the system calculates site- and currency-specific freight
charges on RMAs. Charges can be calculated for the line item’s
shipping weight for unit price lists or for the order’s total shipping
weight for bulk price lists. Calculated freight charges appear on the
trailer.

Display Weight. Specifies whether to display the Freight window for
each line item, which enables you to enter or modify data in the
Freight Class and Freight Ship Weight fields. For inventory items,
these fields default from the item master. For memo items, you must
specify them. The Freight window also shows information the system
uses to calculate freight for the line item, so you can review freight
amounts easily.

Consume Forecast. Defaults from the RMA/RTS Control File. This
field specifies whether the quantity ordered on the RMA consumes
available forecast. If Yes, the order consumes the forecast. If No, the
system considers the order quantity abnormal and plans for it in
addition to the forecast.

Detail Allocations. Defaults from the RMA/RTS Control File.

Specifies whether you usually make detail allocations during line
item entry. Detail allocations assign specific inventory lot/serial
numbers and locations to be shipped on an order. The setting on the
header determines each line’s default.

If Yes, at the line level, a pop-up window for detail allocations
displays. If you do not detail allocate during line item entry, the
system detail allocates when you print the RMA packing list.

Allocate Days. Defaults from the Allocate Days field in the RMA/
RTS Control File. This field specifies the number of calendar days
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into the future for the system to use as a cutoff for allocating items on
RMA issue lines. If the header’s due date extends beyond the
allocation window, automatic allocation does not take place for a new

issue line.
» See “Inventory Allocation is subject to two control file settings in the Sales Order
Allocations” on Control File:
page 640 )
ifrc]’][omgion » The Quantity Availableto Allocate calculation method specifies
' how the system determines the number of items available to
allocate.

« Thevauefor Limit Allocationsto Avail to Allocate determines
how the system handles shortage situations. If thisfield isNo, the
guantity allocated for an RMA issue line defaults from the
guantity ordered even if a sufficient quantity to allocate does not
exist. If thisis Yes, quantity allocated never exceeds the quantity
available. If there is no quantity available to allocate, quantity
allocated defaults to O.

Comments. Defaults from the Header Commentsfield in the RMA/
RTS Control File. If thisis Yes, the transaction comment frame
displays for you to enter comments specific to this RMA. Enter
information here that relates to the entire RMA, such as delivery
information or credit comments.

Imp/Exp. Defaults from Imp/Exp Default in the Intrastat Control File
and appearsif Use Intrastat is Yesin the same control file. Set this
field to Yes to enter or maintain import and export data for the order
used to create Intrastat History Reports. If Yes, the standard Intrastat
frame displays for input of appropriate data.

M QAD
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Additional RMA Details

The next frame requests information unique to RMA processing.

RMA Maintenance Fig. 21.17
User Menu Edit Queue Options Help Addmonaj RMA
Details Frame
Order: RMATD Sold-To: 1001000 Bill-To: 1001000 Ship-To: 1001005 |
— Sold-To Ship-To
Reliable Central Purchasing Great Northern Reliable
Attention: Accounts Pagable Building 14
300000020 Century Blvd 310 Shoreline Ave
Los Angeles CA 89000 Seatle WA 98431
United States of America usA
Additional RHMA Details
Issue Site: | [, Receive Site: 10000
Issue Location: | SPARES Receive Location: [RETURN
Call Id: .CA1 43 Ready to Invoice: |no
RMA Contract: | 209 Invoiced: [no
Service Type: [SC-1 Invoice Number:
Credit Price List: |FS-CR

Issue Site. Defaults from Customer Spares Sitein the RMA/RTS
Control File and identifies the site from which you ship replacement
items to customers. This site displays as the default for each RMA
issue line, but you can changeit. If you use site security, you must
have proper access or the system generates an error.

Issue Location. Defaults from Customer Spares Location in the
RMA/RTS Control File and identifies the location from which you
ship replacement items to customers. This location displays as the
default for each RMA issue line, but you can change it.

Receive Site. Defaults from Customer Return Sitein the RMA/RTS
Control File and identifies the site where you receive returned items.
This site displays as the default for each RMA receipt line, but you
can changeit. If you use site security, you must have proper access or
the system generates an error.

Receive Location. Defaults from the Customer Return Location
defined in the RMA/RTS Control File and identifies the location
where you receive returned items. This location displays as the
default for each RMA receipt line, but you can changeit.

Call ID. If you reference acall 1D on the header, it displays here and
you can changeit. If you change the call after you create the RMA,
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the system does not recal culate the information that defaults from the
call—sold-to, end user, purchase order, contract, service type.

RMA Contract. If you select a contract from the pop-up window of
contracts for the specified end user, or if a contract defaults from a
referenced call, it displays here. If a contract is available, it
determines the coverage percentages and the default service type,
which determines other coverage terms and conditions such as the
credit price list, restocking charge, and ship before return setting.

If the service type of the contract is not changed, the Charge Type, or
CT, field for RMA issue lines defaults to S, indicating service
contract coverage.

The contract specified on the RMA header prints on the RMA invoice
for both issues and receipts if a contract service type is used for
coverage.

Service Type. Defaults from the contract displayed in the previous
field, or the service type on the referenced call. Otherwise, defaults
from Default RMA Contract in the RMA/RTS Control File.

The RMA header service type determines the default credit price list
for returns, restocking charge to be added for returned items, and
whether or not you can ship items before you complete a return. If
you do not specify a contract in the RMA Contract field or no
applicable limits exist on the contract, the service type determines the
coverage percent applied to line item issues. The service type also
sets the default charge type for issue line item entry. The values are: S
if a contract type, W if a warranty.

If you change the service type on the RMA header after lines exist, its
terms and conditions apply to new lines you add. They are applied to
existing lines only if you reprice them. A message displays,
indicating that you may want to review the coverage and pricing for
existing RMA lines.

Credit Price List. Defaults from the Credit Price List associated with
the current service type. Determines the prices calculated for RMA
receipt lines.

Ready to Invoice. This field is initially set to No. After you have
shipped or received items, the system sets it to Yes. Invoice Print
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examinesthis field. It must be Yes before you can print the invoice.
You can change the field to prevent invoicing.

When invoice print completes, the system prompts you to update the
invoice. If you respond Yes, the system sets Ready to Invoice to No
and Invoiced to Yesto indicate that you have printed the invoice. It is
ready for posting to Accounts Receivable. This prevents the system
from generating duplicate invoices.

Posting the invoice sets both fields to No. If you ship more items
later, the system sets Ready to Invoiceto Yes.

Invoiced. Invoice Print sets Invoiced to Yes, indicating that you have
printed theinvoice and it isready for posting to Accounts Receivable.
This prevents the system from generating duplicate invoices. After
you post the invoice, the system resets Invoiced to No.

Invoice Number. If you leave this field blank, the system supplies an
invoice number based on the next invoice number in the Sales Order
Control File. To use adifferent set of numbers for RMAS, enter a
number in thisfield. The system uses this reference number in
Accounts Receivable.

RMA Issue Line

Thisframeis similar to the line item entry frame for sales orders (7.1.1).
Most fields in the item detail default from valuesin the RMA header, and
have the same effect as described previously. This section describes the
fields unique to RMAs.

: RMA Maintenance |- (O] %] |

UserMenu Edt Queue Oplions Help

RMA: RMATD Sold-To: 1001000 Ln Format 5/M: single ‘
RMA |ssue Line
Ln Item Mumber Qty Ordered UM [CT List Price Discount HNet Price
1 44100 1.0 EA|S 1,000.00 0.0 1,000_00
Desc: CONTROL UNIT. HOI Sales Acct:
Loc: SPARES Sitez 10000 Disc Acch:
USD Cost: 20.00 Confirmed: yes CRT Int: 0.00
Lot/Serial: Pricing: 09f13f99 Type:
Oty Allocated: 0.0 Required: UM Conv: 10000
Oty Picked: 0.0 Promised: Consume Fcst: yes
Qty Shipped: 0.0 Due Dale: 09714799 Detail Alloc: no
Aty to Invoice: 0.0 Fit List: TOT-NTAX Taxable: no
Salesperson[1]: JJP Multiple: no
Comm%[1]: 10.00% Fixed Price: pes Comments: no

Tip

To reprint an RMA
invoice, reset this
field.

Fig. 21.18
RMA Issue Line
Entry Frames

IQAD
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» See “RMA Charge Type. After entering an item and quantity on anew line, a
gggég&'l;ypes on pop-up displays for entering a charge type. This code identifies how

to bill the line item. If coverage is from awarranty type, charge type
defaultsto W. If coverage is from a contract or contract type, it
defaultsto S. You can define billable and giveaway charge typesin
the RMA/RTS Control File.

Chargetypes et you determine, per line, the service type for the item.
Define four charge type/service type relationships using settingsin
the RMA/RTS Control File:

« The warranty charge type, set by the system to W, identifies
charges covered under warranty. If the RMA header service type
isacontract type and W is specified for the charge type, the
system uses the level of coverage of the warranty servicetypein
the control file.

» The contract charge type, set by the system to S, identifies
charges covered under a service contract. If the RMA header
service type is awarranty, specifying S brings in the coverage
levels of the Default RMA Contract specified in the first frame
of the RMA/RTS Control File.

» The giveaway charge type that you define in the control file can
be specified as an override in RMA Maintenance and bringsin
the coverage level of the giveaway service type. This servicetype
normally provides full coverage.

« Thebillable charge type, which you define in the control file, can
be specified as an override in RMA Maintenance and bringsin
the coverage level of the Billable Service Type. This service type
normally provides no coverage—the end user is responsible for
the full amount.

You can modify the charge type for an existing line item only if
Reprice is Yes for the line and you have not shipped any quantity.

List Price. This field can be password protected. The value in this
field is the unit price before applicable discounts or markups are
applied. The system uses this value in calculating the net price. The
system posts the list price to the sales account when posting an
invoice to AR or GL. If a difference between the net price and list
price exists, the system posts the difference to the sales discount
account.

M QAD
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During order processing, the system first determinesthe best list price
for an item by searching for applicable price listsin Price List
Maintenance with alist type of Price List. If more than one price list
exists, the system uses the lowest price.

If Line Pricing is No, the system prices each line without regard to
other lines. When order entry is complete, the system determines if
the new lines qualify for any quantity breaks and recal culates prices
accordingly.

You can change the calculated list price, discount, and net priceif you
have access to these fields. If you do, the system records a manual
discount, which reflects the difference between the system-generated
price and the price entered.

Discount. Thisfield can be password protected. It displays the
discount calculated by the system to be applied to thisitem. The
number of decimals comes from the SO Factor Rounding field in the
Pricing Control File.

The system accesses each applicable Discount %, Discount Amt,
Markup, and Net Price price list. It then determines the combination
yielding the lowest net price. The rulesfor combining pricelists come
from Combination Typein Price List Maintenance (1.10.1.1).

Once the system determines the best discount, it adjusts the price for
minimum and maximum list amount and adds the coverage percent
for the contract or service type. The value in the Discount % field
includes discounts cal culated based on pricing structures and the
discount applied due to service coverage. Maximum discount is
100%. A message at the bottom of the screen indicates the portion of
the discount percent that is derived from service coverage.

Net Price. Thisfield can be password protected. The system
calculates this value by multiplying the list price by the discount %. If
you enter amanual discount, the system recal culates net price based
onit.

Product Line. When you leave the line item entry on anew line, a
pop-up for Product Line displays. The default depends on the setting
of Use Item Prod Linein the Service Management Control File. If this
is Yes, Product Line defaults from the item. If No, Product Line
defaults from the service type. The product line determines the GL
accounts affected by shipments on this RMA.

Tip

You can display
and enter Discount
asapercent or asa
factor, depending
on the setting of
Display SO
Discounts Asin the
Pricing Control
File.
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» See page 643 for
adiscussion of
product lines
in RMAs.

Fig. 21.19
Issue Line
Details Frame

M QAD

The system determines sal es-related accounts and COGs accounts
using this product line. Once you ship items on aline or invoice the
line, you can no longer change the product line and the pop-up does
not display.

Issue Line Details

The next frame displays information unique to RMA processing. The first
five fields—Qty Shipped, Shipped Date, Product Line, Covered Amount,
and Due Date—are display only.

RMA Maintenance
User Menu Edit Queue Options Help
RMA: RMA10 Sold-To: 1001000 Ln Format 5/M: single |
RMA Issue Line
Ln Item Number Aty Ordered UM List Price  Discount Met Price
1 44100 1.0 EA 30.00 100.0 0.00
. Issue Line Details
Qty Shipped: o b Product Line: 1000
Shipped Date: Covered Amount: 20.00
Due Date: 07/03/3%6 Edit Installed Base: |yes
Qty to Ship: [0_0 Item Revision: |AC
Multi: |no
Rec: yes Linked Line: |o

Qty to Ship. Defaults to 0. Enter a number to indicate the quantity to
ship from RMA Maintenance during inventory processing.

Multi. Defaults to No unless detail records exist, in which case it is set
to Yes and cannot be changed. Indicates whether this issue transaction
involves multiple sites, locations, lot/serial numbers, or lot reference
numbers. Use this field only if you plan to ship from RMA
Maintenance.

If Multi is Yes and Qty to Ship is nonzero, a window pops up for you
to record issue details. Specify No if this transaction involves only
one site, location, and lot/serial number, and the lot reference is blank.

Edit Installed Base. Defaults from the value of Edit Installed Base in
the RMA/RTS Control File and determines whether the Installed Base
Detail frame displays. This frame enables you to change the defaults
for installed base updates, such as whether to update the installed
base, end user, warranty, and other details.
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Item Revision. This defaults from the revision number you specified
when you defined the issue line item in the Item Master.

Rec. Specifies whether to generate areceipt lineand link it to this
issueline. If Yes, apop-up window displays, enabling you to enter the
item number, site, location, lot/serial, |SB reference, quantity
expected, and price of the item to be returned from the customer. The
system generates areceipt line and linksit to theissueline. If No, you
can enter and link receipt information later.

When areceipt lineislinked to an issue line, the shipment cannot
occur before the defective item is returned unless Ship before Return
is Yesfor the service type.

Linked Line. If thisissuelineislinked to areceipt line, thereceipt line
number displaysin thisfield. The system updates this field when you
set Rec to Yesto create an associated receipt line. If you add receipt
lines later, you can update this field to link the receipt lines to the
correct issueline.

When lines are linked, the system checks the value of Ship Before
Return on the service type for the RMA. If thisis No, you must
processthe receipt line before the shipment, or at the sametimeif you
are shipping or receiving from RMA Maintenance. If you do not
process the entire quantity expected on the return, you can ship only
the number received.

IQAD



678 MFG/PRO eB UsSER GUIDE — SERVICE/SUPPORT MANAGEMENT

Fig. 21.20
Installed Base
Detail Frame

Tip

Thevalue of Create
ISB for anew end
user defaults from
the Create | SB field
in the End User
Control File.

Tip

If theitem requires
aninstallation call,
set Installation Call
to Yesin Service
Item Maintenance.

M QAD

Installed Base Detail

The Installed Base Detail frame displays when Edit Installed Base is Yes
in the previous frame.

RMA Maintenance
User Menu Edit Queue Options Help

RMA: RMA10 Sold-To: 1001000 Ln Format 5/M: single |
RMA Issue Line
Ln Item Number Aty Ordered UM List Price  Discount Met Price
1 44100 1.0 EA 30.00 100.0 0.00

- Installed Base Detail

Update Installed Base: [yes
Installation Call: |no
End User: | 1001005
Installed Base Location: |Building 4

DOwnership: |Local
Warranty Code: [w-1
Parent Serial: | 4483838/A3
Parent Item: [10-10000]
Warranty Start Date: Fof

Update Installed Base. Thisfield defaultsto Yesif the Installed Base
field in Service Item Maintenance is Yes for the item and the Create
ISB field is Yes for the end user in End User Address Maintenance.
Yes indicates that an installed base record should be created for this
lineitem. If Yes, when you post the invoice for thisRMA, the system
records the item and serial number in the installed base. The system
usesinformation in the remaining fields in the Installed Base Detail
frame when the record is created.

Installation Call. Thisfield defaultsto Yesif the item being issued
requires an installation call and Auto Install Callsis Yesin the Call
Management Control File. If Yes, the system creates an installation
call when it adds the item to the installed base during invoice post.
Use this for item installations that need an engineer’s technical
expertise.

End User. This field defaults from the end user on the RMA header.
You can change it to another end user for this customer.

Installed Base Location. A reference-only field used for a
24-character description of the current location of this installed base
item at the end-user site. This might be a building location, suite
number, or floor.
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Ownership. A reference-only field indicating who possesses the item.
If the end-user address code refers to alarge company, you can enter
the department or individual using the item.

Warranty Code. Defaults from the warranty for the item in Service
Item Maintenance and determines the coverage terms and conditions
including response time, credit price list, and days of coverage.

Parent Serial and Item. You can track both products and components
intheinstalled base. Thisis especially true for configured products. If
you maintain the entire configuration in the installed base, the
customer can return a component such as a PC disk drive, and you
can relate the new component issued to the original PC.

Warranty Start Date. The warranty start date defaults to blank. If you
do not specify a date, the system uses the RMA ship date as the
warranty start date when it creates the installed base record for the
issue line item during invoice post.

The system calculates the warranty end date by adding the warranty
duration to the warranty start date. If an install call is created for the
item during invoice post, the system updates the warranty start and
end dates again when the install call is closed based on the call
closure date.

All system updates to the warranty start and end dates occur only if
you do not specify adate. To let the system manage this date for you,
leave the field blank.

Tip

Set up values for
ownership with
generaized codes
for field isb_owner.

Tip

Usethe Parent Item
field to make sure
that the issued item
is added as part of
the origina
purchase.

IQAD
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RMA Receipts

RMA receiptsis similar to RMA issues. Most fields in the item detail
default from values in the RMA header and have the same effect as
described previously. The few differences are described here.

Fig. 21.21 [ RMAMantonarce ——— EmEH|
RMA Receipt Lines UserMernu Edit Gueue Opfions Help

RMA: RMATD Sold-To: 1001000 Ln Format 5/M: single ‘
RMA Receipt Line
Ln Item Mumber | Site Gy UM List Price Discount Met Price
2 44100 10000 %] 1.0 EA 31.50 0.0 94.50
Desc: CONTROL UNIT, HOI Sales Acct: 3000 100 0100
Loc: RETURN Sitez 10000 Disc Acck: 3900 s100 o100
USD Cost: 20.00 Confirmed: yes CRT Int: 0.00
Lot/Serial: Pricing: 09f13f99 Type:
Qty Allocated: 0.0 Required: 09513f99 UM Convy: 1.0000
Oty Picked: 0.0 Promised: 09/13f99 Consume Fcst: no
Oty Returned: 0.0 Expected Date: 03713/93 Detail Alloc: no
Aty to Invoice: 0.0 Fit List: TOT-NTAX Taxable: no
Salesperson[1]: JJP Multiple: no
Comm%[1]: 10.00% Fixed Price: yes Comments: no

List Price. Thisfield can be password protected. List price comes
from the RMA Credit Price List on the header, which in turn
defaulted from the service type.

Discount. Thisfield can be password protected. If arestocking charge
exists for the service type, it displaysin thisfield. In this case, you
cannot modify Discount. A message displays indicating that a
restocking charge has been applied. If you have not defined a
restocking charge, you can enter a discount to be applied.

You can display and enter valuesin Discount as a percent or asa
factor, depending on the setting of Display SO Discounts Asin the
Pricing Control File. The number of decimalsis determined by the
SO Factor Rounding field in the Pricing Control File.

Net Price. Thisfield can be password protected. The system
calculates net price based on thelist price and discount. If you change
Net Price and the discount is derived from arestocking charge, the
system recalculates the list price.

M QAD
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Receipt Line Details

The Receipt Line Details frame contains fields unique to RMA

processing. The first five fields—Qty Received, Received Date, Expected
Date, Product Line, Restock—are display-only fields. Qty Received and
Received Date have values if a return has been made. Expected Date and
Product Line default from the header. Restock displays the restocking
charge for the service type.

Repair WO, ID, RTS, and RTS line are also output-only fields that have a
value only if you have released the received item to a work order or
created an RTS to return the item to the supplier for repair.

Fig. 21.22
Receipt Line
Details Frame

RMA Maintenance
User Menu Edit Queue Options Help

RMA: RMA1D Sold-To: 1001000 Ln Format 5/M: single |

AMA Receipt Line
Ln Item Number Return Qty UM List Price  Discount Met Price

2 44100 1.0 EA 1,000.00 5.0 950.00

— Receipt Line Details

Qty Received: 0.0 Product Line: 1000
Received Date: Restock: 50.00
Expected Date: 07f08/96
Qty to Receive: Im—— Repair wi:

Fault Code: ID:

ISB Ref: 0 RTS:
Processing: P_ Pending RTS Line: o
Linked Line: [1 |

Multi: |no Update Installed Base: ly?

‘F1 =Help F2=Go ESC=End *Mext/Prev* Ctrl-X/C/¥=Cut-Copy-Paste

Qty to Receive. Defaults to 0. Specify a value to receive items
directly from RMA Maintenance.

Fault Code. An optional code that identifies the problem or reason forip

Set up fault
the return. codes for field
ISB Reference. Each item that is not controlled by serial numbers in g”eﬂgﬁgﬁ';gdmc'gde

the installed base needs a unique ISB reference number. If you  Maintenance.
specify the ISB reference on a return, the system can identify which
item to remove from the installed base if Update Installed Base is Yes.
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Processing. Enter one of three values:
« P (Pending). Enter P if you are not sure of the item’s disposition.

« W (Work Order). Enter W so RMA Release to Work Order can
consider this line item when rework work orders are created.

« R(RTS). ThevaueR isfor reference only, and indicates that you
plan to repair the item by returning it to the supplier.

Linked Line. If thisreceipt lineislinked to an issueling, itsline
number displaysin thisfield. If you did not link the receipt from the
issueline, you can link the issue line from the receipt by specifying its
line number here.

Multi. Defaultsto No unless detail records exist, in which caseit is set
to Yes and cannot be changed. Indicates whether this receipt
transaction involves multiple sites, locations, lot/serial numbers or lot
reference numbers. Use thisfield only if you receive items directly
from RMA Maintenance.

If Yes and Qty to Receive is nonzero, another window pops up for
you to record inventory details. Specify No if this transaction
involves only one site, location, and lot/serial number, and the lot
referenceisblank. If you are using lot reference numbers, you must
specify Yes even if only oneitemisbeing received.

Repair WO and ID. If the processing option for thislineis W (work
order) you can execute RMA Release to Work Order to create awork
order for refurbishing the item. The work order number consists of
the RMA number followed by the line number, separated by a period.
The system updates this field with the work order number and ID
created.

RTS and RTS Line. If you use an RTSto return the item to the
supplier for refurbishment, the system keepstrack of the RTSand line
that shipped the item.

Update Installed Base. If an installed base record exists for the item
being returned, it is deleted if Update Installed Base is Yes.

M QAD
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RMA Trailer

The RMA trailer is the same as a sales order’s. It displays charges and
credits and information for shipping and invoicing.

683

Fig. 21.23
User Menu E\t Queue Options Help | RMA Trailer
Frames
Oider: RMATD Sold-To: 1001000 Bill-To: 1001000 Ship-To: 1001000
Mon-Taxable: -191.47 Currency: USD Line Total: - 9150
Taxable: o_00 0._00% Discount: 0_00
Tax Date: 09/13/99 Service 10 000
Freight 20 = 96.397
=CREDIT= Special 30 0.00
Total Tax: [T )
View/Edit Tax Detail: no Total: - 191.47
Crlnitials: | Print Sales Order: [yes AR Acct: [1200 |
Credit Card: | Print Pack List: [yes Prepaid: 00
Action Status: [ Piint Inv Hist: [yes  FOB Point: [ESCONDIDO
Revision: |0 EDI Inv Hist: [no Ship Via: [GROUND
EDI PO Ack: |no Partial OK: [yes BOL:
Most fields on the trailer default from the bill-to address—Cr Initials,
Credit Card, Action Status, Partial OK, Ship Via—or the Sales Order
Control File and have the same function as in sales orders.
RMA Confirmation Screen
You can ship and receive items directly from RMA Maintenance. When
you press Go after completing the trailer, you are prompted to display
RMA lines. If you respond Yes, a confirmation screen displays, first for
receipts, then for issues.
RMA Maintenance Flg 21.24
User Menu Edit Queue Options Help RMA Rece|pt
Confirmation
Order: RMA10 Sold-To: 1001000 Bill-To: Ship-To: 1001005 Frame

Receipts
Aty Expected Aty to Receive

Ln Item Mumber T Qty Received Due

2 44-100 1.0 1.0 0.0 07708796

If you entered a quantity to receive or a quantity to ship earlier, it displays
in the Qty to Receive or Qty to Ship column. The system prompts you to
initiate shipment or receipt from RMA Maintenance.

IQAD
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Fig. 21.25
Ship/Receipt Frame
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RMA Maintenance
User Menu Edit Queue Options Help

Orider: RMATOD Sold-To: 1001000 Bill-To: Ship-To: 1001005 |
Issues
Ln Item Number T Oty Ordered Aty To Ship Qty Shipped Due
1 44100 .0 .0 -0 07f03f9%
4 441000 3.0 0.0 0.0 07f09f9%
6 44100 -0 -0 -0 07f09/9%
8 44100 -0 -0 -0 07f09/9%

Ship/Receive RMA Lines?: [pes

Effective Date: (07/12/9¢

Ship/Receive RMA Line. Respond Yesto initiate the shipment or
receipt of items with anonzero quantity in the Qty to Ship or Qty to
Receive column.

Effective Date. The default isthe system date. The datein thisfield is
the ship date for invoice generation and other accounting processes.
Inventory transaction history uses the current system date and time.



CHAPTER 22

Returns to Suppliers

Use the return to supplier (RTS) process to manage items received from
your end users that need to be returned to a vendor for repair. Like a
return material authorization (RMA), an RTS has two parts that let you
set up lines for shipment to the supplier and receipt from the supplier
when the repair is complete. This chapter describes RTS functionality
and discusses how it fits into the service environment.

RTSLifeCycle 686

Tracking RTS Inventory 687

Receiving an RTS Transfer froma Vendor 690
RTSs and Compliance 691

RTSMaintenance 691
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» See Chapter 21,
“Return Material
Authorizations,”
on page 635.

Fig. 22.1
RTS Flow
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RTS Life Cycle

The return to supplier process takes the return material authorization
(RMA) process one step further. Sometimes you send an item returned
from the end user back to a supplier, who repairs or replacesit. Use the
return to supplier function to track the return to the supplier (RTS) and
link the original return from your customer to it.

ooooo) “
Nl
Customer Supplier
Distribution

Center

Figure 22.1 shows the full route of theitem asit isreceived by the
customer, returned to you, then returned to your supplier, who in turn
returnsit to you.

RTS Maintenance executes two distinct processes: you return itemsto the
supplier, and you receive items back from the supplier. You can specify
whether:

» The supplier shipsthe repaired item to you at your service repair site,
or

 The supplier shipsthe repaired item to the customer.
RTSs have alife cycle similar to a standard purchase order. You create

them with RTS Maintenance. You ship and receive them in separate
functions: RTS Shipments and RTS Receipts.
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Tracking RTS Inventory

You can use one of two methods to manage inventory for an item returned
to asupplier:

« Specify the supplier as an inventory site and track the inventory
within the MFG/PRO eB database.

« Issue theitem out of inventory and not track it until it is returned.

Transferring RTS Inventory

In the first option, inventory remains within view in your MFG/PRO eB
database, even though it is not physically present. You specify a supplier
inventory site and locate the RTS item there. This approach gives you the
advantage of knowing at all times how many units of the item are being
repaired. Since the system supports costing by site, you can assign any

cost or no cost to these RTS items while they are at your supplier’s site.

The supplier site for inventory is set up in the RMA/RTS Control File
(11.7.24).
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RMAIRTS Control File Fig. 22.2
User Menu Edit Queue Options Help RMA/RTS COntrOI
5 File (11.7.24)
— Returns & Repairs Control File
RMA Header Comments: |no Detail Allocations: |no
RMA Line Comments: |no Allocate Days: o
Detault RMA Contract: |STANDAR Consume Forecast: |yes
Keep Booking History: [no Edit Installed Base: |yes
Display Service Contracts: |yes Print No Charge Receipls: |no
Inventory site
representing RMA Sales Order Prefix: | RMA Purchase Order Prefix: |[RTS
. Mext RMA Sales Order: |9 Nest RTS Puichase Order: |2
items returned
to a Supplier. Customer Retarm Siter [ 10000 At Supplier Site: [10000
Customer Return Location: |[RETURN At Supplier Location: |ATSUP
Customer Spares Site: 10000 Return From Supplier Site: 10000
Customer Spares Location: [SPARES Retumn From Supplier Loc: [RETSUP]

At Supplier Site represents all your suppliers. To track the RTS when you
have multiple suppliers, set up one at supplier site and define a different
location for each supplier.

To track RTS items as inventory, set Inventory Issue to No in RTS
Maintenance (11.7.3.1). When inventory issue is No, the system creates
the RTS with a ship type of R.

IQAD
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Fig. 22.3
RTS Maintenance
(11.7.3.1)

Table 22.1
Inventory
Transactions
Generated with
Inv Issue = No

M QAD

Note You can use thisfeature only for inventory items. For memo items,
inventory issue is Yes and you cannot change it.

A non-blank ship type normally indicates amemo item. Even though ship
typeis non-blank for an RTS, the system enforces required inventory
edits and compliance features. You are moving inventory during the
transaction. The R indicates inventory is being transferred rather than
issued and received.

Items are 1 RTS Maintenance
transferred, not
issued.

JHI=] E3

UserMenu Edit Queue Options Help
% | Bp | Bo|X>

Items Returned To Supplier

’7 RTS: RTS4 Supplier: 5002000 Ship-To: 5002000 S/M: single |

Ln Item [IT7] Return Qty Price DiscZ
1 44-100 EA 1.0 30.00 0.00%
— Item Returned To Supplier
Defaults from Lot/Seral: Description: |[CONTROL UNIT. HOME L
CUStOmer In¥ lssue: no Expected Date: |09/13/99
Return Site and Qty Shipped: 0.0 Date Shipped:
: H From Site: I1l]l]l]l] Fault Code:
Loca“on_ in _Eme Location: [AENGE & | Comments: [no
control file. L~ moEm [To000 Type: A
Defaults from At To Location: II]I]I]I]12 RMA:
. ) Ext Price: 30.00 RMA Line: ln_
Supplier Site Link: 0
and Location.

The RTS Type field is set to R when Inv
Issue is No and cannot be changed.

When Inventory Issue is No, the destination site defaults from the At
Supplier Site value. Inventory istransferred from the customer return site

to the supplier site and displays in inventory inquiries and reports as on-
hand at the supplier site.

Transaction Description Debit Account Credit Account
ISSTR Ship fromsite  Goodsintransit Inventory

RCT-TR At supplier site Inventory Goods in transit
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Issuing Inventory for an RTS

The second option for processing RTS itemsisto set Inventory Issue to

Yesin RTS Maintenance (11.7.3.1). This meansyou areissuing inventory

and not tracking the returned item in the database.

Setting Inventory Issue to Yesis similar to processing a sales order
shipment or RMA shipment. When the shipment occurs, the inventory is
reduced and you no longer have visibility of it. When you set Inventory
Issue to Yes, the inventory ships from the customer return site and is no
longer visible within your MFG/PRO eB database.

Debit Account
PO Receipts

Transaction
RCT-PO

Credit Account
Inventory

Both areturn to supplier and areceipt from supplier create the same
transaction type (RCT-PO). The only difference is that the quantity is
negative for areturn.

Note Whether you are performing inventory issues and receipts or
transferring inventory, the features of the Compliance module that affect
purchase orders also apply to RTSs. Thisincludes the ability to modify
inventory attributes upon RTS receipt and lot-control level. The value of
Single Lot per PO receipt affects an RTS only when inventory issue or
receiptis Yes.

Table 22.2
Inventory
Transactions
Generated with
Inv Issue = Yes

Tip

Modify inventory
atributeson RTS
receipts by setting
Compliance Active
to Yesinthe
Compliance
Control File.

IQAD
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Fig. 22.4
Receipt from
Supplier

M QAD

Receiving an RTS Transfer from a Vendor

Use RTS Maintenance for two functions:
 Sending an item needing repair back to the supplier
« Receiving the refurbished item

Two similar framesin RTS Maintenance correspond to these functions;
one for sending an item to the supplier and one for receiving an item
returned from the supplier. The frametitlesin RTS Maintenance indicate
which function is being executed.

: RTS Maintenance [_ O] x]
UserMenu Edit Oueue Options Help

s e A b 2]

’7 Itens Received From Supplier ‘

RTS: RTS4 Supplier: 5002000 Ship-To: 5002000 S5/M: single

Ln Item UM Aty Drdered Price Disc®

2 44100 EA 1.0 30.00 0. 00%

Items will be - -
- Item Received From Suppller
transferred, not Lat/Serial: Description: [CONTROL UNIT. HOME L
received. — Inv Receipt: no Required Date: [09713/93
Oty Received: 9.0 Received Date:
Defaults from Fiom Site: [10000 Pur Acct: [0DO0PURDT [10005100 [0700 |
Retum From From Location: |000012 Single Lot: pes
. . To Site: | 10000 Type: R
Supplier Site and __ETD Location: [Inspect Retum Id:
Location in Est Price: 20.00 RMA Line: 0
Control File. ek [0

The Inventory Receipt field functionslike the Inventory Issue field. When
you have a matching issue and receipt line on an RTS, you must set
Inventory Issue and Inventory Receipt the same for both lines, so they
both affect inventory in the same way.

Set Inventory Receipt to Yes to receive the item from the supplier into
your inventory. No indicates you are transferring inventory from the At
Supplier Site and At Supplier Location to the Return from Supplier Site
and Return from Supplier Location. You can change these settings for
each line.

In Figure 22.4, Inventory Receipt is No so you can transfer the item. The
From Site and From Location default from the At Supplier site and
location; the To Site and To Location default from the Return From
Supplier site and location.
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RTSs and Compliance

If you are using the Compliance module, RTSs are affected in the same
fashion as purchase orders. Several control file settingsin the Compliance
Control File (1.22.24) affect an RTS.

- If Compliance Activeis Yes, apop-up appearsin RTS receiptsthat let
you modify inventory attributes during receipt.

« When inventory receipt is Yes, Single Lot per PO Receipt also affects
RTSs. If thisis set to Yes and you have previoudly received alot, you
cannot receive it again on an RTS.

Example You need to consider the implications of this carefully. You
receive alot from a supplier. Later you return two items from that lot to
the supplier with an RTS. When you receive the items back, you cannot
receive them to the same ot number in a controlled environment. The
reason for thisisthat additional work has been done on them and they are
no longer the same as other itemsin the lot.

- RTSsaredso affected by the lot-control level in the Compliance
Control File.

- If you enable automatic lot numbering for an item in Item Master
Maintenance, it is effective in RTS Receipts.

RTS Maintenance

Figure 22.5 illustrates the first two frames of RTS Maintenance (11.7.3.1).

: RTS Maintenance |- (O] x]
UserMenu Edt Queue Dplions Help

B &R DA

RTS: RTS54 Supplier: 5002000 Ship-To: 5002000

— Supplier Ship-To
Automotive Technologies Automotive Technologies
13 Balboa Industrial Park 12 Balboa Industrial Park
San Diego CA 93051-8667 San Diego CA
United States of America United States of America

Order Date: [05/13/99

Required Date: [09/13/99
Expected Date: (09713739
RMA Contract:
Contract Type:

Taxable: |no I | L

Currency: USD Project:
Price Thi: Site:
Disc Thi: Language:

Ln Disc: |0.00% Credit Tems:

Imp/Exp: |no Comments:

Remarks: [Ho Grade 7 shipments will be accepted

Fig. 22.5
RTS Maintenance
(11.7.3.1)

IQAD
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RTS. If youleavethisfield blank when you create an RTS, the system
supplies a number by appending the Purchase Order Prefix in the
RMA/RTS Control Fileto thevaluein Next RTS Purchase Order. The
system increments this field.

Supplier. Enter the supplier set up in Supplier Address Maintenance
(2.3.1). Thisisthe supplier to whom you are returning items.

Ship-To. This defaults from the Supplier address, but you can change
to an aternate address.

Order Date. The default is the system date, indicating when you
recorded this RTS. This can be the date when you entered the RTS or
the date the customer requested an RTS.

Required Date. If |eft blank, defaults to the order date. Thisfield is
the date that the items are required back from the supplier and
provides the default date for each RTS receipt line.

Expected Date. If |eft blank, defaultsto the order date. Indicates the
date you expect to ship the itemsto the supplier on this RTS and
provides the default date for each RTS issue line.

RMA Contract. If you have linked this RTS to an RMA, you can enter
the RMA contract number in thisfield. Thisfield is for reference
only.

Contract Type. If you have linked thisRTSto an RMA, you can enter
the RMA contract typein thisfield. Thisfield is for reference only.

Remarks. Any remarks specified for the supplier display by default.
You can enter remarks specific to this RTS. Remarks display on
printed documents.

Taxable, Class, Effective Date. Default from the values for the
Supplier address. These fields indicate whether this RTS is subject to
tax. The taxable status for the order header displays as the default for
each line item, but you can change it.

Currency. Defaults from the currency for the supplier. When you first
create an RTS, you can change thisto any currency, but once you
move to the next frame, it cannot be changed. The system uses
currency in the search for valid prices.
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When you specify aforeign currency, a pop-up displays the exchange
rate rel ationship effective on the order date. You can changeit or flag
thisrate asfixed. If the exchange rateis not fixed, the system updates
it at later pointsin the RTSlife cycle. If the exchange rateisfixed, the
system does not changeit.

If one or both of the exchange rate components is a member of the
European Monetary Union (EMU), triangulation through the euro is
used to determine the exchange rate. In this case, the exchange rate
relationship includes four components. The fixed rate of the EMU
currency to the euro cannot be updated.

Price Table. Defaults from the supplier. The system uses this for
automatic pricing of items on this RTS. Thisfield must be atype L
price list set up with Price List Maintenance (1.10.2.1).

Discount Table. Defaults from the supplier. The system uses this for
automatic pricing of items on this RTS. Thisfield must be atype D,
M, or P pricelist set up with Price List Maintenance (1.10.2.1). If you
are using adiscount table, the system disregards the supplier discount
percent.

Ln Disc. Defaults from the supplier. This field indicates the
percentage discount usually offered by this supplier.

Project. Project code is one component of an account number defined
in GL setup functions. Other account components are account, sub-
account, and cost center. If Verify GL Accountsis Yesin the System/
Account Control File, each component you enter must be valid on its
own and in combination with other account number components. The
project on the header is the default for al line items. You can change
thisfor any line.

Site. Must be avalid site code. The system uses the site to determine
the default tax environment. Sites for RTS issue and receipt lines
default from the RMA/RTS Control File.

Language. Defaults from the language for the Sold-To address. Use
this when printing formal documents as a selection criteriafor the
print function.

» For details, see
theMulticurrency
chapter in
User Guide
\olume 4A:
Financials.

IQAD
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Credit Terms. Defaults from the credit terms for the supplier. Credit
termsidentify specific types of payment terms, defining the due date
and any discounts for early payment.

Comments. Defaults from the RMA Header Commentsfield in the
RMA/RTS Control File. When Commentsis Yes, aframe displays
where you can enter comments for this RTS. Enter information that
relates to the entire RTS, such as delivery information or credit
comments.

Iltems Returned to Supplier

There aretwo lineitem entry framesfor an RTS: one for items returned to
the supplier and one for items received from them. Many fields on this
frame are the same as in standard purchase order functions and are not

described here.
Fig. 22.6 [ R15 Hamananee g g
Items Returned to UserMeru Edit Ouewe Opfiors Help
supplier (11731) [ o A [ G L b
Items Returned To Supplier
’7 RTS: RTS54 Supplier: 5002000 Ship-To: 5002000 S5/M: single ‘
Ln Item UM Return Gty Price Disc¥%
1 44-100 EA 1.0 30.00 0.00%
— Item Returned To Supplier
Lot/Serial: Description: [CONTROL UNIT, HOME L
In¥ Issue: no Expected Date: [09/13/99
Qty Shipped: 0.0 Date Shipped:
From Site: [10000 Fault Code: |
From Location: él Comments: lnn_
To Site: W Type: R
To Location: |000012 RMA:
Ext Price: 30.00 RMA Line: [0
Link: ©

Item. The number of an item to be returned to your supplier. The
scrolling window for thisfield displaysall RMA receipt lineswith an
open quantity that has not already been attached to an RTSreturn line.
These are the items you are most likely to be returning to your
supplier.

If you select an item from this scrolling window, the system fillsin
the item number, open quantity, serial number, and the RMA number
and linefields. Otherwise, enter the information for each field.

If you enter amemo item, inventory issue defaultsto Yesin the lower
frame and you cannot changeit.

M QAD
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Price. List price comes from the price table or discount table in the
header and indicates the credit the supplier givesyou for this returned
item.

Disc %. Discount percent comes from the supplier in the header and
indicates the discount the supplier normally givesyou for this
returned item.

Inv Issue. Indicates whether to issue inventory from stock or to Tip
transfer it to atemporary supplier location when you ship items back ?’n\’aﬁt‘gﬂ%‘éﬂ Sh;"eea%d
toasupplier. If Yes, items are issued from stock and no longer appear receipt line on an

on your inventory balance. RTS, you must set
Inv Issue and Inv

If No, the system transfersitemsto At Supplier Site and At Supplier Receipt the same
Location in the RMA/RTS Control File. When the items are received gff’fretc)to t,ﬁf;fj,‘gy the
back from the supplier, the system transfers them from the at-supplier same way.

site and location to the Return From Supplier Site and Return From

Supplier Location.

From Site and Location. Default from Customer Return Site and
Customer Return Locationin the RMA/RTS Control File. Indicate the
site and location where the items to be returned to the supplier
currently reside.

To Site and Location. You can edit thesefieldsonly if Inventory Issue
is No. In this case, the system transfers the items to another site and
location for tracking instead of issuing them from inventory. The site
and location default from the At Supplier Site and At Supplier
Location in the RMA/RTS Control File.

Type. If Inventory Issueis No, the system sets Typeto R and you
cannot changeiit. If Inventory Issueis Yes, Type indicates the ship
type asin a standard purchasing function.

RMA and RMA Line. If you receive an item from a customer on an
RMA and are now returning it to the supplier, enter the RMA and
RMA line numbersin these fields for reference. If you select the
RMA lineitem from the scrolling window on the Item field, the
system fillsin the RMA number and line. The system verifies that:

« The RMA line exists.
- Itisareceiptline not anissueline.

IQAD
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» Theitem number matches with an open quantity not already
associated with other RTS return lines.

Link. The system maintains this field. It links lines from the receipt
portion of the RTS. When an RTSreceipt lineislinked to the RTS
return—or ship—line, its number appears here.

Items Received from Supplier

RTS receipts is similar to RTS returns. Again, most fields in the item
detail have the same effect as described previously. The differences are
described here.

Fig. 22.7 RS Wamenamee T RE|
RTS Receipt Lines UserMeru Edt Queue Options Help

e e T ET

Itenms Received From Supplier
’7 RTS: RTS54 Supplier: 5002000 Ship-To: 5002000 S5/M: single ‘
Ln Item UM Qty Ordered Price Disc%
2 44100 EA 1.0 20.00 0.00%
— Item Received From Supplier
Lot/Serial: Description: [CONTROL UNIT, HOME L
In¥ Receipt: no Required Date: |09/13/99
Qty Received: 0.0 Received Date:
From Site: [10000 Pur Acct: [000PUROT [10005100 [0100 |
From Location: |000012 Single Lot: pes
To Site: |10000 Type: R
To Location: |Inspect Return Id:
Ext Price: 30.00 RMA Line: o
Link: [0

Inv Receipt. Indicates if inventory is to be received into stock or
transferred from the at-supplier location when you receive items from
the supplier. If Yes, items are received into stock and now appear on
your inventory balance. If No, items are transferred from the At
Supplier Site and At Supplier Location in the RMA/RTS Control File
to the Return from Supplier Site and Return From Supplier Location.

When you have a matching issue and receipt line on an RTS, you
must set Inventory Issue and Inventory Receipt the same for both, so
they affect inventory in the same way.

Tip Link. If this receipt is related to a line you issued previously, enter the
'B'er}fﬁf;?i?rt"hé line number here. The system updates the issue line with this
Inventory |ssue/ information.

Receipt settings are

the same.

M QAD
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RTS Trailer

The RTStrailer is similar to a purchase order trailer. It displays charges
and credits and other shipping and invoicing information.

:RTS Maintenance CIoL=| Fig. 22.8
UserMenu Edit Oueue Options Help RTS Tl’al | er FrameS
RTS: RTS4 Supplier: 5002000 Ship-To: 5002000 ‘

Non-Taxable: o.o00 Currency: USD Line Total: 000
Taxable: 0.00 Total Tax: 000
Tax Date: 092713/%% Total: 0.00
View/Edit Tax Detail: no
Revision: [1 |5 Amount Prepaid: [0_00

Print PO: |yes Status:

EDI PO: |no Close Date:

AP Acct: 2100 FOB:

Deliver To: Ship Via: |Air Pomona

Most fields on the trailer default from the supplier address—Cr Initials,
Credit Card, Action Status, Partial OK, Ship Via—or the Purchase Order
Control File and have the same function as in purchase orders.

IQAD
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CHAPTER 23

Control Files

With its inherent flexibility, the Service/Support Management (SSM)
modul e meets the needs of users with diverse business requirements.
Settingsin the 10 SSM control files support thisflexibility. This chapter
discusses each control file and describes each setting and itsimpact on
service activity.

Service Management Control File 700
Call Management Control File 705
Call Escalation Control File 716
Service Request Control File 718
Contract Control File 718

RMA/RTS Control File 726

End User Control File 731

Material Order Control File 733
Engineer Schedule Control File 736

Paging Control File 740
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Fig. 23.1

Service
Management
Control File (11.24)

Table 23.1
Item Control Field
Combinations

M QAD

Service Management Control File

The Service Management Control File (11.24) contains general settings
that affect more than one kind of service activity. Most of these settings
are used to manage the installed base.

UserMeru Edit Queue Options Help

Service Management Control File

i Service Management Control File |- (O] x]
L [ R E 1))
Items in Installed Base: |10 Ship to Installed Base: |yes
Items Must Exist: [no Installed Base History: [pes
Load Available Structure: |yes Credit Hold Option: |0
System Level: |5 Travel UM: |M

Use Item Prod Line: |no

Service Data in Item Master: |yes Server Time Zone: pst

Multiple Time Zones: no

Database Time Zone: PST/PDT

Items in Installed Base. If Yes, you can record service contracts and

service callsonly for itemsin the installed base. If No, you can take

callsin Call Maintenance for items not in the installed base. You can
add arecord for the item and end user to the installed base when you
record activity in Call Activity Recording.

Usethisfield with Items Must Exist to define the degree of control
you want over the item specified on service contracts and calls.

The four ways to combine these two fields are listed in Table 23.1.

Itemsin  Items

Installed Must

Base Exist Effect

No No You can add any item to acall or service contract. The
installed base does not have to contain the item and it does
not haveto exist in the item master. With this pairing, you can
take calls and generate service contracts for any item, even
those your company does not sell.

No Yes You can take calls and generate service contracts only for

items in the item master. However, the customer’s installed
base record does not have to contain the item. Use this pairing
if you do not need an accurate installed base, but you do
support only products you manufacture and sell.
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Itemsin Items

Installed Must

Base Exist Effect

Yes Yes You can take calls or issue service contracts only for items
that are in the installed base and in the item master. This
combination gives you the most control.

Yes No You can take calls or issue service contracts for any itemin

the installed base; you may not have made or sold the item.
Use thisto keep accurate installed base records and if you
service items you do not manufacture.

Items Must Exist. If Yes, an item must be in the item master before

you

can create a service contract or cal for it. If your company

services only products that you have manufactured and shipped, set

this

field to Yes. If you service products from other manufacturer or

operate awalk-in type repair service, set thisfield to No.

Load Available Structure. The field determines whether the system
adds product structures to the installed base during invoice post and
in Call Activity Recording. Setting thisfield to Yes has an effect only
if other conditions are true:

The item is one you manufacture or configure.
Ship to Installed Baseis Yes.

The parent and each component are service items defined with
Service Item Maintenance (11.3.7), and the Installed Basefield is
Yes.

The item can be added with a quantity of 1. The shipment
quantity for configured itemsis 1, and the work order quantity for
seria- or lot-controlled itemsis 1 for the system to identify the
as-built structure. Since you seldom create lots with a quantity of
1, Load Available Structure usually has no effect on lot-
controlled items.

The parent item is serial number controlled or is a configured
product. A configured product shipped on afinal assembly work
order can be identified without a serial number aslong asit is
shipped with a quantity of one.

If the situation meets these conditions, the system attempts to add
components of the parent item to the installed base as derived from
the sales order BOM or the work orders used to build it and its

IQAD
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Tip

Set up valuesin
Generalized Codes
Maintenance for

field pt_sys type.

M QAD

components. The system derives this information from transaction
history records.

If Load Available Structure is No and Ship to Installed Base is Yes,
the system creates an | SB record only for the parent and includes no
component details.

System Level. This field enables you to specify a code indicating a
system-level item. Associate system-level codes with installed base
itemsin the System Type field of Service Item Maintenance (11.3.7).

The system uses the code defined in the Service Management Control
File with the System Level On Callsfield in the Call Management
Control File. Before you can set System Level On Callsto Yes,
specify avalue for System Level. The system checksthis codein two
places:

« In Call Management, it is checked during next/previous
processing on the Item field.

« Inthe Installed Base Report (11.3.3), selecting the System Level
Only option restricts the report to items with a system type that
matches the System Level value in the contral file.

Use Item Prod Line. The default is Yes. If Yes, the system uses the
product line of the item. If No, the system uses the product line from
the service type. This setting affects the determination of the default
product line in Contract Maintenance, Contract Quote Maintenance,
RMAs, and Call Activity Recording. You can change the product line.

In each function, the effect of Use Item Prod Line can be different.

« In contracts and contract quotes, the product line determines
the GL sales accounts.

* In RMASs, the product line determines the GL sales and cost
of goods sold accounts.

 In Call Activity Recording, the setting of Use Item Prod Line
determines which product line’'s WIP account is used for labor,
expense, and item transactions. It can also affect the search for
a charge product line if you have not set up one in Charge Product
Line Maintenance.
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Service Data in Item Master. If Yes, you can edit the service attributes
of an inventory item in Item Master Maintenance (1.4.1). These are
the same frames as in Service Item Maintenance (11.3.7). If No, you
can edit these attributes only in Service Item Maintenance.

Ship to Installed Base. Controls the integration between sales and
service. If Yes, the system updates the installed base during Invoice
Post (7.13.4) of sales orders for service items. If you use the Sales
Orders/Invoices module and ship to end users, set thisfield to Yes,
since it can streamline recording installation information. If you sell
through distributors or retailers, this may not be appropriate.

Installed Base History. Determines whether the system creates
transaction history records for manual updates to the installed base.
When Yes, ahistory record is created whenever a user manually
creates an | SB record, deletes arecord, or changes the serial number
on an existing record. Review these transactions with the | SB History
Report (11.3.22.3). Tracking history provides an additional level of
security in managing an installed base.

Credit Hold Option (0, 1, 2). Specifies how to handle service
contracts, calls, RMAs, and material orders (MO) when a customer is
on credit hold.

0 (zero): Accept service calls, contracts, RMAs, and MOs
regardless of the customer’s credit status.

1: Accept service calls, MOs, and contracts, but display a
warning. You can create MOs, RMAs, and contracts, but the
action status is HD (hold). When you release a service quote to
contract, the contract is put on hold.

2: Do not accept service calls. You cannot create MOs, RMAS,
and contracts. An error displays and you cannot record the call or
create an MO, RMA, or contract until the customer Credit Hold
field is No. In addition, you cannot release contract quotes to a
contract, or call quotes to a call.

Travel UM (M, KM). M indicates travel distances are in miles; KM
indicates kilometers. This setting determines the default for the travel
distance unit of measure in the Service Office Detail frame of End
User Address Maintenance (11.9.1). This value in Call Maintenance
(11.1.1.1) designates distance between the end-user installation and
service office.

IQAD
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» See Chapter 4, Multiple Time Zones. Thisfield indicates whether MTZ isactive. You
Z'\Qﬁg'spl,?f;'me can update it in the control file only when itsvalueis Yes. To activate
detalils. MTZ, use the Multiple Time Zones Startup Utility (11.21.22.24),

which changes the value in the control file from No to Yes.

When MTZ is active, you can associate time zones with customers,
end users, and engineers. Most call-related dates and times are
displayed relative to the end-user time zone.

Warning You canturn MTZ on and off, but it is not recommended. If
you turn it off, you must enter call dates relative to the end-user time
zone. Otherwise, datais not consistent when MTZ is reactivated.

Server Time Zone. Thisfield displays the time zone of the server
machine for the MFG/PRO eB database. The system uses thistime
zone for al time-zone conversions.

The Multiple Time Zones Startup Utility (11.21.22.24) setsthisfield.
Do not modify it unless you change the geographical location of the
server machine. Inthis case, use the Server Time Zone Change Utility
(11.21.22.22) to make the change. This utility adjusts recordsto
conform to the new time zone.

Database Time Zone. You can edit this field only when Multiple
Time Zonesis active. Define this time zone with Multiple Time
Zones Maintenance to indicate the time zone of this MFG/PRO eB
database. Usually, the database time zone is the same as the server
time zone. It can differ if you run multiple databases on one server
machine and these databases are for corporate units in separate
geographical regions.

Thisfield has no effect on the way the system stores dates and times.
In most call reports and inquiries, you can view dates and times
relative to database time.

M QAD



Call Management Control File

The Call Management Control File (11.1.24) manages many aspects of
calls, including call statuses, defaults for call creation, call activity
recording and invoicing, and call quotes.

CONTROL FILES

705

Call Management Control File
User Menu Edit Queue Options Help

 Call Hanagement Control File
Call Prefix: CA
Default Call Queue: CUSTOMEF

Call Comments: no

Call Activity With Temp: no
Fault Codes: no
Call Time Window: yes
Assign Primary Engineer: pes Call Structure Window: yes
Auto Install Calls: ypes
Installation Days Ahead: 14

Schedule New Calls: pes
Dispatcher: no

Total Call Time: yes Use Escalation: yes

Default Call Service Type: STANDARD
Temporary Customer: 77777777

System Level on Calls: no

Bueue Manager: 1

Queue Manager Pause: 0

Call Prefix. Used with the Next Call ID in alater frame to assign a
default call 1D number for new calls. Use prefixesto distinguish calls,
guotes, RMA, service requests, and contracts.

Default Call Queue. Default queue for grouping service calls for
dispatch and review with the Call Queue Manager. Define queuesin
Call Queue Maintenance (11.1.21.7). The system searches for a call
queue default asfollows. If escalations are in effect, it determines call
queue by the escalation step; next, call defaults defined with Call
Default Maintenance; then the call queue in Service/Support User
Preferences, and, finally, the call queue in the control file.

Call Comments. Specify Yesif you normally enter transaction
comments during Call Maintenance (11.1.1.1). You can enter up to 99
pages of information on a call. Thisfield determines the default that
displaysinthe Call Info frame of Call Maintenance when you create a
call.

Assign Primary Engineer. If Yes, the system assigns the primary
engineer for the end user to new callsand call quotes. You can change
this value.

Schedule New Calls. Specifies whether to execute the engineer
scheduling sequence in Call Maintenance. If Yes, the Schedule field
in the Call Info frame defaults to Yes. Thisinitiates the engineer

Fig. 23.2

Call Management
Control File
(11.1.24)

Tip

You must specify
different prefixes
for callsand call
quotes.

Tip

If thisfield is Yes,
Schedule New
Callsisnormally
set to No.

IQAD
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Tip

Use Yesif acall
dispatcher routes
incoming callsto
engineers.

Tip

Telephone support
organizations may
want the system to
caculate time
spent.

M QAD

scheduling sequence upon completion of the Call Info frame. Set this
to No if you do not use engineer scheduling.

Dispatcher. The default is No. Sets the default for the Page Engineer
field in the Call Update frame of Call Maintenance when you create a
call. If the call's engineer has Field Engineer set to Yes in Engineer
Maintenance and Dispatcher is Yes, the Engineer Paging frame
appears so that paging can be initiated.

Total Call Time. Indicates whether the system calculates the time
spent on a call. This field determines the value for Time Spent in the
Call Update frame of Call Maintenance (11.1.1.1). If this field is Yes,
the system keeps track of the elapsed time in decimal hours spent
maintaining the call. The system begins calculating time when you
enter the Call Info frame and stops when you reach the Call Update
frame. Each time you modify a call, the additional time spent
displays.

If you spend time on the call outside of Call Maintenance, you must
adjust the time spent manually.

When this field is No, the time spent defaults to zero and must be
entered manually.

Default Call Service Type. Default contract type for terms and
conditions when a call item has no contract or warranty. Define
contract types with Contract Type Maintenance (11.5.10). This
service type determines the response time, hours of coverage, and
priority. Normally, the call default has no coverage levels.

Temporary Customer. Enter a customer address defined with
Customer Maintenance (2.1.1). Use this address in Call Maintenance
when taking calls from end users who are not in the system. Use this
feature if you service items sold through distributors or retailers and
end users contact your company directly for service. If your company
sells only to end users, you may not need a temporary customer
number.
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System Level on Calls. Default is No. Before you can enter Yes, Tip

; i i i Use this setting if
specify acode for the System Level field in the Service Management you teke Cansgnly

Control File. Define these codes in Generalized Codes Maintenance for certain items, or

for field pt_sys type. Setting thisfield to Yes affects next/previous gr) :{‘;T(Jéf g;ﬁi C]%':S
processing in the item field in Call Maintenance. Only items the parent e ina
designated as system level display. ;?Efclt %l#reed product

Call Activity With Temp. Used with the Temporary Customer setting.
Set thisfield to No to prevent update of acall in Call Activity
Recording or Call Invoice Recording until the customer is changed.
You cannot close calls recorded for the temporary customer number.
You must create avalid customer/end-user record, then update the
call.

Fault Codes. Sets the default for the Fault Codes field in Call
Maintenance, Call Quote Maintenance, and Call Activity Recording.
If Yes, the Fault Codes field defaults to Yes and the Fault Codes
frame appears. In this frame, enter information about the reasons for
the call and its resolution.

Call Time Window. The default is No. Determines whether the Travel
and Estimated Time window appearsin Call Maintenance. Enter Yes
if you normally record estimated call length, travel distance, and
travel time. User preferences in Service/Support User Preferences
(11.21.23) can override the contral file.

Use the estimated call length to calculate engineer availability during
call scheduling if Display by Calsis No in the Engineer Schedule
Control File. Estimated call length defaults from the Call
Management Control File settings for the various work codes.

Call Structure Window. The default is No. Determines whether the

Item Service Structure Detail window appearsin Call Maintenance. If

Yes, you can enter or modify the service BOM and routing for the

call's first item. The BOM and routing, in turn, can determine the
items and operations loaded into Call Activity Recording detail
frames. User preferences in Service/Support User Preferences
(11.21.23) can override this value. The service BOM and routing can
also be specified later in the Call Item frame.

IQAD
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Auto Install Calls. Indicates whether the system generatesinstallation
calls. You can flag each item as customer installable in Service Item
Maintenance. Schedule an engineer for itemsthat the customer
cannot install. When Auto Install Callsis Yes and an item requires
installation, Invoice Post generates a call to schedule the installation.

Installation Days Ahead. The number of days after an item’s ship date
that you want to schedule an installation call. When an item requiring
an installation call is loaded into the installed base, the system
calculates the call's next activity date based on the ship date plus the
value of Installation Days Ahead.

Use Escalation. Enter Yes to use escalations. Set this value to Yes
before you can set up other escalation parameters in the Call
Escalation Control File. When using escalations, the first step of the
escalation (sequence 0) determines the defaults in Call Maintenance
for Priority, Queue, Status, Next Queue, Next Status, Next Status
Date, and Next Status Time.

Queue Manager (0, 1, 2, 3). Controls the sort criteria for calls in the
Call Queue Manager (11.1.6). User preferences set up in Service/
Support User Preferences (11.21.23) can override this value.

0 (zero): Displays calls by Next Date and Next Time. Press Tab to
toggle the sort order by end user.

1: Groups calls by the Assigned field, then response priority.
Press Tab to toggle the sort order by queue.

2: Sorts by the Assigned field. Press Tab to toggle the sort order
by end user.

3: Sorts by the Area field. Press Tab to toggle the sort order by
customer.

Queue Manager Pause. The number of seconds that the Call Queue
Manager (11.1.6) waits before it refreshes the screen. When the
screen refreshes, new calls are included. If this field is O (zero), the
screen does not refresh.
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Work Code Settings

Call Management Control File Flg' 23.3
User Menu  Edit  Queue Options  Help Work Code Frame
(11.1.24)
 Call Hanagement Control File
Call Prefix: CA Call Activity With Temp: no
Default Call Queue: CUSTOMEF Fault Codes: no
Call Comments: no Call Time Window: yes
Assign Primary Engineer: yes Call Structure Window: yes
Schedule New Calls: pes Auto Install Calls: ypes
Dispatcher: no Installation Days Ahead: 14
Total Call Time: yes Use Escalation: yes
Default Call Service Type: STANDARD Bueue Manager: 1
Temporary Customer: 77777777 Queue Manager Pause: 0
System Level on Calls: no
. Call Work Codes & Durations
Technical Work Code: 1 Default Call Length: [002: 0o
PM Work Code: |PM PM Call Length: |002: 00
Install Work Code: |INSTALL Install Call Length: (002: 00
Update Work Code: | UPDATE Update Call Length: [001: 00
Corrective Work Code: | RECALL Comrective Call Length: (004: 00

Technical Work Code. Must be awork code defined in Work Code
Maintenance (11.21.1). Defines the default work code for calls you
create in Call Maintenance (11.1.1.1) and Call Quote Maintenance
(11.1.1.7).

PM Work Code. Must be awork code defined in Work Code
Maintenance (11.21.1). Defines the default work code for callsthe
system generates during preventive maintenance scheduling in
Contract Maintenance. The system uses thiswork code for all callsit
creates for a preventive maintenance schedule.

Install Work Code. Must be awork code defined in Work Code
Maintenance (11.21.1). Defines the default work code used for
installation calls generated during Invoice Post.

Update Work Code. Must be awork code defined in Work Code
Maintenance (11.21.1). The system currently does not use thisfield.

Corrective Work Code. Must be awork code defined in Work Code
Maintenance (11.21.1). You can use thiswork code with field
notifications, which support the mass generation of calls for recall or
other corrective action.

Default Call Length. Average call duration in hours; defaults to the
Estimated Length field in the Travel and Estimated Time frame of

Cadll Maintenance (11.1.1.1) for calls with the technical work code.
The system also usesit as the default for the PM, ingtall, update, or

IQAD
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Fig. 23.4
Cadl StatusesFrame
(11.1.24)
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corrective work codesif no values exist for them. It isthe general
default for all other work codes. Call length affects engineer
scheduling when Display by Callsis No in the Engineer Schedule
Control File.

PM, Install, Update, and Corrective Call Length. Average call
duration in hours for calls using the associated work code; defaults to
the Estimated Length field in the Travel and Estimated Time frame of
Call Maintenance (11.1.1.1). Call length affects engineer scheduling
if Display by Callsis No in the Engineer Schedule Control File.

Call Statuses Frame

In the Call Statuses frame of the Call Management Control File, you
define the status defaults for the call management programs. Define call
statusesfirst in Call Status Maintenance (11.1.21.1).

[ Call Statuses
Open Status: NEW
Close Status: CLDSED
Complete Status: COMPLETE
Hold Status: HOLD
Cancel Status: CANCEL

Open Status. The general status for an open call and the initial status

for new calls. An open call is dynamic—its line item and other data
can change at any time. The system sets line items that cannot be
completed or closed in Call Activity Recording to this status.

Close Status. The close status is the final status of a call and indicates
no more service activity for this call is needed. If the call items have
not already been added to the installed base in Call Activity
Recording, the system can create an installed base record when the
call status is set to closed.

You cannot record activity for a closed call. For example, you cannot
order service items for it or add new lines or reports. However, you
can reopen it to record more activity. You can move a closed call to
history and archive and delete it if it is fully invoiced.

Complete Status. The complete status means the call is ready for
invoicing—that is, at least one invoiceable report with detail exists.
You can still modify related data, order service items for it with an
material order, and record new activity for it.
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Hold Status. The hold status prevents recording new activity for acall
or linein Call Activity Recording or generating an invoice from
CAR. You cannot create amaterial order for acall on hold. For
anything further to happen to the call, change its status. You can still
invoice existing activity in CIR.

Cancel Status. You cannot record activity for the call or lineitem or
order serviceitemsfor it. You can cancel acall or lineitem only if
you have not recorded activity for it. Without activity, no invoice can
be generated for acanceled call. You can move a canceled call to
history and archive and delete it.

Next Call ID Frame

Fig. 23.5
I e Gl I Next Call ID Frame
, (11.1.24)
Next Call ID. The next call number for system-assigned call
identification numbers. The system uses the next call number in Call
Maintenance if the Call ID field is blank on anew service call. Call
IDs begin with a prefix, specified earlier, followed by the next
sequential call number. The system increments this next call number
and displaysit in thisfield.
Call Recording/Invoicing Frame
The next framein the Call Management Control File contains settings that
affect recording service activity and invoicing. Figure 23.6 displays the
Call Recording /Invoicing frame.
' F T ! Fig. 23.6
Gall Recording/Invoicin - ; Ca” Recording/
i S I Invoicing Frame
Close on Recording: lno_ (11.1.24)
Return Status: |GOOD
Scrap Status: Modify Sales Accounts: lno—
Fxchar!ge UMf z Service Work Center: lT

Labor Svc Category. Thisvalue is the default in the labor/expense
detail of Call Activity Recording if no other value exists. It also
provides the default for standard operations and routing steps. You
can change the value during any CAR session. Define service

IQAD
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Tip

You cannot use a
status with Pending
set to Yes.

Tip

You cannot use a
status with Pending
set to Yes.
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categories with Service Category Maintenance (11.21.9). One of the
labor or expense fields for the service category must be Yes.

Item Svc Category. Thisvalueis the default in the item detail of Call
Activity Recording if no other value exists. You can also define a
service category for each service item in Service Item Maintenance
(11.3.7). Define service categories with Service Category
Maintenance (11.21.9). One of theitem fields for the service category
must be Yes.

Return Status. Sets the default status for returned itemsin Call
Activity Recording if that item is defined as repairable with Service
Item Maintenance (11.3.7). Also sets the default return statusin MO
Direct/Pending Returns (11.11.8). First define the status in Return
Status Maintenance (11.21.17).

Scrap Status. Sets the default status for returned itemsin Call
Activity Recording if that item is not defined as repairable with
Service Item Maintenance (11.3.7). First define the status in Return
Status Maintenance (11.21.17).

Exchange UM. Defines the unit of measure for Service Pricing
Maintenance when you define repair price lists for exchangesin Call
Activity Recording. When you use areturn status with Exchange set
to Yesin Call Activity Recording, the system searches the call price
list for aprice with thisUM. If apriceisfound, it displays as the
default price for the exchange credit.

Fixed Price UM. Defines the unit of measure for Service Pricing
Maintenance when you define arepair pricelist for fixed price
servicein Call Activity Recording. When you use awork code with
Fixed Price set to Yesin Call Activity Recording, the system searches
the call pricelist for aprice with this UM and displaysit asthe default
fixed price. The end user isinvoiced this amount, regardless of the
cost of service.

Project Code Handling. Use this field to indicate how you want the
system to apply project codes to the costs and revenue recorded for
call service activity. There are two choices. Single Project per Line
(S) and Project per Labor/Expense (P).

These two settings support two different models for using projects.
Thefirst choice lets you track both costs and revenue with the same
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project. This might be used for alengthy installation of a complex
system. The second model is closer to the way projects apply to
standard work orders in a manufacturing environment. In this model,
costs are tracked separately from revenue.

Up to three projects can be specified in Call Activity Recording:

» Project associated with the Sales account for tracking call
revenue. This project is validated with the other Sales account
components that display on the screen.

» Project associated with the Sales Discount account. Thisis
typically the same as the sales account project. This project is
validated with the other Sales Discount account components that
display on the screen.

« Project associated with call line reports for tracking call costs.
This project is validated with other Cost of Goods Sold account
components during GL transaction post.

When Project Code Handling is set to Single Project per Line (S):

» Onesales project and one sales discount project can be associated
with each call linein Call Activity Recording. These default from
the contract line providing coverage, if any, and are typically the
same.

 The system sets the report project to the value entered for the
sales project and it cannot be changed. The same project is used
for both revenue and costs created by labor/expense transactions
and material issues and receipts for thisline.

« Once you have specified a project, it cannot be changed. The
sales project defaults to each report and each labor, expense, and
item detail record.

« When an invoiceis created for the call line, either in CAR (if
Invoice from Recording is Yes) or Call Invoice Recording (CIR),
the sales and sales discount projects from CAR default to the call
invoice. These values can be modified in CIR, if needed.

IQAD
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When Project Code Handling is set to Project per Labor/Expense (P):

- Each labor and expense transaction created for acall line can
have a different project associated with it. The sales and sales
discount project default from the contract line providing coverage
and can be modified. The report project also defaults from the
contract-line sales project and can be modified.

- |f acontract does not provide coverage or aproject is not
specified on the contract line, al call line projects default to
blank. Each time a new report is opened for acall line, the same
defaulting logic is used.

» Thereport project sets the default for each labor record. For
expenses, the project defaults first from the employee (engineer),
if one has been defined; otherwise, the report project isused. This
is similar to the way work orders handle project codes. You can
modify the report project even after other reports exist, and the
new project defaultsto new labor and expense transactions.

« You can also modify the project on each labor and expense detail.
However, the project associated with item consumption defaults
from the report project and cannot be changed.

» Thereport project is used for costs only. When an invoiceis
generated, the sales and sales discount projects default to the
invoice just as when Project Code Handling isset to S. The
revenue projects (sales and sales discount) set the default for each
line on the call invoice. The only difference in how revenue
projects are handled when Project Code Handling is P isthat the
fields can be modified in CAR even after reports exist.

Tip Coverage Window. This value determines the default for the

Setthisfield o Yes Coverage field of the Call Item frame of Call Maintenance and the

personnel to more Item Detail frame of Call Activity Recording. If Coverageis Yes, a

gﬁi'gg?“ﬁpﬁ gf]e frame displays showing coverage information such as contract

proposed service number, contract servicetype, start and end dates, active service type,

activity. warranty servicetype, and install date. Levels and limits of coverage
aso display; for contracts, information about limit consumption is
included.

Invoice From Recording. Determines whether or not you can invoice
from Call Activity Recording. If Yes, a Generate Invoice field
appearsin the Call Status frame of Call Activity Recording. If No,

M QAD
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you can generate invoices only from Call Invoice Recording. Set this
to No to restrict who is allowed to generate invoices.

Close on Recording. Determines how the system normally changes
call statuses Call Activity Recording. If Close on Recording is No,
the system attempts to set the call status to complete when you finish
recording service activity. If the call cannot be completed, its statusis
unchanged.

If Yes, the system attempts to close the call by setting its status to the

closed statusin the control file. If al conditions for call closure are

not met—for example, there are open MOs, reports on hold, invalid
line statuses—the system attempts to set the call status to complete so
that invoicing can take place.

Modify Sales Accounts. Determines whether you can modify the
Sales and Sales Discount accounts in Call Invoice Recording. If No,
the accounts display but you cannot change them.

Service Work Center. Must be a work center defined with Service
Work Center Maintenance (11.19.13) or standard Work Center
Maintenance (14.5). Used in the Call Activity Recording Labor/
Expense frame to supply the cost of labor if a routing or standard
operation is not used.

Call Quotes Frame

Call Quotes Fig. 23.7
Quots Profic: [ | Call Quotes Frame
Next Quote Id: [oo000002 (11124)

Default Quote Queue:
Days Until Expire: |60

Quote Prefix. Used with Next Quote ID to assign a default call quote
ID number. Helps to distinguish calls, quotes, RMA, service requests,
and contracts. The call quote prefix cannot be the same as the call
prefix.

Next Quote ID. The next call guote number the system assigns. The
next quote number is used in Call Quote Maintenance (11.1.1.6) if the
Quote field is blank for a new quote. Quote IDs begin with a prefix,
followed by the next sequential quote number. The system increments
this next quote number and displays it here.

IQAD
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Default Quote Queue. Code used to group service quotes for
dispatching and review with the Queue Manager. Define queuesin
Call Queue Maintenance (11.1.21.7). When you create a quote with
Call Quote Maintenance (11.1.1.7), the system searches first for a
default queue in Call Default Maintenance (11.1.21.10), then the Call
Quote Queue in Service/Support User Preferences, and finally, the
valuein the control file.

Days Until Expire. The default is 0. The system determines the
expiration datefor anew call quote by adding the valuein thisfield to
the creation date. You can change the expiration date in Call Quote
Maintenance (11.1.1.7).

Call Escalation Control File

The Use Escalation setting in the Call Management Control File (11.1.24)
indicates whether or not to use escalations. If thisfield isNo and you
access the Call Escalation Control File (11.1.13.24), awarning displays
asking if you want to enable escalations.

If you respond with Yes to this message, the system changesthe setting in
the call control file, enabling you to modify the escalation control file. If
you respond with No, you cannot specify values for these fields.

Fig. 23.8 Escalation Control File
Call Escaation User Menu Edit Queue Options Help

Control File
(1111324) . Call Escalation Control File

Escalation Printer: laserd
Escalation Default: ESC1
Escalation Program Pause: 10

Use Calendar Days in Escalation: no

| Escalation Prefix: ESC

| Escalation Humber:

Escalation Printer. Dedicated printer used by the Escalation Monitor
(11.1.13.13) to print call reports. Must be defined in Printer Setup
Maintenance (36.13.2). When Print is Yes for an escalation step, the
system sends the call report to this printer.

Escalation Default. Must be an escalation code defined with
Escalation Maintenance (11.1.13.1). If you use escalations, the
system searches for a default escalation code in Call Maintenance
(11.1.1.1) in the following order: escalation defined for the end user,

M QAD
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escalation defined in Call Default Maintenance, escalation defined in
Service/Support User Preferences, escalation defined in the control
file.

Escalation Program Pause. Number of seconds the Escalation
Monitor (11.1.13.13) pauses before restarting acycle. Set thisinterval
to avalue less than the shortest period of timein any escalation. If the
shortest amount of time between two sequences is zero days and four
hours, which the system calculates by summing the Days Allowed in
Status and Time Allowed in Status fields in Escalation Maintenance,
then set Escalation Program Pause to a value less than four hours.

Use Calendar Days in Escalation. Thisfield sets the default for the
Use Calendar Daysin Escalation field in the Escalation Monitor. It
determines whether to use calendar days or workdays to calculate
Next Status Date. The formula is: today’s date + Days Allowed in
Status from the current escalation step.

« If Yes, the system uses calendar days in the calculation. If the
Next Status Date resolvesto a non-workday as determined by the
warranty or service type, the system advances the date to the next
workday.

« If No, the system uses only work daysin the calculation,
excluding non-workdays. When No, the calculated date is either
the same or later than the date calculated with avalue of Yes.

Escalation Prefix. Used with the Next Escalation Number for
automatic numbering of new escalations. Prefixes help to distinguish
between different types of codes.

Escalation Number. The next number the system assignsin
Escalation Maintenance (11.1.13.1) if the Escalation field is blank.
Escalation numbers begin with a prefix, followed by the next
sequential escalation number. The system increments this next
number and displaysit here.

IQAD
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Fig. 23.9
Service Request
Control File
(11.1.15.24)
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Service Request Control File

The Service Request Control File (11.1.15.24) contains settings that affect
the life cycle of service requests.

Service Request Control File
UserMenu Edit Queue Options Help

— Service Request Control File
Service Request Prefix: SR
SR Open Status: 1000
SR Close Status: 11000

| SR Number. [TIIXE |||

Service Request Prefix. Used with the SR Number field to assign a
default service request ID number.

SR Open Status. Must be a SR status defined in SR Status Code
Maintenance (11.1.15.7). This status indicates the beginning point in
the life cycle of an SR. It displays by default when you create a new
SR in Service Request Maintenance.

SR Close Status. Must be an SR status defined in SR Status Code
Maintenance (11.1.15.7). This status indicates no further activity can
take place. You can delete or archive closed SRs.

SR Number. The next service request (SR) number the system
assignsin Service Request Maintenance (11.1.15.1) if the SR field is
blank. Service request numbers begin with a prefix, followed by the
next sequential SR number. The system increments this next SR
number and displays it here.

Contract Control File

Usethe Contract Control File (11.5.24) to define defaults for streamlining
the definition and printing of service contract and managing billing and
invoicing issues.

Service Contract Billing Frame

The following fields determine how the system handles service hilling.
Carefully review each field and enter values that correspond to the way
that you handle your billing.
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ComsetComalge R |
UserMenu Edit Oueue Options Help
s L A b 2]
— Service Contract Billing
Generate No Charge Lines: [ Print Mo Charge Lines: |yes
Bill Arrears: Iyes Default Billing Cycle Code: W
Period Based Billing: Iye: Start from Warranty: |no
Prorate Partial Periods: I_vas Copy Contract User Fields: |ves

Modify Sales Accounts: [yes

[ Billing GControl File
Last Due Date Billed: 08/31/239
Last Cycle Billed: MO

Generate No Charge Lines. Indicates whether to generate invoice
lines for contract line items that have no associated charge. Billing
Release to Invoice (11.5.18.13) examines this field when the system
generatesinvoice lines for a contract. If No, only a contract line with
an amount to be billed generates a corresponding invoice line. If no
lines on the contract create a financial transaction, the system does
not generate an invoice. If Yes, the system creates an invoice line for
each service contract line regardless of the invoice amount.

An invoice line with a zero amount can exist when a service contract
line has either a zero quantity or price.

Use this feature to generate a billing that shows items covered at no
additional charge as part of some other purchased coverage.

Example Thefirst line on a contract isfor service on acompuiter.
Lines 2 through 5 list components that are included at no charge:
CPU, Memory, Disk Drive, Terminal.

When the service invoiceis created, you can chooseto seeonly line 1
by setting Generate No Charge Linesto No, or all lines by setting
Generate No Charge Linesto Yes.

Use thisfield with Print No Charge Lines, which Invoice Print
examines. If Generate is No, the setting of the Print field has no
effect. If Generateis Yes, you normally set the Print field to Yes also.
Set the Print field to No only to generate and print ano-charge invoice
without displaying any lineitemson it.

Bill Arrears. Determines the default for Bill Arrearsin Contract
Maintenance (11.5.13.1). Thisfield indicates whether to bill service
contracts at the beginning or the end of the service period. If Yes,
service contracts are billed on the first day following the end of the

Fig. 23.10
Service Contract
Billing Frame
(11.5.24)
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billing period. After abill isreleased for invoicing, the system sets
the next billing date to the first day of the next billing period.

Tip Period Based Billing. When No, the billing period for contract

{Lé‘i’\‘jedg/v”a‘;f want invoices begins on the contract start date. Yes means that regardless

incomplete portion of the contract start date, the system synchronizes billing with the

gfrét‘aeténggrtt?élset calendar month. The system begins invoicing as of 5/1/95 for a

Periods to Yes. contract with a start date of 4/24/95. The system manages billing for
resulting partial periods depending on the setting of Prorate Partial
Periods.

The system reads this setting from the contral file. It is not stored in
individual contracts. If you change the value after you create
contracts, invoice amounts for existing contracts can change and the
Contract Cash Flow Report (11.5.13.21.1) can be affected.

Prorate Partial Periods. This field determines how the system
invoices for coverage periods that are less than a complete month. If
No, partia periods are essentially free and no invoice is generated for
them. If Yes, invoices are generated for partial periods based on the
percentage of a month the partial period represents.

The system reads this setting from the control file. It is not stored in
individual contracts. If you change the value after you create
contracts, invoice amounts for existing contracts can change and the
Contract Cash Flow Report (11.5.13.21.1) can be affected.

If Period Based Billing is Yes, partial periods are likely to occur. Use
the Prorate Partial Periodsfield toinclude partial periodsininvoicing.
If Period Based Billing is Yes and Prorate Partial Periodsis No, days
inthe partial period prior to the beginning of the month are essentially
free.

Partial periods can also occur even if you are not using period based
billing. You might have a contract that begins on Jan. 12 and ends on
March 20. The system bills for two months, leaving a partial period
from March 12 to March 20. The value of Prorate Partial Periods
determines whether to bill for this period.

The contract header start and end dates, along with the billing cycle
code, determines hilling periods. The system fits the line billing into
those periods. If contract line start and end dates differ from the
header, partial periods can result for the line even if none exist for the
header.

M QAD
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Modify Sales Accounts. Determines whether you can update the Sales
and Sales Discount accounts in Contract and Contract Quote
Maintenance. If No, the accounts display but you cannot change
them.

Print No Charge Lines. Specifiesif invoice lines with zero amounts
print on service contract invoices. Invoice Print and Invoice Reprint
examinethisfield. If Yes, aninvoicelineis printed even if thereisno
charge to the customer. If No, only nonzero invoice lines print.

Thisfield is used with Generate No Charge Lines, which is examined
by the Billing Release to Invoice function. If the Generate field is No,
the setting of the Print field has no effect. If the Generatefield is Yes,
you normally set the Print field to Yes also. Set the Print field to No
only to generate and print a no-charge invoice without displaying any
lineitemsoniit.

Default Billing Cycle Code. Determines the default for Billing Cycle Tip
in Contract Maintenance when you create new contracts. Billing ﬁlﬁwi't';]“g””ng
cycle codes determine how often to invoice contracts. Cycle Code

) ) Maintenance
Start from Warranty. |ndicates whether a service contract normally (11.5.18.1).

starts only after the warranty expires. If Yes, when you enter aservice
contract for an installed base item, the system setsthe start date to the
day following the warranty expiration date. You can change this start
date.

Copy Contract User Fields. If Yes, the system copies data for user-
defined fields from the service contract to the pending invoice
without requiring custom programming.

Last Due Date Billed. An output-only field updated when you execute
the Billing Release to Invoice function. It displays the date in the
Contracts Due Until field when you last executed Billing Release to
Invoice.

Last Cycle Billed. An output-only field updated with the Billing Cycle
value when you execute Billing Release to Invoice.

IQAD
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Fig. 23.11
Contract
Management Frame
(11.5.24)

Tip

You can change the
line format at any
time during order
entry and alternate
between single and
multiline format.

Tip

If you print on
pre-addressed
forms, leave this
field blank.
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Contract Management Frame

Contract Control File
UserMenu Edit Queue Options Help

— Service Contract Control File
Ln Format S/M: single Quote Prefix: Q
Print Service Contracts: yes Mext Service Quote: 102
Company Address: 10000000 Contract Prefix: 5
Service Header Comments: no Mext Service Contract: 213
Service Line Comments: no Service 50 Prefix: S
Keep Contract History: yes Create PH Calls: yes

Contract Site: 10000 Contract Limits: yes
Renew Limits From: C  Conbract

Record Limits History: no

| Next Service Sales order: |

Ln Format (S/M). Indicates the preferred method for entering service
guote and contract line items. Specify single to display and maintain
detailed information for each line item. In multiline mode, you can
enter basic information such as item, quantity, and price for up to 12
lines on a single screen. Dates, site, location, tax status, and GL
accounts default. Use single-line format to access and change this
information.

Print Service Contracts. |ndicates whether you normally print service
contracts. Thisfield determines the default for a new service contract,
but can be changed. The Contract Print includes only contracts with
Print set to Yes. At the completion of printing, Print is set to No.

Company Address. Address code that normally appears on printed
documents such as service quotes and contracts. This address also
appliesto call quotes and service marketing letters. You can changeit
to another address prior to printing.

Service Header Comments. |ndicates whether you normally enter
comments on each contract quote or contract header. Header
information usually applies to the entire quote or contract and prints
a the top of the document. This setting determines the default that
displays when you enter or modify a contract, but can be changed.

Service Line Comments. Indicates whether you normally enter
comments on each order line. Line item information usually applies
to aspecific lineitem and prints following that line. This setting
determines the default that displays when you enter aline, but can be
changed.
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Keep Contract History. |ndicates whether to maintain booking history
for contracts. If Yes, the system keeps an audit trail of contract
billings and hilling reversals in transaction history, identified as type
ORD-S0. It records the service type, order quantity, price, cost, date,
and user 1D, among other information. Use booking inquiries and
reports to review thisinformation. Review detailed transaction
history using Transaction Detail Inquiry.

Contract booking history differs from sales order booking history in
that contract additions and changes are not recorded, only the billing
activity.

Contract Site. The site responsible for this service quote or contract.
Usually thisisthe site where you perform the repairs. When you
release a service contract for billing, this site gets revenue credit.

Quote Prefix. Unlike other prefix codes, the contract quote prefix is
used only internally. The system does not combine it with the next
contract quote number. The contract prefix cannot be the same asthe
contract quote prefix. Do not change the contract quote prefix after
contract quotes exist in the system.

Next Service Quote. The next automatic service quote number for
system-assigned numbers. When you enter a contract quote, you can
leave the quote number blank to let the system set it to the next
sequential number.

Contract Prefix. Unlike other prefix codes, the contract prefix is used
only internally. The system does not combine it with the next contract
number. The contract prefix cannot be the same as the contract quote
prefix. Do not change the contract prefix after contracts exist in the
system.

Next Service Contract. The next automatic contract number for
system-assigned numbers. When you enter a service contract, leave
the contract number blank to let the system set it to the next
sequential number.

Service SO Prefix. An optional prefix code for pending invoice
numbers created when a contract is released for billing. The system
sets the number for this pending invoice to the prefix code followed
by the next sequential number in the Next Service Sales Order field.

Tip

Use aprefix to
distinguish the
origin of ordersand
invoices.

IQAD
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» See “Using BOM
Type” on
page 303 for
details.

Tip

This setting has
no affect on
warranty types.
Limit amounts
cannot be defined
for them.

Tip

This field only has
an effect when
Contract Limits is
Yes.
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Create PM Calls. Determines whether the system creates calls during
the PM scheduling sequence in Contract Maintenance. If Yes, the
system creates the first scheduled call before the Contract PM
Schedule frame displays. When this call is closed, the system
generates the next call on the schedule.

If No, the system does not generate the first call or subsequent calls.
You can still generate acall by selecting a schedule date and pressing
Go in Contract Maintenance. However, normally you use the Call
Generator to create all scheduled calls within a range of dates.

Set Create PM Callsto No for more control over call open dates and
to use BOM types. When the first call is created in Contract
Maintenance, you cannot specify a BOM type.

Contract Limits. The default is No. This field determines whether you
can define limit amounts on contract types and update them on
contracts. If No, you cannot update the Amount field when contract
limits are defined on a contract type.The coverage levels for the
servicetype are used without modification when acontract is created.

If Yes, you can define limit amounts in Contract Type Maintenance.
When you create anew contract or contract quote, the coverage limits
in the current contract type can be copied into the header and
modified there. As you add line items, limits can also be copied into
the line and modified at the line level.

Renew Limits From (C/S). Possible values are C, for contract, and S,
for servicetype. Thedefault is C. Thisfield determines the default for
the same field in Contract Maintenance. The value for the contract
suppliesthe default for the Renew Single Contract and Copy Contract
to Contract functions. In the Renewal Process/Report function, the
system checks the value of this field for each contract being renewed.

» When set to C during renewal or copy functions, the system
copies limits as defined on the existing contract, extending the
effective dates to accommodate the new contract start and stop
dates.

« When set to S, the system refers to the service type for the
contract and bringsin the limits defined there. If you set up limits
on the type with effective dates, the system copies the limits
effective on the new contract start date from the service type.
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Record Limits History. If Yes, the system writes a history record to a
file whenever contract limits are consumed during invoice post. This
record includes information about the call and the activity that
consumed the limits. If No, the system does not create this history.

Next Service Sales Order. The Billing Release to Invoice function Tip

uses this number when it creates pending invoices for contracts. Each inOS‘tJi r‘fg”rgnsz o
pending invoice has a unique sales order number, which the system numbers to
creates by appending the Service Sales Order Prefix to the number in ginsgir%ggfi%?égres and
thisfield. The system increments this number and recordsit in the invoices.

control file.

Contract Trailer Frame

Contract Control File Fig'23'12 .
User Menu Edit Queue Options Help Contract Trailer
EE [EEE Codes (11.5.24)

- Service Contract Trailer Codes

Tazable Trailer Code[1]: |{IT Montazable Trailer Code[1]: |10 H‘
Il

Taxable Trailer Code[2]: |20 MNontazable Trailer Code[2]: |20
Taxable Trailer Code[3]: |30 Montaxable Trailer Code[3]: |30

Taxable Trailer Code [1,2,3]. The taxable trailer codes most
frequently used on service quotes and contracts. Trailer codes identify
miscellaneous non-sales charges. These codes display as the default
on thetrailer for taxable contracts and quotes, prompting you to enter
any miscellaneous charges. You can change these charges.
Miscellaneous charges can include freight, customs and import
duties, setup, service, handling, or other special charges.

Each trailer code is set up with the appropriate GL account to which
amounts are posted. You can enter trailer codes along with an amount
on the trailer section of service quotes and contracts. The system
calculates any applicable taxes. Thetrailer code, description, and
amount print on al formal documents.

Nontaxable Trailer Code [1,2,3]. The nontaxable trailer codes most
frequently used on service quotes and contracts. Trailer codes identify
miscellaneous non-sales charges. These codes display as the default
on the trailer for nontaxable contracts and quotes, prompting you to
enter any miscellaneous charges. You can change the charges.
Miscellaneous charges can include freight, customs and import
duties, setup, service, handling, or other special charges.

IQAD
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Fig. 23.13
RMA/RTS Control
File (11.7.24)

Tip

Set up contract
types with Contract
Type Maintenance
(11.5.10).

M QAD

Each trailer code is set up with the appropriate GL account to which

amounts are posted. You can enter trailer codes along with an amount
on thetrailer section of service quotes and contracts. Thetrailer code,
description, and amount print on all formal documents.

RMA/RTS Control File

Set up the RMA/RTS Control File (11.7.24) to match how you normally
enter RMA and RTS transactions. Thisis also where you designate
default shipping and receiving sites and locations for returns and spares.

RMA/RTS Control File
User Menu Edit Queue Options Help

— Returns & Repairs Control File

RMA Header Comments: [no Detail Allocations: [no

RMA Line Comments: |no
Default RMA Contract: |STANDAR
Keep Booking History: |no

Allocate Days: (o

Consume Forecast: |yes

Edit Installed Base: |yes

Display Service Contracts: |pes Print Ho Charge Receipts: |no
RMA Sales Drder Prefix: |RMA Purchase Order Prefix: ([RTS
Mext RMA Sales Order: (o Next RTS Purchase Order: (2
Customer Return Site: | 10000 At Supplier Site: | 10000
Customer Beturn Location: | RETURM At Supplier Location: |ATSUP
Customer Spares Site: | 10000 Return From Supplier Site: | 10000
Customer Spares Location: |SPARES Return From Supplier Loc: HETSUF‘I

RMA Header Comments. Indicates whether you normally enter
comments on an RMA or RTS header. If Yes, the Commentsfield on
the RMA and RTS header defaultsto Yes. You can change this
setting.

RMA Line Comments. Indicates whether you normally enter
comments on each RMA or RTSline. If Yes, the Comments field on
each RMA and RTS line defaults to Yes. You can change this setting.

Default RMA Contract. This service contract type supplies default
coverage information for items on RMAs without other coverage.
The system also uses this service type if you change the charge type
suggested for an RMA line item to the service contract charge type
(S). The service type defines the default level of coverage for RMA
line items, restocking charges for returns, the credit pricelist, and
determines whether or not you can issue a replacement item before
you receive an item from the customer.
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Keep Booking History. Indicates whether to maintain booking history.
If Yes, the system keeps an audit trail of changesto RMAsby creating
transaction history records, identified as type ORD-SO. The record
includes the item, order quantity, price, cost, date, user 1D, and other
information. You can review this information using booking inquiries
and reports. Use Transaction Detail Inquiry to review detailed
transaction history.

Display Service Contracts. Thisfield determinesif the Service
Contract pop-up window appears when you create an RMA not
referencing acall. Coverage for an RMA referencing a call defaults
from the call. For RMAs without a call, the contract pop-up enables
you to select coverage from available service contracts for the current
end user. If thisfield is No, the pop-up does not display and the
contract defaults from Default RMA Contract in the control file.

Detail Allocations. Enter Yesif you usually make detail allocations
during RMA issue line entry, No if you do not. Detail allocations
assign specific inventory lot/serial numbers and locations to be
shipped on an RMA. You can change this value on each line item.

Allocate Days. Specifies the number of daysinto the futureto useasa
cutoff for allocating items on RMA issue lines. This value defaults to
the corresponding field in the RMA header, which in turn defaults to

each line.

Allocations reserve inventory so it is not allocated to other sales
orders, RMA issue lines, intersite requests, or work orders. The
system only triesto allocate available inventory to RMA issueline
items due within the specified number of days, giving you more
control over the allocation process. Two other control file settings
affect allocationsin RMAS:

» The Quantity Available to Allocate calculation method in the
Sales Order Control File controls how the system determines the
number of items available to allocate. The calculation isthe same
for all items and sites.

e Thevauefor Limit Allocationsto Avail to Allocate in the Sales
Order Control File determines how the system handles shortage
situations. If thisfield is No, Quantity Allocated defaults from
Quantity Ordered even if asufficient quantity to allocate does

IQAD
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Tip

This setting has no
effect if Shipto
Installed BaseisNo
in the Service
Management
Control File.

M QAD

not exigt. If thisis Yes, Quantity Allocated never exceeds the
guantity available. If thereis no quantity available to alocate,
Quantity Allocated defaultsto O.

Consume Forecast. Determines the default in the Consume Forecast
field on the RMA header, which determines the default for each line
item. If Consume Forecast is Yesfor an RMA issuelineitem, it
consumes forecast the same way that sales order lines do. When you
enter an RMA issue line, the system decrements the available
guantity in the sales forecast for the item by the RMA quantity.

Edit Installed Base. Determinesthe default for the Edit Installed Base
field in RMA Maintenance, which controls the appearance of the
Installed Base Detail frame. Use this frame to modify the defaults for
the installed base for RMA issues.

Print No Charge Receipts. Thisfield indicatesif the system generates
and printsinvoice lines for RMA receipt lines that have no
invoiceable amount. Thisfield also affects the printing of the invoice
itself if none of itslinesinvolve afinancial transaction.

« If Yes, the system generatesinvoices lines even if no financial
transaction occurs. The system prints an invoice even if none of
the lines on the RMA generate a financial transaction.

« If No, the system does not generate an invoice line for RMA
receipt linesthat do not involve afinancia transaction. The
system does not print an invoice if none of the lines create
financial transactions.

RMAs normally involve two events: receiving damaged or defective
goods from an end user and shipping replacements. The shipment of
an item produces an invoice line even if no financial transaction
occurs. For the receipt portion of the RMA, you can use thisfield to
control whether or not the system creates invoice lines for no-charge
transactions.

If you typically use RMA receipts only to ensure that an item is
returned from the end user and do not give credits or add restocking
charges, set Print No Charge Receiptsto No to simplify invoicing. If a
receipt without financial impact is an exception, set Print No Charge
Receipts to Yesto ensure visibility over the invoicing process.
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RMA Sales Order Prefix. Defines the prefix for new RMAs that you
create with ablank Order field. Because the system stores RMAs and
sales ordersin the same file, you use the prefix to distinguish RMAs
from other types of sales orders.

Next RMA Sales Order. Used with the RMA Sales Order Prefix to
determine the next RMA number when the Order field is blank on a
new RMA. The prefix is not required. The system increments this
RMA number each time you enter an RMA.

Customer Return Site/Location. This site and location display as
defaults for RMA receipt lines, but you can change them. When you
receive the items back from the customer, the system increases the
inventory balance at this site and location. For an RTS, this site and
location provides the default for items being returned to the supplier.

Customer Spares Site/Location. Site/location from which you ship
replacement partson RMAs. Thissite and location are the defaults for
RMA issue lines, but you can change them. When you ship the items
to the customer, the system decreasesthe inventory balance at this site
and location.

Purchase Order Prefix. Defines the prefix for new RTSs that you
create with ablank Order field. Since the system stores RTSs and
purchase orders in the same file, use the prefix to distinguish RTSs
from other types of purchase orders.

Next RTS Purchase Order. Used with Purchase Order Prefix to
determine the next RTS number when the RTSfield isblank in RTS
Maintenance.

At Supplier Site/Location. This site and location display as the default
To Site and To Location for RTS issue lines and From Site and From
Location on RTS receipts when Inventory |ssue/Receiveis No.

In this case, RTS Shipments perform an inventory transfer. Rather
than issuing the returned items from inventory, they are transferred to
the designated At Supplier Site and Location. You still own the items
and see them on your inventory. When you receive the items back
from the supplier, the system transfers them from the At Supplier Site
and Location to the Return From Supplier Site/L ocation.

If Inventory Issue/Receiveis Yeson an RTS, shipping the items back
to the supplier removes them from stock. The system decreases

IQAD
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inventory at the site and location specified on the RMA. When you
receive them back, the system returns them into inventory at the site
and location specified on the RMA.

Return From Supplier Site/Location. |dentifies the site/location into
which the system transfers items received back from a supplier. This
site and location display asthe default To Site and To Location on the
Receipts section of an RTS, but you can change them.

Default Charge Information

Fig. 23.14 RMAIRTS Control File
RMA/RTS Control User Menu Edit Queue Options Help
File (11.7.24)
. Default Charge Information
‘Warranty Charge Type: W
Waanty Service Type: [T8]

Contiact Charge Type:

w|m

Billable Charge Type:
Billable Service Type: |BILLABLE
Giveawayp Charge Type: E—
Giveaway Service Type: (GIVEAWAY

Warranty Charge Type. This display-only value is always W. This
chargetypeisthe default on an RMA line item when the service type
isawarranty. If you change another charge type to W, the system
displays the terms and conditions for Warranty Service Typein the
control file.

Warranty Service Type. |dentifies the service type defined with
Warranty Type Maintenance to use when you change the charge type
(CT) valueto W on an RMA issue line item. The system uses the
level of coverage and price list for this service type instead of the
default service type on the RMA header.

Contract Charge Type. This display-only value is always S. This
chargetypeisthe default on an RMA issue line when the service type
in effect is a contract. If you change the charge type to S, the system
displays the terms and conditions for the Default RMA Contract type
specified on the previous frame of the control file.

Billable Charge Type. Specify any value other than W or C. Enter this
charge type on an RMA issue line to apply the terms and conditions
for the Billable Service Type defined in the control file.

M QAD
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Billable Service Type. ldentifies the service type defined with

Contract Type or Warranty Type Maintenance to use when you

change the charge type (CT) field to the Billable Charge Type on an

RMA issue line. The system uses this service type’s level of coverage
and price list instead of the service type on the RMA header.
Normally, the service type provides no coverage and you bill the
customer for the entire amount on this line item.

Giveaway Charge Type. Specify any value other than W or C. Enter
this charge type on an RMA issue line to apply the terms and
conditions for the Giveaway Service Type defined in the control file.

Giveaway Service Type. ldentifies the service type defined with
Contract Type or Warranty Type Maintenance to use when you
change the charge type (CT) field to the Giveaway Charge Type on an
RMA issue line. The system uses this service type’s level of coverage
and price list instead of the service type on the RMA header.

Normally, the service type provides 100 percent coverage and you do
not invoice the customer for this line item.

End User Control File

Settings in the End User Control File (11.9.24) determine the next number
for new end-user records and the default value for the Create ISB field.

End User Control File
UserMenu Edit Queue Options Help

Mext End User:
Create ISB: |no

Next End User. This field indicates the next number for the system to

IR

— End User Control File

Fig. 23.15
End User Control
File (11.9.24)

use when numbering a new end-user record. When you create an end-
user record with a blank End User field, the system supplies a number
based on this value. The system increments this number after using it.

Create ISB. Sets the default for Create ISB in a new end-user record.
The value of Create ISB for an end user determines whether to add
items associated with the end user to the installed base.

IQAD
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The system considers two values to determine whether to add an item
to the installed base:

» Thevalue of Create ISB for the end user

» Thevaue of Installed Base, specified in Service Item
Maintenance, for the item

These both must be Yes before the system adds the item to the
installed base. If both these fields are Yes, the Update | SB field
defaultsto Yesin Call Maintenance, Call Activity Recording, and
RMA Maintenance.

If Ship To Installed Base is Yes in the Service Management Control
File, the value of Create | SB in the End User Control Filehasa
special effect. If the Ship To address on the sales order is not an end
user, the system creates an end-user record when it posts the sales
order invoice. The system uses the value of Create | SB in the control
file to determine whether to add itemsto the installed base for the
new end user.

For an undefined end user, if the item normally goesto the installed
base and Create ISB is Yesin the control file, Update Installed Base
defaultsto Yesin Sales Order Maintenance. You can change this
value in a pop-up window if SO Edit ISB Defaultsis Yesin the Sales
Order Control File. Otherwise, it takes effect during invoice post and
the item is added to the installed base when the end-user record is
created.

If you are tracking the installed base, thisfield gives you more control
over how items are added. If you normally add itemsto the installed
base regardless of the end user, set Create | SB to Yes and this value
defaults to the functions where you create | SB records. To more
tightly control 1SB updates so that you can create |SB records only
for a predefined set of end users, set this field to No and change the
field in End User Address Maintenance.
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Material Order Control File

Use the Material Order Control File (11.11.24) to define defaults for
many MO input fields and establish values that affect MO processing.

 Material Order Cantrol File B |

UserMenu Edit Oueue Options Help

| Bl Ea| -

— Haterial Orders

Allocate MO Lines due in Days: Im [0 for no allocations)
Detail Allocations: [no

Ln Format 5/M: |single
Keep Booking History: |ves

Material Order Prefiz: |MO

Nest Material Order: |120
Mext Back Order Advice: |34
Mext Delivery Note: |32

Shipping Lead Time: |10

Ship Immed: [no

MO0 Header Comments: |no
MO Line Commenl ts: |no
Internal Customer: |001 Ship To: |Engineer

Confirmed Orders: |yes

Consume Forecast: [yes

Allocate MO Lines Due in Day. Specifies the number of daysinto the
future to allocate MOs. Use allocations to control shipments,
especialy in shortage situations. When you enter an MO, the system
compares the order quantity to the quantity available to alocate. If a
shortage exists, the order cannot befilled. The system triesto alocate
available inventory only to line items due within the number of days
specified here, giving you more control over the process.

If you use automatic allocations, set Confirmed Ordersto Yesto
alocate only confirmed orders.

Detail Allocations. Determines the default in the Detail Allocations
field of the MO header, which determines the default for each MO
line. Detail allocations assign specific lot/serial numbers and
locations for shipping on an MO. Enter Yes if you normally make
detail allocations during Material Order Maintenance. Otherwise,
enter No.

Ln Format (S/M). Indicates the normal mode for entering material
order lineitems. Use S, single-line mode, to display and maintain
detailed information for each line item. Use M, multiline mode, to
enter information such as item, quantity, and price for up to 12 lines
on one screen. Dates, site, location, confirmed orders, comments, and
other values default. Use single-line format to access and change the
defaults.

Fig. 23.16
Material Order
Control File
(11.11.24)

Tip

Set thisvalueto 0
(zero) to prevent
automatic
alocations.

Tip

You can change the
line format at any
time during order
entry, and alternate
between single and
multiline format.

IQAD
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Tip _ Keep Booking History. Indicates whether to maintain booking history.
ﬁg&”tigﬁﬂi'g‘tgry If Yes, the system keeps an audit trail of changes to MOs by creating
using Transactions transaction history records, identified as type ORD-MO. The record
Detall Inquiry includes the item, order quantity, price, cost, date, user I1D, and other
(3.21.1). . . . 2 : ) AT
information. You can review this information using booking inquiries
and reports.
Tip _ Shipping Lead Time. The usual number of calendar days between the
i':nﬁgdﬂg;rﬂis date you enter an MO and the date you ship the items. When you
zero. ’ create an MO, the required and due dates default to the system date

plus the shipping lead time, indicating the normal delivery date. You
can change this date.

Ship Immediately. If Yes, aframe appears when you leave line entry
S0 you can initiate the shipment process from Material Order
Maintenance. If Ship Immediately is No, you are finished with the
material order when you accept your input.

MO Header Comments. Indicates if you normally enter header
comments for MOs. If Yes, the Comments field on the MO header
defaults to Yes.

MO Line Comments. Indicates if you normally enter comments for
MO lineitems. If Yes, the Comments field on each MO line defaults
to Yes.

Internal Customer. Enter a customer number defined with Customer
Maintenance. Values associated with the Internal Customer are used
whenever an MO is created without an associated call.

When an MO has acall, the customer number and currency default

from the customer associated with the call’s end user. For an MO
without a call, the system uses the number and currency associated
with the customer specified in this field. Normally, this customer
should have the base currency.

Material Order Prefix. Defines the prefix for automatic numbering of
MOs when the MO field is blank in Material Order Maintenance.
Because the system stores MOs, RMAs, and sales orders in the same
file, use the prefix to distinguish MOs from other types of sales

orders.

M QAD
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Next Material Order. The system uses this value with the Material
Order Prefix to create the next MO number. The prefix is optional.
The system increments the MO number each time you enter an MO.

Next Back Order Advice. The system uses this value when a Back
Order Adviceis created during MO shipments. The system
increments this number each time a Back Order Adviceis created.

Next Delivery Note. The system uses this value when an Material
Delivery Note is generated during MO shipments. The system
increments this number each time a Delivery Noteis created.

Confirmed Orders. Indicates whether you normally enter MOs as
confirmed. This field determines the default in Material Order
Maintenance. Enter Yesif you normally enter MOs as confirmed
orders. Enter No if they are not confirmed when entered, but require a
separate confirmation step.

Confirmed orders are allocated, consume forecast, and create
demands for material planning. Unconfirmed orders are not allocated,
do not consume forecast, and do not create demands for material
planning until you process a separate Material Order Confirmation
function.

Consume Forecast. Determines the default in the Consume Forecast
field on the MO header, which determines the default for each line
item. If Consume Forecast is Yesfor an MO item, it consumes
forecast the same way that sales order lines do. When you enter an
MO, the system decrements the available quantity in the sales
forecast for the item by the MO quantity.

Ship To. Possible values are user or engineer. The value for Ship To Tip A
i i ; ; For MOs without a
determines the value for Ship-To on anew MO associated with acall. call, Ship-To is the
« If user, the MO Ship-To defaults from the end user who called. engineer's address,

735

and cannot be

« If engineer, the MO Ship-To defaults from the address of the changed.
engineer assigned to the call.

Use thisfield to tailor the Ship-To default according to your business
practices. You can change the Ship-To entry on a particular MO.

IQAD
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Tip

Thisfactor is
considered only if
Multiple Time
Zonesisactive.

Fig. 23.17
Engineer Schedule
Control File
(11.13.15.24)
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Engineer Schedule Control File

The Engineer Schedule Control File (11.13.15.24) enables you to
prioritize how engineers are assigned to calls. The system uses the
following factors when ranking engineersfor a call:

» Whether the engineer is assigned to the same area as the end user
« How much time an engineer has available to handle the call
Whether the engineer is the end user’s primary engineer
Whether the engineer has the skills to handle the call

Whether the engineer is in the same time zone or within a defined
range of the end user on the call

The system calcul ates engineer points according to this formula:

Area Points + (Available Points * available hours) + Available Points +
(2 * Primary Eng Points) + Problem Points + Time Zone Points

Note Time zone points are considered only if Multiple Time Zonesis
active.

Specify the highest value for factors that are most important to your
company. The greater the value, the higher the weighting. The formula
weights availability and primary engineer higher than other factors.

The engineer with the highest score displays at the top of the list in the
scheduling window in Call Maintenance (11.1.1.1).

Engineer Schedule Control File
User Menu Edit Queue Options Help

Lunch Duration: |01: 00 Area Points: |20

— Engineer Schedule Control File

Display by Calls: |no Available Points: |5
Primary Eng Points: (2
Mext Engineer Humber: (o Problem Points: |5
Time Zone Points: (10
Limit by Availability: |pes Limit by Time Zone: |no
Limit by Service Area: [no Range of Hours to Consider: '_
Limit by Problem/Skill: |no Dvermride Scheduling Dplions: |yes

Lunch Duration. The length of time, in hours and minutes, normally
taken by engineers for lunch. The system deducts this value from the
total daily available time. If you change thisfield, rebuild the
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engineer schedules to update existing schedules. Run Rebuild
Engineer Schedules (11.13.15.25) to recal culate available hours.

Display by Calls. Specifies whether to calculate and display engineer
availability in terms of available hours or by the number of calls an
engineer can take.

« If Yes, the availability window in Call Maintenance prioritizes
engineers according to their point totals, and displays the number
of calls each can till take.

« If No, it prioritizes engineers according to point totals, but lists
the number of hours per day that each is still available.

Next Engineer Number. A number the system maintains and uses to
match engineer codes and addresses. When you define an employee
as an engineer, the system creates an address master record for the
engineer. The system can then retrieve address information when you
specify the engineer as a drop-ship address in Material Order
Maintenance.

The system creates the address master using the engineer code, unless
that code aready identifies another address. In this case, the system
uses Next Engineer Number and updates the control file.

Area Points. The number of points to add to an engineer’s scheduling
score if the engineer’s assigned service area, defined in Engineer
Maintenance, matches that of the call’'s end user, defined in the
Service Office Detail frame of End User Address Maintenance.

Available Points. The number of points to use when calculating the Tip_ o
scheduling score for an engineer with an available status. Statuses urs‘ecg“(’jgs'?g'“ty
have any name, but their Available field must be Yes. The system Engineer Status
multiplies this value by the number of calls or hours the engineer hadéaintenance

remaining for the day. 1.134).

Primary Eng Points. If the engineer is the primary engineer for the

end user initiating a call, the system doubles these points and adds
them to the scheduling score. The secondary engineer is given these
points without doubling them. Define primary engineers in the
Engineer Code field in the Service Office Detail frame of End User
Address Maintenance.
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» See Chapter 4,
“Multiple Time
Zones,” for
details about
MTZ.

M QAD

Problem Points. The number of points to add to the scheduling score
if an engineer has a skill matching the problem on the call. Assign
skillsto an engineer in Engineer Skills Maintenance.

Time Zone Points. You can update this field only when MTZ is

active. The system uses this field with Range of Hoursto Consider.

The vaue can range from 0 to 99 and specifies the number of points

to give to an engineer with atime zone that matches or fallswithin the
specified range relative to the time zone of a call's end user. Define
time zones for engineers in Engineer Maintenance.

Limit by Availability. Indicates whether the engineer scheduling
routines in Call Maintenance consider only engineers who have an
available status and available hours or calls on the date being
examined.

If Override Scheduling Options is Yes in the Engineer Schedule
Control File, you can modify this value in Call Maintenance before
the Engineer Availability window displays. Otherwise, it is always
applied.

Limit by Service Area. Indicates whether the engineer scheduling
routines in Call Maintenance consider only engineers with a service
area that matches the call’'s area.

The system checks this field when you assign an engineer to an end
user in End User Address Maintenance. If it is Yes, a warning
displays if the area of the assigned engineer and the end user do not
match.

If Override Scheduling Options is Yes in the Engineer Schedule
Control File, you can modify the value of this field in Call
Maintenance before the Engineer Availability window displays.
Otherwise, it is always applied.

Limit by Problem/Skill. Indicates whether the engineer scheduling
routines in Call Maintenance consider only engineers with a skill that
matches the call problem.

If Override Scheduling Options is Yes in the Engineer Schedule
Control File, you can modify the value of this field in Call
Maintenance before the Engineer Availability window displays.
Otherwise, it is always applied.
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Limit by Time Zone. You can update thisfield only when MTZ is
active. Indicates whether the engineer scheduling routinesin Call
Maintenance consider only engineers with atime zone that matches
the time zone of the call's end user.

The system uses this field with Range of Hours to Consider. It checks
both fields when you assign an engineer to an end user in End User
Address Maintenance. If Limit by Time Zone is Yes, a warning
displays if the time zone of the assigned engineer is not within the
range of the end user’s time zone.

Range of Hours to Consider. You can update this field only when

MTZ is active. The system considers it only when Limit by Time
Zone is Yes. It indicates how many other time zones you can include
for scheduling.

« Blank indicates the time zone of the engineer must match thetime
zone of the call's end user.

« Aninteger value indicates any time zone within arangeis
considered a match. The integer represents the number of time
zones more or less than the end user’s that are considered a match
for scheduling.

Override Scheduling Options. Indicates whether you can modify the
four limiting options—and range of hours when Multiple Time Zones
is active—when you edit a call.

» When Yes, a pop-up window with these options displaysin Call
Maintenance before the Engineer Availability window displays.
The limit settings display with the values in the contral file. You
can modify them to affect the scheduling of engineersfor that edit
session only.

» When No, the system always applies the scheduling optionsin
the control filein Call Maintenance.
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Paging Control File

Settings in the Paging Control File (11.13.17.24) establish the connection
with your communications application.

Fig. 23.18
Paging Control File
(11.13.17.24)

Paging Control File
User Menu Edit Queue Options Help

— Paging Control File
Pager Company:
Telephone:

Before Phone Number:
Pager Number: |99-7745

After Phone Number:
Append Call: [no

‘Waiting for Page Status: [Wait
Paged Status: |Paged
Program:

Parameter:

Pager Company. The company supplying your paging services as
defined in Supplier Maintenance (2.3.1).

Telephone. Output-only field of pager company’s phone number as
defined in Supplier Maintenance (2.3.1).

Before Phone Number. Parameters to pass to the dialing program
before the phone number string. An example for UNIX systems using
the cu program:

-s 9600 -1 ttylA

Pager Number. The pager number to use in Call Maintenance if the
Pager field of Engineer Maintenance is blank.

After Phone Number. Parameter string to pass to the operating system
after the pager phone number. Some dialing programs require an
escape sequence after the phone number to hang up the line or reset
the modem.

Append Call. Not used.
Waiting for Page Status. Not used.

Paged Status. Not used. The value written to the Paging History file
signifying that an engineer has been paged.

Program. Path and program name for the communications
application. For UNIX systems using the cu program:

/usr/bin/cu

M QAD
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Parameter. Parameters that follow the Program field, if you need
more space than is available in the Before Phone Number field.

IQAD
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CHAPTER 24

User Exits

You can make customizations to Service/Support Management
programs directly to MFG/PRO eB source code, if thisis available, or
through user exit points that the system supports. The advantage of the
user exit method discussed in this chapter isthat it reduces maintenance
costs for customization. Further, when you use exit points to call
custom programs rather than modifying source code, you can upgrade
your system more simply.

Introduction 744
Setting Up User Exits = 744
PROGRESS Programming Rules 745

List of User Exits 746
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Fig. 24.1

Custom Program
Entry Point
Validation (11.25.3)

M QAD

Introduction

MFG/PROe€B is an extensive system that addresses a range of customer
needs and requirements. Even with the broad functionality in Service/
Support Management (SSM), users with unique requirements may need
to customize one or more standard functions.

In the SSM module, you can initiate callsto your own custom subroutines
from many functions. When these subroutines are invoked, the system
passes them one or more parameters, reflecting the PROGRESS record
identifiers for the records currently maintained by the calling routine.
Design the custom subroutines invoked from user exitsto accept the
specific parameters in the designated order.

Setting Up User Exits

Use the following programs on the SSM Utilities menu (11.25) to set up
user exits and specify the programsto be called:

» Use Custom Program Insertion Maintenance (11.25.1) to specify the
program to be called at a particular exit.

» Use Custom Program Insertion Browse (11.25.2) to view the exits
that have been activated.

 Use Custom Program Entry Point Validation (11.25.3) to define the
exitsthat can beused in 11.25.1.

 Use Custom Program Entry Point Browse (11.25.4) to view the exits
setupin 11.25.3.

Custom Program Entry Point Validation

Use Custom Program Entry Point Validation (11.25.3) to define the exits
that can be used in Custom Program Insertion Maintenance (11.25.1).

Cust Prog Entry Point Validation
UserMenu Edit Queue Options Help

Program Seq Description

tscamt_p 10 |initial creation of a cd
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To set up an exit, specify the program name where the exit isfound and its
sequence number. Enter a description in the Description field. Table 24.1
lists programs and sequence numbers that you can use.

Custom Program Insertion Maintenance

To use a custom subroutine, you specify its program name and the
appropriate exit point using Custom Program Insertion Maintenance

(11.25.1).
R Fig. 24.2
= Custom Program Insertion Maint Hu
User Menu Edit Queue Options Help Cugo_rn Hogran
= JEE Insertion Maint
Program Seq Program to Execute (11251)

fecamt.p 10 |fscustp

+ -
Adding new record.

\F1:Help F2=Go ESC=End F5=Delete Cul-X/C/¥=Cul-Copy-Paste

Program. Enter the menu-level name of an SSM program with user
exits.

Seq . Enter the sequence number identifying which exit in Program
you want to use.

Program to Execute. Enter the name of the custom routine you want
to invoke at this user exit.

PROGRESS Programming Rules

You must write all custom programs to accept one or more parameters.
Table 24.1 describes these parameters.

Custom programs are executed within the flow of the standard programs.
If your program displays any frames to the user, make sure that the way
they are displayed does not interfere with the standard functions. Two
important rulesto follow are:

» Any frames displayed should be overlay frames.
» Do not use the “Hide All” command.

IQAD
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When batch processing occurs, a custom program should not solicit input
from the user. The only interface should be messages. This rule appliesto

three of the user exitsin Call Activity Recording that occur during
inventory processing. These exits are numbered 50, 55, and 60.

Also, for the custom program to be found, make sure it residesin an
appropriate directory in your propath. The system looks for the program
in adirectory that matches the first two characters of the program name.
For example, place aprogram named f scustom p inthe.../fs

directory.

List of User Exits

Table 24.1 lists the user exit points, a description of when each is
activated, and the input parametersin their required order.

Table 24.1
User Exits Program Seq | Comments Input Parameters
Installed Base |10 Immediately after anew isb_mstris | recid (isb_mstr)
Item created.
Mantenance 50 [ mmediately after anisb_mstris | end user id
(fsisbmt.p) deleted. part
serial
ref
30 Immediately after the user changes | recid (isb_mstr)
the item’s serial number. old serial number
Installed Item |10 Immediately before the end user| recid (isb_mstr)
Move number is changed on the parent new end user number.
(fsisbmv.p) level isb_mstr.
20 Immediately before the end user| recid (isb_mstr)
number is changed on a lower leyelew end user number
component isb_mstr.

M QAD
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Program

Comments

Input Parameters

Cal
Maintenance
(fscamt.p)

10

Before the cursor entersthe call ID
field, fscamtm.p loads variable
canewrun with the program name
to execute. This program is then
executed by fscamtm.p when anew
call isbeing created just after the
work code, model, service group
pop-up displays to establish call
defaullts.

recid (ca_mstr)

20

Before the cursor entersthe call ID
field, fscamtm.p loads shared
variable carun with the program
name to execute. This programis
then executed by fscamta.p before
the user keysin name, phone, etc.
in the call header lower frame.

recid (ca_mstr)

Thisuser exit is called right before
calling fscammt.p to handle call
comments.

recid (ca_mstr)

55

The program is called after the
Item Service Structure pop-up if
ca_assign has changed.

recid (ca_mstr)

60

After the Item Service Structure
pop-up, if ca_status has changed
(fscamtal).

recid (ca_mstr)

70

After the Item Service Structure
pop-up, if ca_queue has changed
(fscamtc.p).

recid (ca_mstr)

80

After the user selectsor entersa
new call line number, routine
fsitmemt.p callsthis exit before
displaying an existing line item or
creating anew one.

recid (itm_det)

Logical (newitem)
indicating whether lineis
newly created.

Table 24.1 —User Exits — (Page 2 of 8)
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Program

Seq

Comments

Input Parameters

Cal
Maintenance
(fscamt.p)

85

When a user is editing acall line
item and sets Fault Codes to Yes,
fsitmemt.p callsthis exit right after
the fault code frame displays.

This exit requires three input
parameters, but the middle oneis
only aplace holder; itisnot usedin
Call Maintenance.

recid (ca_mstr)

recid (wo_mstr). Not used
in Call Maintenance.

recid (itm_det)

90

Called right after all call data has
been entered and before calling
fscamtb.p to print acall.

recid (ca_mstr)

100

If the call is being closed, after
close processing is complete
(fscamtal). Note that this exit
appliesto all programs where calls
are closed: fscarmt.p, fscamt.p,
fsquemg.p, and fsegtmt.p.

recid (ca_mstr)

Call Queue
Manager
(fscamt.p)

100

If you close the call at the end of
the update transaction
(fsquem1b.p).

recid (ca_mstr)

Service
Request
Maintenance
(fssrmt.p)

10

Executed with the creation of a
new SR.

recid (srr_mstr)

20

Executed when the val ue of
srr_status has been modified.

recid (srr_mstr)

30

Executed when the vaue of
srr_assign has been modified.

recid (srr_mstr)

40

Executed when the value of
srr_que has been modified.

recid (srr_mstr)

0

Executed when the val ue of
srr_statusis set to the closed status
defined in the SR Control File
(svc_srr_close).

recid (srr_mstr)

M QAD
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Program Seq | Comments Input Parameters
Contract 10 The name of aprogram to runfor | recid (sa_mstr)
Maintenance the contract header is loaded into
(fssamt.p) the sarun variable by fssamtm.p.
This program is executed between
header comments and the first line
item.
20 The name of aprogramtorunfor |recid (sa_mstr)
contract linesisloaded into the recid (sad_det)
sadrun shared variable by
fssamtm.p. This program is
executed in fssama0l.p
immediately before lineitem
comments may be entered and in
fssamtt.p immediately after the
comments are entered.
RMA 10 Executed by sosomtla.p recid (so_mstr)
Maintenance immediately before header recid (rma_mstr)
(fsrmamt.p) comments may be entered.
20 Executed for RMA issuelines. The | recid (so_mstr)
name of the programtorunis recid (sod_det)
loaded into variable soli nerun by (sosomtla.p does not pick
sosomta_tp, and executed right up rma._mstr or rmd_det)
before line comments by
sosomtla.p.
30 Executed for RMA receipt lines. recid (so_mstr)
The program to runisloaded into | recid (sod_det)
variable sollne_r un by sosomtap, (sosomtlap does not pick
and executed right before line up rma_mstr or rmd_det)
comments by sosomtla.p. Also
loaded and executed by fsrmar02.p
after the linked receipt line.
100 | Executed by fsrmamtu.p right recid (so_mstr)
before the “Display RMA Lines” |recid (rma_mstr)
message.
110 | Right after exit 100. recid (so_mstr)

recid (rma_mstr)

Table 24.1 —User Exits — (Page 4 of 8)
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Program Seq | Comments Input Parameters
Sales Order 10 Executed by sosomtla.p recid (so_mstr)
Maintenance immediately before header

(sosomt.p) comments can be entered.

20 The name of aprogram to runis recid (so_mstr)
loaded into variable solinerun by | recid (sod_det)
sosomta.p, and executed right
before line comments by
sosomtla.p.

Call Activity 10 Thisexitiscalled by fscarmtm.p | recid (ca_mstr)
Recording right after header comments, before
(fscarmt.p) and thelineitems.
f/la],l ?UOte 15 After the user selectsor entersa recid (itm_det)
aintenance ; ;
new call line number, routine . .
(fscamt.p) fscarmta.p callsthis exit after Loglcal (newitem) P
S ap thisexit ar indicating whether lineis
dlsplf’:tylng an exigting line item or newly created
creating a new one.

50 Called by fscarmk1l.pwhentheSB | recid (wo_mstr)
guantity of a component item is recid (itm_det)
increased. No input should be recid (wod_det)
solicited from the user. recid (ish_mstr) (of the

component item)

55 Called by fscarmk1.p when anew |recid (wo_mstr)
component is added to the ISB. No | recid (itm_det)
input should be solicited from the | recid (wod_det)
user.

60 Called by fscarmk2.p when a recid (wo_mstr)

component item is deleted or has
its ISB quantity reduced. No input
should be solicited from the user.

recid (itm_det)

recid (wod_det)
Percentage of theISB item
that has been deleted

(The delete percentageis
defined like the field

tr_gty_chg.)

Table 24.1 —User Exits — (Page 5 of 8)




Program Seq | Comments Input Parameters
Call Invoice 10 Executed by fscaimtm.p after the | recid (ca_mstr)
Recording last header frame, before the billing

(fscaimt.p) summary displays.

20 Executed by fscaimtj.p, which recid (ca_mstr)
creates the so_mstr, after tax recid (so_mstr)
processing compl etes.

30 Program fscaimte.p, which creates | recid (ca_mstr)
theinvoice, loads this exit program | recid (so_mstr) (? if none)
name into variable carun, then recid (itm_det)
executes it after creating or recid (sod_det) (?if none)
updating the first sod_det (from recid (wo_mstr)
the first invoiceable report) for the
itm_det.

50 Executed by fscaimtf.p, which does | recid (ca_mstr)
line maintenance, right before recid (so_mstr)
starting the labor/parts subroutines | recid (itm_det)
for theline. recid (sod_det)

Materia Order |10 Executed immediately before MO | recid (so_mstr)

Maintenance header comments by fseomt.p.

(fseomt.p) 20 Program fseomta.p (MO Line recid (so_mstr)
Items) loads variable solinerun recid (sod_det)
with the name of this exit program,
then fseomtla.p executes that
program just before line item
comments are maintained.

Service 10 Executed by fssalmt.p after recid (sal_mstr)

Contract Limits maintaining limits on a service

(fssalmt.p) contract or service contract lines.

20 Executed by fssalmt.p after recid (sal_mstr)
maintaining warranty limits of
ish_mstr type. (Thisfeature has not
been implemented yet.)

30 Executed by fssalmt.p after recid (sal_mstr)
maintaining limits on contract
or warranty types.

ServiceWork | 10 Executed by fswemtm.p at theend | recid (wc_mstr)

Center of work center maintenance.

Maintenance

(fswemt.p)

Table 24.1 —User Exits — (Page 6 of 8)
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Program Seq | Comments Input Parameters
Service 10 Executed by fsopmmt.p right recid (opm_mstr)
Standard Op before comments are entered.

Maintenance

(fsopmmt.p)

Work Code 10 Executed by fsfwkmt.p at theend | recid (fwk_mstr)
Maintenance of Work Code Maintenance.

(fsfwkmt.p)

Charge Product | 10 Executed by fsfccemt.p at theend | recid (fcc_mstr)
Line of Charge Product Line

Maintenance Maintenance.

(fsfccemt.p)

Revenue 10 Executed by fsfcermt.p at theend | recid (fcc_mstr)
Product Line of Revenue Product Line

Maintenance Maintenance.

(fsfcermt.p)

Default Charge | 10 Executed by fsfcdmt.p at theend of | recid (fcd_mstr)
Code Default Charge Code Maintenance.

Maintenance

(fsfcdmt.p)

Charge Code |10 Executed by fsfcgmt.p at theend of | recid (fcg_mstr)
Maintenance Charge Code Maintenance.

(fsfcgmt.p)

Invoice Sort 10 Executed by fsfismt.p at the end of | recid (fis_mstr)
Maintenance Invoice Sort Maintenance.

(fsfismt.p)

Service 10 Executed by fsfscmt.p at theend of | recid (fsc_mstr)
Category Service Category Maintenance.

Maintenance

(fsfscmt.p)

ServicePrice |10 Executed by fsfpcmt.p at theend of | recid (fpc_mstr)
List Price List Maintenance.

Maintenance

(fsfpcmt.p)

Return Status | 10 Executed by fsfpstmt.p at theend | recid (fpst_mstr)
Maintenance of Return Status Maintenance.

(fsfpstmt.p)

Table 24.1 —User Exits — (Page 7 of 8)




Program Seq | Comments Input Parameters
Contract Copy/ | 10 The name of aprogram to run after | recid (sa_mstr)
Renewal acontract header is created by any
Routines copy/renewal routine. The exit
(fsqosaa.p) fshould be attaghed to program '
sgosaa.p and is executed in batch;
(Refer to no user input should be required.
page 754 for -
additional 20 The name of aprogram to run after | recid (sa_mstr)
details) a contract quote header is created
by any copy/renewal routine. The
exit should be attached to program
fsgosaa.p and is executed in batch;
no user input should be required.
30 The name of aprogramto run after |recid (sa_det)
acontract lineis created by any
copy/renewal routine. The exit
should be attached to program
fsgosaa.p and is executed in batch;
no user input should be required.
40 The name of aprogram to run after | recid (sad_det)
acontract quote line is created by
any copy/renewal routine. The exit
should be attached to program
fsgosaa.p and is executed in batch;
no user input should be required.
Genera 10 Executed after comments are recid (cmt_det)
Comments defaulted, but before they are Logical indicating
(gpcmmt01.p) displayed for editing. Used in most whether comments are
places where comments are edited. newly created
Service 10 Executed after comments are recid (cmt_det)
Comments defaulted, but before they are Logical indicating
(fscammt.p) displayed for editing. Used in whether comments are
service routines where comments newly created

are edited that include a date/time
stamp.

Table 24.1 —User Exits — (Page 8 of 8)
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User Exits for Contract Copy/Renewal Routines

Most user exits are defined for a menu-level program. The exception to
thisisthe family of six programs used to copy and renew service
contracts and contract quotes, which are all very similar internally. This
program family includes the following options:

« Contract Quote Release to Contract (11.5.1.5)
Contract Quote Copy from Quote (11.5.1.6)
Contract Quote Copy from Contract (11.5.1.7)
Contract Copy to Contract (11.5.13.6)

» Renew Single Contract (11.5.13.8)

» Renew Process/Report (11.5.13.10)

Rather than creating separate user exitsfor each menu-level program, four
generic exits can be set up to take affect whenever a contract or contract
guote header or lineis created. Thisis done by attaching the exits to
program fsqosaa.p, rather than the menu-level program name. This
approach means, for example, that the same user program is called
whenever anew contract line is created, regardless of the particular
program that initiated the update.

Note Enter fsgosaa.p in the Program field of Custom Program Entry
Point Validation.

The user exitsfor contract copy/renewal programs al execute in the
background. You should make sure that the program you call does not
reguire any user input.
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accounts
inventory 506
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sales 506
accrual
RMA issuelines 654
action status
contract 270
MO 584
RMA 660
additional charges (contract) 245
amount type 245
pricelists 203
allocations
Call Activity Recording 418, 460
Cdl Quote Maintenance 383
EMT MO items 573
material orders 582, 586, 594

return material authorization (RMA) 640

RMA Maintenance 640
amount type 201, 213, 245
archive/delete

cals 375

contracts 278

field notifications 71

service requests 568
area 553-557

defining 556

deleting 556

end user 28

engineer 527

holidays 557

location 555

points 539

site 555

structure 557

type 556
AreaHoliday Maintenance 557
Area Maintenance 28, 556
Area Structure Maintenance 557
arrears (billing in) 259, 282
as-built configurations 38
At Supplier Site 687
auto renew contracts 259, 276

end user 30
automatic

loading BOM/routing in CAR 402

locations 96
availability

of engineer 352

status 525

B
Back Order Advice 600
backlog



material order report 604
billing

arrears 259, 282

cals 472

contracts 281

return material authorization 658
billing cycles 283
Billing Date Correction 293
Billing Release to Invoice 288
Billing Reversal Maintenance 291
blanket

contract 247, 257
BOM Code Maintenance 624
BOM type 303, 621
BOM. See service BOM
booking history

RMAs 641

C
calendar days
in escalations 520
calendars
engineer 549
cal
assigning engineer 346
BOM code 355
calculating next event 333
canceling 376
effectsof 376
requirementsfor 376
closing 372
effectsof 372
requirementsfor 373
completing 369
requirements for 370, 371
coverage 332
creating end user from 33, 342
currency 331
default call servicetype 323
defaults 317
category 320
pop-up in Call Maintenance 344
effect of recording activity 329
end user message 27
engineer scheduling 351
estimated length 349
from unknown users 324
hours of coverage 333
installation 45
installed base 367
installed base update 63
moving to history 375

INDEX

next status 314
next status date/time 347
paging engineer 356
PM 366
PM scheduled 302
pricelist 204
servicetype 185
priority 346
end user 26
user preferences 117
priority of defaults 322
putting on hold 377
queue
user preferences 116
queue codes 315
recording activity. See Call Activity Recording
routing 355
scheduling engineer 351
service request linked to 560
severity 345
site 354
status 312
time zones effect 139
travel distance 350
type codes 315
Update ISB 359
work code 68, 345, 367

Call Activity Recording

Close on Recording field 421
currency 399
exchanges 429
frames
Call Line Status frame 466
Cadl Status Frame 468
Coverage 450
Exchange Rate 440
header 437
Installed Base Detail 447
Item Dates pop-up 467
Item Detail 443
Item Usage Detail 459
Labor/Expenses 452
Labor/Expenses Detail 455
Material Order Selection 452
Multi-ltem Return Detail 465
output device 466
Returned Items Detail 463
WIP product line pop-up 449
installed base update 63, 431
inventory issues 416, 418
Invoice from Recording field 422
invoice generation 424
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limits consumption 414 Call Queue Maintenance 316
loading material orders 606 Call Queue Manager 362
MO consumption 404 display order 363
product lines 413, 504 editing calls 363
purchase orders requirement 401 time zones 146
reports 419 Call Quote Maintenance 387
returns 429 Contracts pop-up 388
sites/locations 415 Item Selection frame 392
status changes 421 Quote Defaults pop-up 388
time zones 145 Quote Header 389
variances 504 Call Quote Release to Recording 384
work orders 503 cal quotes
Call Default Maintenance 320 defaultsfor 383
Call Engineer Schedule Maintenance frame 142 expiration of 386
Call Escaation Control File 716 lifecycle 381
Call Generator 365, 367 limits application 382
field notification 69 moving to history 386
time zones 147 overview 380
Call Invoice Recording 472 printing 385
frames 478 relationship to CAR 380
Billing Summary 482 releasing 384
header 478, 487 calculating coverage 384
Issue Detail 497 errorsduring 385
Item Detail 489 time zones 147
Item Totals 496 call setup 309
Items Repaired 489 call defaults 317
Labor/Expense Detail 494 call queue codes 315
Labor/Expense Totals 493 call status codes 312
trailer 500 control file settings 323
trailer summary 489 default call servicetype 323
invoice detail 473 Itemsin Installed Base field 323
invoice sort 88 type codes 315
modifying invoices 475 Call Status Code Maintenance 314
taxes 226 call status codes
Call Maintenance 337 Call Management Control File 313
Availability frame 351, 536 cancel status 314
Availability frame (with time zones) 142 closed status 314
Call Defaults pop-up 344 complete status 313
Call Engineer Schedule Maintenance frame 353 hold status 313
Call Info frame 345 open status 313
Call Item frame 358 Call Structure Window
Call Update frame 356 user preferences 117
Coverage Information frame 360 Call Time Window 349
End User frame 342 user preferences 116
End User Selection frame 341 Call Type Maintenance 315
Item Service Structure Detail frame 354 Call/Quote History Delete/Archive 375, 386, 387
Override Scheduling Options pop-up 141, 350 Cash Flow Report (contract) 294
Travel and Estimated Time frame 349 category
User Selection frame 338 call default 320
Call Management Control File 705 service 89
return statuses 100 charge code 585
System Level on Calls 41, 44, 55, 340 billable 105
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Call Activity Recording 407

contract 103

covered 103

default 112

default billable 114

default contract 113

default covered 113

default fixed billable 114

default warranty 113

definition 101

fixed price billable 104

giveaway 105

limits 181

project mandatory 104

usesof 102

warranty 103
Charge Code Maintenance 102
charge product line

definition 105

in Call Activity Recording 505

search order 111
Charge Product Line Maintenance 105, 107
charge types 647
charges (additional) 245
Close on Recording 421
Closed Call Moveto History 375
compliance

return to supplier (RTS) effect 689
Compliance Control File

return to suppliers (RTS) 689, 691
confirming

material orders 593
consume forecast

materia orders 586
contacts

end user 31
Contract Additional Charges 245
Contract Cash Flow Report 294
Contract Control File 718

Contract Limitsfield 232

Renew Limits From field 237

Start from Warranty 249

Start from Warranty field 249
Contract Copy to Contract 271
Contract Deferred Income Report 294
Contract Invoice Reprint 290
Contract Limitsfield 166, 232
Contract Maintenance 254
Contract Quote Maintenance 278
Contract Quote Release to Contract 279
contract quotes 278
Contract Type Maintenance 162, 183

INDEX

contracts 229-279

action status 270
additional charges 245
auto renew 30, 259, 276
bill arrears 259
billing 281
correcting 290
cycles 283
inarrears 282, 286
period based 284
prorating partial periods 284
releasing to invoice 287
service sales order 286
blanket 247, 257
changing limits 235
changing service type 236
copying 271
copying effective dates 174
copying limits 233
creating 253
credit hold 244
currency 243
default RMA 647
definition 230
delete/archive 278
end user 255
invoices
correcting posted 292
correcting unposted 291
generating 287
reprinting 289
life cycle 230
limit effective dates 233
master 255
overlap with warranty 249
pricelists 202
renewa 272
limit effective dates 175
single 275
time zone effect 149
type 160

control file

Call Escalation 716

Call Management 705
Contract 718

End User 731

Engineer Schedule 736
Paging 740

RMA/RTS 726

Service Management 700
Service Request 718

copying
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contracts 271
limits 233
service BOMs 632
service pricelists 215
serviceroutings 632
coverage
for cals 332
for RMAs 642
hours 165
coverage limits. See limits
Create |SB field
end user 29
End User Control File 32, 42
credit hold
contract 244
material order 332, 581
return material authorization (RMA) 660
Credit Hold Option field
call quotes 385
cals 332
contracts 244
materia orders 581
RMAs 660
Service Management Control File 703
credit pricelist 636, 642, 643
servicetype 185
currency
cal 331
Call Activity Recording 399
contract 243
pricelist 200
service pricelist 200, 212
Custom Program Entry Point Validation 744
Custom Program Insertion Maintenance 745
Customer Maintenance 25
Time Zonefield 138
Customer Ship-to Maintenance
end users 25
cycle codes
contract billing 283

D
Database Time Zonefield
Service Management Control File 125, 704
date
call open 336
daylight savingstime 135
default
cal 317
call precedence order 322
cal quote 383
charge codes 112
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escalation 512

locations 93

return statuses 100

service types 161

sites 93
Default Charge Code Maintenance 112
Default Site Maintenance 96
default sites

repair 97

return 96

scrap 97

search algorithm 94

spares 97

use of 94
Deferred Income Report (contract) 294
delete/archive

cal 375

contracts 278

field notifications 71

service requests 568
detail alocations

material orders 587, 594

RMA 640
direct alocation of EMT MOs 575
discount amount type 201, 213
Display Time Zone pop-up 143
duration

servicetype 184

E
ECOs
tracking with service requests 566
effective dates
contract renewa 175
contracts 233
copying to contract 174
service BOMS 625
service limits 174
service pricelists 200
Employee Maintenance 526
EMT Tracking Report 603
EMT. See Enterprise Materia Transfer (EMT)
end user 26
area 28
auto renew contracts 30
Cadl Maintenance 339
contacts 31
contract 255
Create |SB field 29
creating directly 24
creating indirectly 32
creating new in call 33, 342



definition 24
deleting 34
escalation 28
invoice sort 30
message 27
modem phone 26
office open/close 26
primary engineer 28
purchase orders required 29
secondary engineer 28
selectingincal 341
tax data 220
time zone 26, 139
time zone change 130
travel distance 28
travel time 28
travel UM 28
type 26, 113
warranty 195
End User Address Maintenance 24, 139
Time Zonefield 139
End User Control File 42, 731
End User Time Zone Change Utility 130
engineer
area 527
assigning primary 325
assigningto call 325
availability by calls 541
availability by hours 542
cals per day 528
current location 527
field 527
group 527
holidays 531
location 523
oncall 535
pager 528
paging 356, 358
primary 28, 529
secondary 28
site 523
status 528
transactions 544
Engineer Assignment Maintenance 353, 544
Engineer Availability Inquiry 549
Override Scheduling Options pop-up 550
time zone effect 152
Engineer Calendar 549
time zone effect 152
Engineer Detail Schedule Maintenance 533
Engineer Diary 151, 548
time zone effect 151

Engineer Holiday Maintenance 531
Engineer Maintenance 150, 526

INDEX

Engineer Master Schedule Maintenance 531
Engineer Schedule Control File 28, 539, 736

AreaPointsfield 539

Available Pointsfield 539

Display by Calls 540

Limit by Availability 738

Limit by Problem/Skill 738

Limit by Service Area 738

Limit by Time Zone 739

Override Scheduling Options 739

Primary Eng Points 737

Primary Eng Pointsfield 539

Problem Points 738

Problem Pointsfield 540

Range of Hoursto Consider 739

Time Zone Points 738

Time Zone Pointsfield 540
engineer schedules 521-551

Call Maintenance 351

defining master 531

engineer 527

engineer detail 533

example 546

from call 351

oncal 535

rebuild 545

rules 537

time zone effect 149

transactions 544
Engineer Skill Maintenance 529
Engineer Status Maintenance 525
engineers

assigning primary 346
Enterprise Materia Transfer (EMT) 574
escalation 509-520

default 512

enabling 510

end user 28

example 511

user preference 116

using calendar days 520
Escalation Maintenance 516
Escalation Monitor 519

pauseinterval 519

time zones 147
exchange rates

Call Activity Recording (CAR) 400

CAR 440

contract 243

return material authorization (RMA) 666
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return to suppliers (RTS) 693
exchanges 98

Call Activity Recording 429

return status 100

unit of measure 98, 205, 430
expense

cost lists 209

due employees account 502

service account 502
expensed MO 580
expired

call quotes 386
Expired Quote Moveto History 386

F
fault code

call 356

RMA 681
field engineer 527
field notification 65

generating call 69
Field Notification Delete/Archive 71
Field Notification Maintenance 67
field replaceable unit (FRU) 45
fixed prices 446

invoice sort 85

taxesfor 223, 406

work code 83
FRU. Seefield replaceable unit
fsgroup 517
fsskill 346, 529
fstzcon.p 157

G
Generalized Codes Maintenance
service codes 117
generating calls 367
Global Tax Management (GTM)
Service/Support module 223
GMT. See Greenwich Mean Time (GMT)
good
return status 99
Greenwich Mean Time (GMT) 137
groups
engineers 527
service 46

H

history
installed base 37
moving call quoteto 386
moving call to 375
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RMA 641

holidays
area 557
calculating availability for 543
coverage on schedule 532
engineer 531

hours of coverage 165, 333

|
installation
BOM 49
cal 45
routing 49
installed base 19-75
as-built configurations 38
business considerations 21
Call Activity Recording 63, 431
Call Maintenance 63
calsfor items 65
generating callsfor 367
history records 37
Invoice Post report 61
ISB Unit Quantity 40
loading structure 701
location 57, 678
marketing letter 74
memo itemsin 36
moving items 71
owner 57
parent 53, 55
parent-component relationships 57
product structuresin 38
record 20
reference 54
restricting support to 36
restricting to inventory items 36
RMA Maintenance 60
sales order update 58, 59
status 57
time zone effect 148
transaction history in 40
update manually 52
updating in Call Activity Recording 447
warranties 191
Installed Base History field 37
Installed Base Item Maintenance 52
model 54, 448
Installed Base Marketing Letter 74
Installed Configuration Maintenance 57
Installed Item Move 73
Inv Issuefield 695
Inv Receipt field 696



inventory
issues
cal activity recording 416, 418
return material authorizations (RMA) 656
return to supplier (RTS) 689
receiptson RMAs 656
transfer on MO 583
inventory allocations
Call Activity Recording 418
Cdl Quote Maintenance 383
material orders 582, 594
RMA Maintenance 640
Invoice Detail field 86, 480
Invoice From Recording field 422, 472
Invoice Post
cal invoices 477, 488
installed base report 61
Invoice Print
Print Call Invoice Detail 473
Invoice Sort Maintenance 86
invoice sorts 86
Call Invoice Recording 88
definition 83
detail 85
display 84
Display Order field 84, 479
end user 30
fixed prices 85
Invoice Detail field 86
language 85
limitswith 170
service categories 83
service limits 84
Typefield 84, 480
use of 83
Invoiced field 488
invoices
contract billing release to 287
correcting
cal 425
correcting posted contract 292
correcting unposted contract 291
generating from CIR 472
generating in Call Activity Recording 424
modifying in CIR 475
printing call detail 473
reprinting contract 289
RMA 658
ISB History Browse 37
ISB History Delete/Archive 37
ISB History Report 37
ISB Unit Quantity 40, 44

INDEX

isb_owner 57

ish_status 57

ISBPST.prn 61

Itemsin Installed Base field 36, 323, 340, 700
Items Must Exist 36, 323, 340

L
languages

invoice sort labels 85
letters

installed base marketing 74
Limit Allocationsto Avail to Allocate 594, 640
Limit by Availability field

Call Maintenance 350

Engineer Schedule Control File 738
Limit by Problem/Skill field

Call Maintenance 351

Engineer Schedule Control File 738
Limit by Service Areafield

Call Maintenance 350

Engineer Schedule Control File 738
Limit by Time Zonefield

Call Maintenance 141

Engineer Schedule Control File 739
limits

by invoice sort 170

by work code/service category 172

Call Activity Recording 407

call quotes 382

changing on contract 235

charge code 181

contract type 166

copying 233

effective dates 174

list price 180

multiple levels 181

percent of coverage 179

renewing contracts 237

total 178

warranty 192
list price limit 180, 189
Load Available Structure 39, 434, 447
location

area 555

attributes for default 95

automatic 96

default 93

default repair 97

default return 96

default scrap 97

default spare 97

engineer 523
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instaled base 57, 678
return material authorization (RMA) 639

M
markup amount type 201, 214
mass call generator 367
master

contract 255

engineer schedule 531
Material Delivery Note 600
material order 585
Material Order Confirmation 593
Material Order Control File 592
Material Order Maintenance 576, 582
Material Order Shipment Report 605
Material Order Shipments 597
material orders

allocations 582, 586, 594

cal related 577

confirmation of 593

consumptionin CAR 404

engineer 583

expensed 580

for EMT items 574

life cycle 572

loading in CAR 606

quantity returned 611

returns 609

Sales Order Control File settings 594

shipto 584

shipping 595

shipping immediately 585

sites/locations 596

without call 579
memo items 36
messages

end user 27
MO Automatic Allocations 595
MO Direct/Pending Returns 610
MO Manual Allocations 595
MO Pending Return Report 614
MO. See materia orders
model

cal default 320

Installed Base Item Maintenance 54, 448

Service Item Maintenance 45
modem phone 26
moving

call quotesto history 386

calsto history 375

installed items 71
MTZ. See time zones
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Multiple Time Zones field

Service Management Control File 704
Multiple Time Zones Maintenance 135
Multiple Time Zones Startup Utility 128
Multiple Time Zones. See time zones

N
notification
field 65

(0]
office open/close 26
On-Call Maintenance 535
Open Material Order Report 604
over limit charge code 181, 190
overhead
service account 502
overlapping coverage 249
Override Scheduling Optionsfield 152
Engineer Schedule Control File 739
Override Scheduling Options pop-up
Call Maintenance 350
MTZ active 141
Engineer Availability Inquiry 550
ownership 57

P
page engineer 356, 358
pager 528
Paging Control File 740
parent-component relationships

installed base 57
Pending Invoice Maintenance 290, 637, 659
pending return 99
percent of coverage 179
PM. See preventive maintenance (PM)
PO/RTS/RMA Credit Pricing Menu 198
points

area 539

available 539

primary 539

problem 540

time zone 540
preferences

user 115
preventive maintenance (PM)

bill of material 49

cals 366

days between 46

routing 49

scheduling 297-306

changing 301



creating calls 302
date calculation 301

price amount type 201, 214
Price List Maintenance (1.10.1.1)

return material authorizations (RMA) 652
pricelists 199

amount type 201, 213

cal 204

Call Activity Recording 437

contract 202

currency 200

effective dates 200

expense cost 209

field validations 210

product line 205

repair 204

RMA 643

service group 205

servicetype 164

type C 202

type E 209

typeR 204

unit of measure 201

work code 205
pricing 199

fixed 446

PO/RTSIRMA Credit 198

RMA issuelines 651

SO/SQ 198
Pricing Control File

return material authorization (RMA) effect 655
Primary Eng Pointsfield 28, 539, 737
primary engineer 28, 529
priority

bumping with escalations 514

call 346

end user 26

servicetype 186
problem/skill

cal 346

engineer 529

limit by 738

SR 565
Product Line Maintenance

service accounts 501
product lines

Call Activity Recording 413, 504

charge 105, 505

revenue 109, 506

RMA 643

search algorithm 506

servicetype 163, 183

INDEX

Use Item Prod Line 106
product structure. See service BOM
Prorate Partial Periods 284
pt_svc_group 46, 320, 321
pt_svc_type 46
pt_sys type 44, 55
purchase orders

requiring 29

requiring in CAR 401

Q
gueue manager
cals 316, 362
servicerequest 567
user preference setting 116
queues
cal 315
call quote 390
servicerequest 563
guotes
call (Seealso call quotes) 380
contract 278

R
Range of Hoursto Consider field

Call Maintenance 142

Engineer Schedule Control File 739
Ready to Invoice field 488
Rebuild Engineer Schedules 545
receipts

itemson RMA 656
recording call activity. See Call Activity Recording
reference numbers

installed base 54
reg_type 556
releasing

cal quoteto call 384

calculating coverage 384
errorsduring 385

RMA to work order 661
Renew Limits From field 237, 271
Renew Single Contract 275
renewing contracts 272

automatic 276

coverage limits 237

single 275
repair

BOM 48

pricelists 204

routing 48

site/location 97

supplier 49
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repairable
return status effect 99
Repairable field
Service Item Maintenance 46
reportsin Call Activity Recording 419
status 419
repricing
RMA issuelines 654
request for service. See service requests
requiring purchase orders 29
response time
servicetype 184
restocking charge
servicetype 185

return material authorization (RMA) 635-684

charge types 647

coverage for 642

credit pricelist 643

issues 656

lifecycle 637

linking issues/receipts 657

locations 639

pricing issue lines 651

pricing receipt lines 650

receipts 656

releasing to work order 661

Sales Order Control File settings 641
return site

definition 96
return status 97

default 100

exchange 100

good 99, 100

MO Direct/Pending Returns 611

pending 101

scrap 99, 100
Return Status Maintenance 100
return to supplier (RTS) 685-697

compliance 691

issuing inventory 689

receipts 690

tracking inventory 687
returns

Call Activity Recording 429, 609

exchanges 98

material orders 609

pending 99

quantity 611

service account 502

standard 98

updating ISB in CAR 434
revenue product line
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definition 109
in Call Invoice Recording 506
search order 111
Revenue Product Line Maintenance 109, 110
RMA Maintenance 656, 662
installed base updates 60
RMA Release to Work Order 623, 661
RMA.. See return materia authorization (RMA)
RMA/RTS Control File 638, 726
Display Service Contractsfield 646
routing. See service routing
RTS Maintenance 637, 691
RTS. Seereturn to supplier (RTS)
rules-based engineer scheduling 537
example 546

S
sa_sa type 260
Sales Account Maintenance
RMAs 643
Sales Order Auto Credit Approval
return material authorization (RMA) 637, 660
Sales Order Control File
effect on material orders 594
effect on return material authorization (RMA) 641
RMA pricing 655
SO Edit ISB Defaultsfield 43
Sales Order Credit Maintenance
return material authorization (RMA) 660
Sales Order Maintenance 58
installed base update 58, 59
Sales Order Price Inquiry
return material authorization (RMA) 654
Sales Order Pricing Report
return material authorization (RMA) 654
Sales Order Repricing
return material authorization (RMA) 654
sap_bom_type 303
schedules. See engineer schedules
scrap
return status 99
site 97
secondary engineer 28
server time zone
changing 133
setting 129
Server Time Zone Change Utility 133
Server Time Zonefield
Service Management Control File 125, 704
startup utility 129
service accounts
expenses due 502



returns 502

service expense 502

service labor 502

service overhead 502
service area. See area
service BOM 618

attaching to item 621

auto-loading in CAR 402

BOM type 621

Call Activity Recording 623

call creation 622

cal quotes 623

copying 632

creating 624

installation 49

PM 49

repair 48

RMA Release to Work Order 623
service category

coverage limits 172

definition 89

expenses 91

items 91

labor 91

Service Item Maintenance 46

use of 89
Service Category Maintenance 90

tax dataelements 222
service contract. See contract
service group

cal default 321

pricelist 205

Service Item Maintenance 46
Service Item by Site Maintenance 50
Service Item Maintenance 42

installation BOM 49

installation call 45

installation routing 49

model 45

PM BOM 49

PM days 46

PM routing 49

repair BOM 48

repair routing 48

Repairable field 46

service category 46

service group 46

service structure data 47

supplier warranty 45

System Typefield 702

usage code 46
Service Management Control File 700

INDEX

Database Time Zonefield 704

effect on installed base 35

Installed Base History field 37, 703

Itemsin Installed Base 340

Items Must Exist 340

Multiple Time Zonesfield 704

Ship to Installed Base field 703

System Level 41, 44, 55, 340, 702

time zone settings 124
Service Price List Copy 215
Service Pricing Maintenance 211
service product structure. See service BOM
Service Request Control File 718
Service Request Maintenance 564
Service Request Queue Manager 567
service requests 559-568

delete/archive 568

linking to call 560

queue manager 567

queues 563

setup 562

status codes 562

use of 560
servicerouting 618

attaching to item 621

auto-loading in CAR 402

Call Activity Recording 623

call creation 622

call quotes 623

copying 632

installation 49

PM 49

repair 48
Service Routing Copy 632
Service Routing Maintenance 626
Service Std Operation Maint 630
Service Structure Copy 633
service structure data

Service Item Maintenance 47
Service Structure Maintenance 624
service structure. See service BOM
service type

Call Activity Recording 407

cal pricelist 185

contract 236

contract price list 184

credit pricelist 185

default 161

default call 323

definition 160

duration 184

hours of coverage 165
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levels of coverage 166

limits 166

overview 160

pricelists 164

priority 186

product line 163, 183

responsetime 184

restock % 185

ship beforereturn 185
Service Work Center Maintenance 629
Service/Support Setup menu 77
Service/Support User Preferences 115, 154
setting up

servicecalls 309

Service/Support Management 77
Ship Immediately field 585
shipments

Material Order Shipment Report 605

Open material order report 604
shipping

lead time 664

material orders 595
sites

area 555

Call Activity Recording 415

cal line 354

default 93

engineer 523, 596

material order 596

repair 97

return 96

scrap 97

service item valuesfor 50

spare 97
skill codes 529
SO Edit ISB Defaults 43
SO/SQ/RMA Issues Pricing Menu 198
spares site

definition 97
SR Queue Maintenance 563
SR Status Code Maintenance 562
sir_problem 565
sir_severity 565
sir_type 564
standard operations

defining service 630

servicerouting 627
status

availability codes 525

cal 312

cal line 421

changesin Call Activity Recording 421
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engineer 528
installed base 57
reportsin Call Activity Recording 419
return 97, 429
servicerequest 562
suppliers
warranty 45
swapping itemsin CAR 430
System Level field 44, 55
Call Maintenance effect 340
installed base effect 41
System Level on Calls 41, 44, 55, 340
system type 44, 55

-
taxes
Call Invoice Recording 226
end user data 220
fixed price 223, 406
service/support management 220
Temporary Customer 324
Time Zone field
Customer Maintenance 138
End User Address Maintenance 139
Engineer Maintenance 150
Time Zone Points
Engineer Schedule Control File 738
time zones
activating MTZ 125
Call Activity Recording 145
call generator 147
Call Maintenance 139
call management 332
Call Queue Manager 146
conversions required 126
creating 135
customer 138
Database Time Zonefield 125
display time zone pop-up 143
end user 27, 139
end user (change) 130
engineer scheduling 149, 522
Escalation Monitor 147
installed base 148
introduction 122
limit by 141
limiting by 739
loading default data 126
loading sample 129
range of hoursto consider 142
scheduling options 141
scheduling points 540



start up utility 126
total limit
service types 178
transaction history 40
transactions
consuming an MO 608
travel
distance
Cadl Maintenance 350
end user 28
time
end user 28
unit of measure
end user 28
type
amount 201, 213
area 556
BOM 303, 621
C pricelists 202
call 315
E pricelists 209
EMT shipment 574, 589
end user 26, 113
invoice sort 480
invoice sorts 84
R pricelists 204
schedule 532, 534
system 44, 55

u
unit of measure
exchange 205
fixed price 205
pricelist 201
travel 28
usage code 46
Use Item Prod Line field
charge product lines 106
return material authorization (RMA) 643
revenue product line 491
Service Management Control File 702

INDEX

WIP product line 504

user exits 743-754

user preferences 115
cal priority 117
cal queue 116
Call Structure Window 117
Call Time Window 116
escalation default 116
queue manager 116
quote queue 116

\%
variance
in Call Activity Recording 504

w
warranties

definition 160

end user type 195

overlap with contract 249

supplier 45

types 190

Service Item Maintenance 44

Warranty Type Maintenance 194
WIP product line 449
work centers

service 626

service/support management 629
Work Code Maintenance 82
work codes

call default 320

coverage limits 172

definition 80

fixed prices 83

pricelist 205

usesof 81
Work Order Cost Report 505
Work Order WIP Cost Report 505
work orders

Call Activity Recording 503
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