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What Is in This Guide?

This guide consists of two volumes, which cover features of the
MFG/PRO Version 9.0 Service/Support Management (SSM) module.

Each chapter documents akey service topic. Chapters are ordered based
on how you would implement SSM in MFG/PRO. Setup issues are
discussed first, followed by service relationships (contracts and
warranties), calls and call related issues, and finaly topics related to
managing item repairs.

Other 9.0 Documentation

« For an overview of new features and software updates, see the 9.0
Release Bulletin.

 For software installation instructions, refer to the 9.0 Installation
Guides.

« For instructions on navigating the MFG/PRO environment, refer to
the 9.0 User Interface Guide.

« For information on using MFG/PRO, refer to the 9.0 User Guides.

» For technical details, refer to the 9.0 File Relationships and 9.0
Database Definitions.

 To review MFG/PRO program screens, refer to the Screen Book,
Volumes 1-3

» To view documents online in PDF format, see the 9.0 Documents on
CD.

Online Help

MFG/PRO has an extensive online help system. Help is available for
most fields found on a screen. Procedure help is available for most
programs that update the database. Most inquiries, reports, and browses
do not have procedure help.

For information on using the help system, refer to the 9.0 User Interface
Guide.
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QAD Web Site

For MFG/PRO users with a QAD Web account, MFG/PRO
documentation is available for viewing or downloading at:

http://support.gad.com/documentation/

To obtain a QAD Web account, go to:
http://support.qad.com/

The QAD Web site also has information about training classes and other
services that can help you learn about MFG/PRO.

Conventions

MFG/PRO 9.0isavailablein severadl interfaces; Windows, character, Web
browser, and an interface for object-oriented programs. To standardize
presentation, the documentation uses the following conventions:

» MFG/PRO screen captures reflect the Windows interface.

 References to keyboard commands are generic. For example, choose
Go refersto F2 in the Windows interface and to F1 in the character
interface. The following tables identify the keyboard commands for
the Windows and character interfaces.

FIQAD
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Windows Keyboard Commands

Navigation Keyboard

Commands Entry Description

Go F2 Movesto next frame.

End Esc Exits aframe, program, or menu.

Previous FOor UpArrow  Retrieves previous record in a key data
field.

Next F10 or Down Retrieves next record in akey datafield.

Arrow

Enter Enter Moves to next field within aframe.

Tab Tab Movesto next field within aframe.

Back Tab Shift+Tab Moves back one field within aframe.

Exit Alt+X Closes a program.

Run Ctrl+R Starts a program by name.

Save (object) F12 In akey frame, movesto dataentry; in
data entry, saves and returnsto key
frame.

Print (object) Ctrl+P Prints browse or maintenance
information.

Help Keyboard

Commands Entry Description

Field Help F1 Opens help on current field.

Procedure Help Shift+F1 Opens help on current program.

Browse Alt+F1 Displays choice of records.

Look-Up Browse Alt+F2 Displays choice of records.

About Ctrl+F1 Displays the program name.

Browse Options F7 Opens the browse options window.

Browse Options Toggle ~ Alt+F Turns the browse options on and off.

Browse Graph Shift+F11 Opens the browse graphing window.

Field Name Ctrl+F Displays the field name.
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Edit Keyboard

Commands Entry Description

Delete Record F5 Deletes an open record.

Cut Ctrl+X Cuts afield or selection to clipboard.
Copy Ctrl+C Copies afield or selection to clipboard.
Paste Ctrl+V Pastes data from the clipboard.

Character Keyboard Commands

Navigation Keyboard Control Key

Commands Entry Entry Description

Go F1 Ctrl+X Moves to next frame.

End F4 Ctrl+E Exits aframe, program, or menu.

User Menu F6 Ctrl+P Displays list of user-selected
programs.

Previous F9or Up Arrow Ctrl+K Retrieves previous record in a key
datafield and scrolls up in look-up
browses.

Next F10 or Down Ctrl+J Retrieves next record in a key data

Arrow field and scrolls down in look-up
browses.

Enter Enter Moves to next field within aframe.

Tab Tab Moves to next field within aframe.

Back Tab Shift+Tab Ctrl+U Moves back one field within aframe.

Menu Bar Esc, M
(object)

Save (object) F12

Print (object) Ctrl+P

Accesses the menu bar.

In akey frame, movesto dataentry; in
data entry, saves and returns to key
frame.

Prints browse or maintenance
information.

IQAD
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Help Keyboard Control Key

Commands Entry Entry Description

Field Help F2 Ctrl+W Opens help on current field.

ProcedureHelp F2 Ctrl+W Opens help on current program.

Look-Up F2 Ctrl+W Displays choice of records.

Browse

Browse F7 Opens the browse options window.

Options

Browse Alt+F Turns the browse options on and off.

Options Toggle

Field Name Ctrl+F Ctrl+F Displays the field name.

Edit Keyboard Control Key

Commands  Entry Entry Description

Insert F3 Ctrl+T Enables text insertion.

Delete Record F5 Ctrl+D Deletes an open record.

Recall F7 Ctrl+R Recallslast saved valuein afield.

(standard)

Cut F8 Clearsafield.

Copy F11 Ctrl+B Copies afield.

Paste F11 Ctrl+B Inserts value that you copied.

MultipleCopy F12 Ctrl+A Copies values from one or morefields

(standard) and pastes them into the same fields of
another record.

Clear Date Shift+? Clearsthe valuein datefields.



CHAPTER 1

Introduction to SSM

This chapter introduces business issues of customer service. The first
part discusses differences between the service and the manufacturing
perspective. The second part introduces business concepts unique to
service environments. Next is an overview of how the Service/Support
M anagement module is organized and how it integrates with other
aspects of MFG/PRO.

What Is Unique About Service? 8
Service: The Competitive Advantage 8
Basic Service Business Concepts 9
Organization of the SSM Module 15

Interactions with Other Modules 17
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What Is Unique About Service?

Serviceis usually the only way, other than product sales, for a
manufacturing company to produce revenue. However, the way service
revenue is produced differs from the way sales revenue is produced.
Many individuals familiar with manufacturing have to adjust their
thinking to see the service perspective.

Differences between sales and service extend through the setup of the
service organization and affect business decisions you make at every
level. In a service environment, classical manufacturing concepts can
mean something entirely different. For example, a service price list
determines the price of servicing an item, not the price of theitem itself.

Another difference that is significant to serviceis an end-user orientation.
End users are often the starting point for service decisions. In the rest of
the manufacturing environment, however, delivering to a user represents
the completion of activity. To accommodate this difference, many people
think about service in reverse to how they think about the rest of
manufacturing.

For example, in the rest of manufacturing and distribution activity, your
software manages shipping to the customer. Thisisthe result of planning,
fabrication, and delivery. Service activity, however, can start with the
shipping of an item back to you. Your software manages the shipment of a
return from the customer.

Even if you manage distribution with similar functions, interface, and
procedures as the servicing of returns, the direction of flow isthe
opposite.

Service: The Competitive Advantage

Companies in manufacturing and supply chain sectors can leverage a
well-managed service and support strategy into long-term competitive
advantages such as the following:

» Service contracts provide ongoing revenue. Probably the most
obvious advantage isthat service contracts provide revenue long after
the original sale.
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« Service builds sales. Manufacturing companies are discovering that
service can drive sales or help penetrate new markets. Personal
computers are a classic example: better service and support were
critical to penetrating larger, less technical markets.

 Service builds markets. Service can help build long-term customer
relationships and long-term customer loyalty. In this way, service
helps build markets, not just sales.

 Service can recoup quality control costs. If quality control brings
service costs down, profits from service contracts increase without
impacting pricing. Thisis especially beneficial in markets where a
considerable time exists between quality improvements and market
recognition of them at alevel that supports aprice increase. Increased
profits from service provide payback during thistime.

- Service can drivetechnology. Those who service aproduct often learn
as much about how it works as those who built it. Proper management
of this service experience through a service request system can drive
new product development. Historically, in sectors such as aerospace,
automotive, and electronics, servicing competitors’ products has been
a key to major innovation and technology transfer.

Basic Service Business Concepts

This section introduces business concerns of service organizations that
may differ from those in the rest of manufacturing. Concepts are
presented in the order they typically occur during implementation. Later
chapters explain the concepts in more detail.

Installed Base

The first business decision in servicavizat you are going to service.

Will you service only what you make or also items manufactured by other
companies? Will you service only items you sell directly or any item you

manufacture, regardless of the distribution channel producing the sale?

A key concept in these decisions is the installed base. An installed base
record matches end users with specific items and can control service
policy. Whether you decide to service only the installed base or some
other mix of items shapes your service business.

IQAD
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Level of Service

Once you decide what to service, you decide how much service to
provide. What level of service are you providing and for which
situations? A level of servicetypicaly is a percentage of either labor,
item, or expense service costs.

Limits of Service

Typically, you explicitly limit service in terms of time and total service
cost. The level of service and its limits represent the level of coverage.
How much is an item covered for, and for how long? Does this coverage
include replacement parts, labor, expenses for on-site visits, shipping?

Defining the level of coverage helps you effectively manage extra
charges, aswell as billing for labor and costs not covered, or partially
covered. Service limits help you distinguish billing for different aspects of
service, such as labor, parts replacement, and service expenses.

Service limits can include time limits, overall cost limits, and limits for
specific items. For example, in MFG/PRO, you can set a maximum

amount of service—all costs up to $1,000—Ilimit coverage for a category
of work—Ilabor up to $1,000—or limit service on specific items—drive
train not included.

Contractual Obligations for Service

You define and control service coverages by an agreement with your
customer. This agreement states explicitly the level of coverage you are
providing and takes the form of a warranty or a service contract.

A warranty typically does not produce revenue and is shorter in duration
than a contract—often measured in days. You usually do not renew a
warranty. Instead you replace it with a service contract.

Service contracts usually produce revenue, work over a longer time—
often months or years—and are often renewable. Both warranties and
service contracts explicitly state the level of service and its limits.

Service activity flows from the obligations in the warranty or service
contract and continually refers back to these agreements when
determining service response and billing.
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Pricing for Service

Service organi zations usually have separate pricing. A manufactured item
needs a price list for service aswell as sale of the item. Organizations
selling service contracts need price lists for contract coverage and for
service activities.

You may also need price lists for returned items you repair or refurbish

and send back to customers. If you give credit for returns, you probably
do not want to offer full price for the used item. A credit price list with

lower prices takes into account the wear or age of the returned item.

Billing for Service Contracts

Since service contracts generate revenue, you need to decide how youare  Tip
going to bill for contract coverage. The primary decision iswhether tobill ~ Billingefter itrk]‘g‘;fft
for service before you do it, or after. There are advantages and arrears.
disadvantages to each approach, depending on the type of service. Also

important is how often you bill, or the billing cycle, which determines

when invoices are generated.

Call Management

Once you define what you are servicing and how much service you are
providing, you need mechanisms for managing that service activity. You
usually manage service and support activity through calls.

A service call may mean a phone call from a customer, a service visit, a
call by afield technician, or any other contact with a customer or potential
customer. A service call is contact that generates a service response, even
a brief response to a customer’s question.

The call labels the service situation, aatl management provides
processes and tools for managing the service contactldsaia call
when you have resolved the customer’s service problem.

IQAD
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Call Activity Recording and Call Invoicing

Calls can reflect a broad range of issues and problems. Part of call
management is tracking the actions taken by an engineer to resolve an
assigned problem. This includes recording the hours and kind of 1abor
performed, any expenses incurred, and any service items consumed or
returned.

This detailed record of activity isthe basis of call billing. Service may be
covered by awarranty or contract, or you may charge for it. Some
organizations offer fixed price service. In this case, you charge asingle,
predetermined price for the service activity, regardless of the actual cost
of time and material. An organization may choose to cover part or all of
the cost of service as a goodwill gesture. These scenarios represent
different ways of charging for service that tie into accounting and
invoicing.

Service Quotes

Many service organizations require a quotation processin selling services
to prospective customers. Quotations state the cost of a service contract or
the cost of service activity generated by acall. A call quote outlines the
labor, expenses, and replacement items required for service or repair
work.

Queue and Escalation Management

Call management uses queues to categorize calls and assign them to
service personnel. In some cases, the system forwards callsif you do not
close them within a certain time. This forwarding is call escalation.

Call escalation tries to ensure that you resolve calls within defined rules.
If acall isnot solved, the system escalates it to amore visible queue, often
managed by more highly skilled service personnel.

Each service organization must set up these queues based on business
requirements. Once a queue structure is established, decide if you need
call escalation. If you do, carefully plan the call escalation sequence.
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Engineer Scheduling

Once you establish queues and escal ation sequences, most service
organizations need a controlled method for assigning service personnel to
calls. MFG/PRO provides powerful engineer scheduling based on a point
system. Your criteriafor assigning pointsis used to recommend engineers
to assign to calls.

Service Inventory

Tracking service inventory can pose specia problems. You may
manufacture some items used in service and aready track them in
inventory. Others you may need to set up.

Service inventory can be complex, including everything from tool kitsto
replacement parts to consumable items such asinks, fillers, reactants, and
lubricants. Storing service inventory in multiple diverse locations—such
as mobile field units, repair centers, service supply depots, workshops for
refurbishing items—adds complexity. You also need to track items you
return toyour suppliers.

SSM has mechanisms for tracking and managing these situations. They
are woven into the call activity recording, service engineer orders, return
material authorization (RMA), and return to supplier (RTS) functions.

Installation Service

Some equipment requires a technical professional to complete the
installation. MFG/PRO addresses this need through the interface between
sales orders and service. You can generate an automatic installation call
when an item requiring installation service is sold.

Preventive Maintenance

While most service activity is in response to a breakdown, a company can
try to prevent failure by offeringreventive maintenance. Preventive
maintenance is servicing an item at regular interveflare it breaks

down, in the hope of preventing failure.

In industries such as aerospace manufacturing, preventive maintenance is
an obvious necessity. In other industries, such as copiers, preventive

IQAD
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maintenance has become standard. Preventive maintenance requires
prescheduling preventive maintenance calls and supplying the personnel
and inventory necessary. MFG/PRO fully supports preventive
maintenance.

Returns and Repairs (Refurbishment)

Many service and support organizations have to process returned items.
Thisrequires a series of business decisions. Do you immediately ship
back anew item and refurbish the return? How do you use the refurbished
return? Do you refurbish the return and then ship it back? Do you offer
loaner items while the returned item is repaired? Do you choose not to
refurbish and ship back only new items? Do you ship areplacement item
to your customer before the return is shipped to you? These decisions
depend on your products and how critical they are to your customer.

Service Requests

MFG/PRO offers service request capahilities. Service requests report
service experienceto the rest of an organization. Typically, service
reguests record engineering changes and other suggestions from the
customer base and from the service organization.

Service experience is then used for product improvement, process
improvement, marketing adjustments, and strategic product decisions. In
this way, service and support provide both revenue and valuable product
experience.
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Organization of the SSM Module

Service/Support Management sets up and manages the interactions
required for supporting, maintaining, or repairing items, whether they are
covered by warranty or service contract. The User Guide is organized
around the primary functions of service and support: setup, warranties
and contracts, cals, and service activity.

Setup

Setting up SSM depends on your implementation decisions. The three
main areas are:

- Installed Base. Whether or not you maintain an installed base and
how much detail you maintain in it impacts service activity.

 Control Codes. You manage the flow of service activity with
combinations of control codes defined prior to using SSM. You tailor
SSM functions with these codes and various control file settings.

 Price Lists. Service price lists determine prices for contracts and call
invoicing.

Warranties and Contracts

Service types and warranties define basic relationships with your
customers. The terms and conditions associated with service types drive
service activity. Limits and levels of coverage determine how much you
charge for service.

Service contracts define a particular relationship with an individual
customer. Theterms and conditions of the contract are based on a contract
type, but you can tailor them for an individual customer. The contract's

life cycle may begin with a quote, move to the contract, involve billing
and invoicing, and continue with contract renewal or delete/archive
functions. Contracts control the automatic scheduling of preventive
maintenance calls.

IQAD



16 MFG/PRO UseER GUIDE — SERVICE/SUPPORT MANAGEMENT

M QAD

Call Tracking

The service organization typically uses calls to manage customer contact
and track service activity. Call management functions include engineer
scheduling, escalation sequences to ensure timely response, and creating
service requests for managing long-term product design issues.

Managing Service Activity

Product Structures and Routings

Service product structures and routings specify the components required
in a service activity and the sequence of stepsto follow. You can define
multiple service BOMs and routings for different activities, such as
installation, preventive maintenance, and repairs. BOMs and routings
streamline the process of recording activity for a call and can be used to
manage repairsin arepair center.

Call Activity Recording and Invoicing

Call Activity Recording tracks the service activity that results from
response to a call. Service engineer orders (SEOs) manage inventory
consumed on a call. Once activity is complete, Call Invoice Recording
creates billing for service activity.

RMAs and RTSs

Service organi zations can manage the return, replacement, and shipment
of items using return material authorizations (RMAS). You can release the
RMAsto arepair work order to be completed in arepair center. Returns
to suppliers (RTSs) manage items that must be repaired by another
organization.

General Service Workflow

The four functional areasillustrated in Figure 1.1 determine a natural
flow and logical progression from:
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1 Defining the codes controlling service limits and variables to...
2 Defining the service relationship with the customer to...
3 Managing the contact that results through acall to...

4 Managing the physical response to a customer need, including
repairs, installation, preventive maintenance, and returns.

—l Fig. 1.1
General Work Flow

2. Warranties and Contracts in SSM

1. Setup (level of service, duration,
billing).

Define customer relationships I

Define behavior of module. I

Y

l 3. Call Management
. L Manage interactions with
Implement business decisions.
customer.
Y
Set up codes used in other

5 — 4. Service Activity and Repairs
functions. Y i

(preventive maintenance,
installation, repairs, returns).

Manage after-market services I

All service activity isdriven by the relationships defined in the warranty,
contract type, or service contract supplying the terms of coverage for a
particular activity.

Interactions with Other Modules

Service/Support Management relies heavily on information that is set up
and managed in other MFG/PRO modules. Figure 1.2 illustrates how
SSM draws on data from other modules. In thefigure, striped modules are
optional; solid modules are required to run SSM. Arrows indicate the
direction of data flow.

IQAD
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Fig. 1.2

SSM and Other
MFG/PRO
Modules

Table 1.1
SSM Interaction
with Other Modules
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Manager

Functions

Accounts
Payable

Accounts
Receivable

Multiple
Currency

General
Ledger

Routings/
Work
Centers

Work
Orders

Addresses/

Taxes

Inventory
Control

Purchasing
(RTS)

Sales
Orders/
Invoices

Product
Structures

Table 1.1 summarizes these relationships. SSM uses the data listed in the
second column in various service functions. The column labeled Data
Output by SSM indicates ways that service functions may modify data

managed in other modules.

Menu Data Used by SSM

Data Output by SSM

1. |Items/Sites Item records, item/site records,
|ocations, location statuses,
product lines, product line
accounts, pricelistsfor RMAs
and RTSs, master comments,
units of measure, compliance

features

Item service attributes

2. | Addresses/Taxes Customers, credit limits,
vendors, suppliers, hill-tos,
ship-tos, employees,
salespersons, trailer codes, tax
environments, credit terms,

freight charge, Intrastat activity

End users (type of
customer record), engineers
(type of employee),
customer open balance,
Intrastat datafor RMAs
and RTSs
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Menu

Data Used by SSM

Data Output by SSM

Inventory Control

Inventory balances

Inventory transactions:
issues, transfers, unplanned
receipts, unplanned issues,
ORD-S0O, ISS-SO,
ORD-PO, RCT-PO, ISS-
WO

5. | Purchasing None RTSsareatype of purchase
order
6. | Sales Quotations Source for contract quoteand | Coverage for quoted item
contract lineitems
7. | Sales Orders/ Source for contract quoteand | RMAsand SEOsare atype
Invoices contract lineitems of salesorder. Call and
Installed base updates from contract Invoices represent
Invoice Post types of sales order
invoices.
Installation calls from sales )
order shipments Invoicesfor calls,
] contracts, and RMAs are
Sal_&e Order Control File printed and posted here.
settings (RMAYS)
Credit hold/removal for RMAs
8. | Configured Source for information in Installed base records
Products installed base created from posting sales
Can be used in RMAs orders for configured
products
13. | Product Structures | Standard BOM as source for Service BOMs
service BOM
14. | Routings/Work Standard work center Service work centers
Centers (for labor rate)
16. | Work Orders CAR reports
RMA release to work order
22. | Forecast/Master Forecast Forecast consumption from
Plan RMA issuelines and
expensed SEOs
23. | Materid Gross requirements from
Requirements Plan RMAs, CAR, SEOs
25. | General Ledger Accounts, sub-accounts, cost GL transactions from call,

centers, projects

RMA, and contract
invoices, SEO shipments
between sites

IQAD
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Menu Data Used by SSM Data Output by SSM

26. | Multiple Currency | Currencies, exchange rates, and
rounding methods

27. | Accounts Amounts from call, RMA,
Receivable and contract invoices
28. | Accounts Payable RTS payables
31. | Cash Management Service invoices for Cash
Flow Projection Report

36. | Manager Functions | System accounts, generalized
codes, language codes, security,
printer setup, batch processing

The specifics of SSM'’s interaction with other MFG/PRO modules are
discussed in the relevant sections of this User Guide.

M QAD



CHAPTER 2

Installed Base

MFG/PRO enables service organizations to maintain information about
the products they sell or service and the individuals who own them.
Collectively, thisinformation is the installed base (1SB). This chapter
introduces business considerations related to the installed base and
describes how to manage it.

Understanding Basic Terms 22
Business Considerations 23
EndUsers 26

Implementing the Installed Base 37
Service Item Maintenance 44
Service ltem by Ste Maintenance 52
Creating Installed Base Records 53

Installed Base Utilities 67
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Fig. 2.1
Installed Base
Records
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Understanding Basic Terms

Theinstalled base is arepository of information about items and the
organizations that own and use them. Aninstalled base record links three
essential elements: an item, the customer who purchased it, and an end
user. It also maintains details about an item, including serial number,
installation date, warranty coverage, and how often maintenance is
required.

The customer is the organi zation that purchased the item, and represents
the parent record to which end users and installed items relate. Each end
user must be linked to acustomer and, in turn, each installed item must be
linked to an end user. As shown in Figure 2.1, the customer can also be an
end user.

Universal Industries
of Los Angeles

Customer 1005000

!
|

Universal Industries Universal Industries
of Chicago of Los Angeles
End User 1005A End User 1005000
v v y
Installed Item A Installed Item B Installed Item A
Serial No. Serial No. Serial No.
112993-1 112993-2 112996-5

Installed Base

When the installed base is updated from sales orders, the customer isthe
sold-to addressin Sales Order Maintenance. If you do not sell directly to
customers but market your products through retail outlets, you can define
asingle customer record to use as a place holder in this rel ationship.

End users are the people who most often use an item, request maintenance
for it, and report problems. When the installed base is updated from sales
orders, the end user is the ship-to address in Sales Order Maintenance.
The end user is not necessarily the customer.
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Each customer can have many end users, but agiven end user islinked to
only one customer. Typically, the end user possesses the item, even
though it might have been purchased by the main office.

Example A parent company buys afork lift and shipsit to awarehouse.
The parent company is the customer. The warehouse is the end user. The
warehouse did not buy the fork lift, but usesit at that location. Someone at
the warehouse usually reports service problems.

In MFG/PRO a customer can also be the end user, but an end user cannot

exist by itself—it must be linked to a valid customer record. The end user
always is connected to the customer who purchased the item the end user
possesses.

Business Considerations

When implementing Service/Support Management, you must decide if
you need to track an installed base. If you decide to track an installed
base, you must further consider:

» How detailed should the installed base records be?

» What is the relationship between the installed base and service call
policy?

Your answers to these questions affect many other business decisions.

Should You Track an Installed Base?

Theinstalled base consists of records that combine an item with an end Tip

user. To maintain the integrity of these records, items must be uniquely Hgﬁ'ﬁ'ggt‘;";‘% is
identified in theinstalled base. If you add an item that is not serial number best suited for items
or lot number controlled to the installed base, MFG/PRO creates unique g?’l‘gtor']ﬁég’rse”a'
identifiers by using an installed base reference number. However, this '

may not effectively identify the item when you provide service for it.

Example Two warranted air conditioners are installed simultaneoudly at
an end-user location, and identified with | SB reference numbers 1 and 2.

When the end user calls with a problem, the caller cannot easily identify

which of the air conditioners requires service. This makesit hard for the

service organization to tie the request to a particular item.

IQAD
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Fig. 2.2

Service Functions
Referencing the
Installed Base
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You do not need an installed base to use Service/Support Management.
However, most service activities refer to and can derive important
information from it. Figure 2.2 illustrates how the installed base is central
to service functions.

» Service contracts can be built itemsin the installed base.
» Warranties apply to itemsin the installed base.

« Call Maintenance and Call Activity Recording derive coverage
information from installed base data.

» RMAsand RTSs can reference specific serial numbersin theinstalled

base.
Call
Service Installed Base Mainter:jance
> - an
Contracts Data .
« Customers Recording
* End Users
« Installed Items
« Item Data:
« Serial No.
Warranties  Warranties |« RMAs and
* Dates RTSs

Answering the following guestions can help you decide if you should
implement an installed base:

» Canyou identify the items you service with a unique serial or
lot number?

» Do you offer aftermarket services of any kind for items sold?

Do you register products? Do you service only registered products?

» Do you offer warranties?

Do you offer product upgrades?

 Areyour products subject to recall?

« Do any of your products require scheduled maintenance?

» Do you need a complete audit trail for a government or supervisory
agency, common in the medical market?

A yesto any of these questions indicates that you need to track an
installed base in some way.
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Important 1f you offer warranties, you must track itemsin the installed
base. Warranties only apply to installed base items.

What ISB Details Are Required?

The answers to the previous questions a so indicate how detailed the
installed base records should be and which details are important.

For example, if you offer warranties from the date of purchase, your
installed base records need a date of purchase for each item sold. If you
limit the warranty to customers who register the product, you need to
track which items are registered.

Detail also addresses coverage of the components of an item. Especially
with configured products, certain options may have warranty coverage
distinct from the parent item.

How Should the ISB Affect Service Policy?

Apart from the obvious advantages of knowing what you have sold and to
whom, you can use the installed base to control service activity. For
example, you can refuse service calls for items not in the installed base.
Theinstalled base serves as a validation database, since certain programs,
such as Call Maintenance, Contract Maintenance, and RMA
Maintenance, depend on what is there.

A primary business decision when implementing SSM is determining
how the installed base should relate to service policy. Other decisions
flow from this major one. There are three basic approaches.

 Limit service callsto an installed base of items you manufacture,
distribute, or sell—items already in your item master.

» Limit service callsto an installed base, but include items in the
installed base that are not in your item master.

» Do not consider the installed base when taking calls.

Before implementing the Service/Support module, a service organization
must set up MFG/PRO according to one of these three practices.

IQAD
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End Users

End-user information helpsidentify itemsin the installed base. You create
end users:

« Directly with End User Address Maintenance

« Indirectly through the interface between service and the Sales Orders/
Invoices module

» From other service functions like Call Maintenance, Call Quote
Maintenance, RMA Maintenance, and Contract Maintenance

When you create an end user directly, you can specify a greater amount of
detailed service information than when you do it indirectly.

The engineer scheduling function in Call Maintenance awards points to
engineers based on how certain attributes of the engineer match the end-
user record. Area and primary and secondary engineer are important for
scheduling. If you plan to use engineer scheduling, it isimportant to
define these attributes correctly for each end user.

This section first discusses creating end users directly with End User
Address Maintenance, and then creating them indirectly.

End User Address Maintenance

Use End User Address Maintenance (11.9.1), illustrated in Figure 2.3, to
add a batch of new end users to the system, such as when processing
product registration cards.
Other typical uses of End User Address Maintenance include:
» Adding data for end users created with other functions.
» Adding contacts for an end user as they become known.
» Storing a message associated with the end user for a specific period.
» Deleting obsolete records.
You cannot delete an end-user record that is referenced by an open cdll, a

service quote or contract, or service request. The customer associated
with an end user cannot be deleted if end users exist for that customer.
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Adding Other Address Codes as End Users

If an address code was created by another address maintenance function
such as Customer Maintenance or Customer Ship-To Maintenance, you
cannot modify the address information with End User Address
Maintenance. You can add end-user details but must change the address
with the maintenance function where it was created. End users created
indirectly as aresult of Invoice Post are created as customer ship-to
addresses and must be maintained there.

End User Frame

When you specify a customer in End User Address Maintenance, the
fieldsin the Customer Address frame default from the customer record in
adisplay-only mode. Add end-user address information in the End User
frame. Thisinformation is similar to what you enter in Customer
Maintenance.

End User Address Maintenance
Options  Help

User Menu Edit Queue

— Customer Address
Customer: 1001000

Mame: Reliable Central Purchasing Sort Hame: Reliable Central Purchasi

A ddd

g Payable

Address: 300000020 Century Blvd
City: Los Angeles County: 001 State: CA

Country: United States of America Post: 89000 Country Code:

— End User
End User: 1001005
Mame: | Great Northern Reliable Sort Name: |Great Morthern Reliable
Address: |Building 14
Address: | 310 Shoreline Ave
Address:
City: |Seatle State: |W’A Post: .95431 Format: ]Il_
Countiy: |USA Cnunl_v:.
A i Sarah Jordan I2]:
Telephone: [503-223-1278 | Ext: | 2L Ext: [
Fax/Telex: I2]: Language: ’__

|F'|=He|p F2=Go ESC=End Ctil-<=Cut CtrlC=Copy Ctil-¥=Paste

E— This system adds this value as a contact for this end user.

Theindividual in the Attention field is a primary contact and displays by
default in the Caller field of Call Maintenance when you create new calls

Tip

You can change the
Sort field, sinceit
can be different for
each end user.

Fig. 2.3

End User Address
Maintenance
(11.9.2)

IQAD
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Fig. 2.4
End User Detail
Frame

Tip

Enter amodem
number for
companies that
provide software or
hardware support.
Performing remote
diagnosticsvia
modem can save
timeand expense of
an on-site visit.

Tip

Lower numbers
indicate a higher
priority.
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for this end user. You can add additional contactsin the Contacts frame,
each with a unique telephone and fax number.

Note Using Intrastat or GTM affects the way the country field is
validated. When either is enabled, enter a country code and the
descriptive name displays. Otherwise, enter the descriptive name that
would appear on a printed address.

End User Detail Frame

The End User Detail frame displays next, where you specify details
related to this end user that affect other service activities.

I l il |
 End User Detail

Modem Phone: |502-243-8876 Difice Dpen: | &:00
Login: loot— Dffice Close: |17: 00
Type: Call Priority: |25
Comments: [no Time Zone: |[EST/EDT|

Message: |

End Date: | f #

Modem Phone and Login. Specify an optional phone number for the
end user’s modem and a login user ID. These fields are for reference
and may appear on some reports and inquiries.

Type. An optional code set up with Generalized Codes Maintenance
for field eu_type. end-user type codes group end users in categories.
You define warranty types and default charge codes based on the end-
user type: You might have one warranty for priority end users and one
for regular end users. Or you might categorize foreign and domestic
end users using the end-user type field.

Office Open and Close. Specifies when this end user usually
conducts business, helping to ensure that service is scheduled
appropriately.

Call Priority. Priority indicates the importance to assign to calls from
this end user. If you specify a nonzero value, it displays as the default
in Call Maintenance. The end-user priority takes precedence over the
priority associated with any contract or warranty in effect for this end
user, or the priority defined as a user preference.
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Time Zone. Thisfield displays when Multiple Time Zonesis active. It » See Chapter 4,
defaults from the end user’s customer if a value has been defined %ﬁ'etf!?fgr'me
there; otherwise, it defaults from Server Time Zone in the Service  details,
Management Control File. Enter a time zone defined with Multiple

Time Zones Maintenance.

This field determines how times are displayed and stored in Call
Maintenance when a call for this end user is taken. The end user’s
time zone also affects engineer scheduling, service coverage, and
service pricing.

You can only update this field when you create an end user. After an
end-user record exists, change the time zone with the End User Time
Zone Change Utility (11.21.22.20). This utility updates calls for the
end user to reflect the new time zone.

Message. An optional, short message regarding this end user that
displays in various call-related programs for calls associated with this
user. For example, when you create a call or record service activity,
the message displays at the bottom of the window. It also appears on
printed calls, which the engineer often uses as a kind of work order.

End Date. If the message becomes obsolete after a certain date, enter
that date in this field. When the system date matches or exceeds the
end date, the message no longer displays.

Service Office Detail Frame

The Service Office Detail frame stores information for assigning and
scheduling engineers for this end user, as well as managing calls.

When you associate a primary or secondary engineer with an end user, the
system checks settings in the Engineer Schedule Control File. A warning
displays under these conditions:

- If Limit by Service Area is Yes and the engineer’s service area does
not match the end user’s area.

- If Limit by Time Zone is Yes and the engineer’s time zone either doesp
not match the end user’s or is outside the range in Range of Hours Jlimit by time
. zones, MTZ must
Consider. be active.

IQAD
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Fig. 2.5
Service Office
Detail Frame

Tip

Specifying unique
escalations lets you
give extrapriority
or special handling
to certain callers.
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Service Office Detail
Engineer Code: IM Escalation:
Secondary Eng: |GLB Travel Dist: [60 IM_
Engineer Group: Travel Time: (001: 00

Service Area: |AMERICAS

Engineer Code. This code specifies the engineer usually assigned to

calls for this end user—perhaps the one closest to this end-user site,
or the one preferred by the customer. The engineer scheduling
function in Call Maintenance awards points to this engineer based on
twice the Primary Eng Points field in the Engineer Schedule Control
File.

Secondary Eng. The engineer scheduling function in Call
Maintenance awards points to this engineer based on the Primary Eng
Points field in the Engineer Schedule Control File.

Engineer Group. An optional code to group engineers. Set up code
values in Generalized Codes Maintenance for figjcbup. You

might, for example, group engineers who do only telephone support
separately from those who work in the field.

Service Area. A code you set up with Area Maintenance to identify
the geographical area of this end user. Usually the area relates to a
service center. For example, a service center may service North
America, Canada, or just the province of Ontario. You can define call
gueues and assign engineers for each service area.

The engineer scheduling sequence in Call Maintenance awards points
to engineers with an area matching the end user initiating the call.

Escalation. An optional code indicating the escalation sequence for
calls initiated by this end user. Any sequence here overrides
escalation defaults set in Call Default Maintenance, Service/Support
User Preferences, or the standard escalation in the Escalation Control
File.

Travel Dist and UM. The distance, in the travel unit of measure, from
the service center to this end user. The unit of measure is M (miles) or
K (kilometers) and defaults from the Call Management Control File.
Values specified here display in the Travel and Estimated Time frame
of Call Maintenance.

Travel Time. Designates the number of hours required to travel
between an end-user installation and the service office. Sets the
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default for the Travel Time field in the Travel and Estimated Time
frame of Call Maintenance (11.1.1.1), and can help calculate the
estimated time for the call. Note that the system does not include
travel time when calculating engineer load; it is only for reference.

Processing Defaults

The next frame of End User Address Maintenance defines defaults for an
end user that are used by other functions.

Create ISB: |_ves Auto Renew Contracts: |yes

PO Required: [no

Create ISB (Y/N). The value of Create |SB in the End User Control
File determines the default for a new end user. Thisfield indicates
whether to create installed base records for this end user. The setting
inthisfield and the value in the Installed Base field of Service Item
Maintenance must both be Yes for the system to add an item to the
installed base.

These two flags affect the default value for the Update Installed Base
field in the Installed Base Detail frame of Sales Order Maintenance,
Pending Invoice Maintenance, and RMA Maintenance. They also
affect the Update | SB field in Call Maintenance, Call Quote
Maintenance, and Call Activity Recording.

PO Required (Y/N). Yesin this field indicates that you cannot record
service activity for this user without a purchase order. Thisfeature is
for organizations that do not use service contracts, but purchase
service on a case-by-case basis. The value for the end user defaults
from the associated customer. Thisfield affects the following:

« RMAsand Service Contracts. If aPO isrequired, you must enter
it before the line items can be updated.

« Contract Quotes. If no purchase order exists, awarning states that
aPO isrequired. You cannot release the quote to a contract
without a PO number.

« Call Quote Maintenance and Call Maintenance. You can create
calls and quotes without a PO, but awarning displays.

« Call Activity Recording. If the end user requires a PO, you cannot
get past the header without entering it.

Fig. 2.6
Processing Defaults
Frame

IQAD
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« Call Quote Release to Recording. If the end user requires a PO
and none is specified, the gquote cannot be rel eased.

Auto Renew Contracts (Y/N). The value in thisfield determines the
default displayed in Contract Maintenance (11.5.13.1) for the Auto
Renew field when you create a new contract for this end user. The
Renewal Process/Report (11.5.13.10) examinesthisfield to determine
which contracts should be renewed.

Invoice Format

The Invoice Format frame of End User Address Maintenance defines the
level of detail displayed on printed invoices for this end user. You define
the level of detail initially when each invoice sort is set up. The detail
level you specify for an end user overrides the level associated with the

invoice sort.
F|g- _2-7 = End User Address Maintenance H!
Invoice Format User Menu Edit Queue Options Help
Frame B [ [EE
[ Customer Address
Customer: 1001000
Mame: Reliable Central Purchasing Sort Name: Reliable Central Purchasi
Address: Attention: Accounts Payable
Address: 300000020 Century Blvd
City: Los Angeles County: 001 State: CA
Country: United States of America Post: 89000 Countiy Code:
Line Invoice Sort Det
1 Laber no
[
+
+ +»
\F1 =Help F2=Go ESC=End *Mext/Prey* Ctl-X/C/Y=Cut-Copy-Paste

Ln. Line number created by the system.

Invoice Sort. Enter the name of an invoice sort. You can specify a
level of detail for thisinvoice sort for this end user that is different
from the default for thisinvoice sort in general.

Det. The Det (detail) column determines whether detailed or
summarized invoice information is printed on invoices for this end
user. The value hereis the default for the Invoice Detail column in
Call Invoice Recording when calls for this end user are reviewed.
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Contacts Frame

You can list several contact names for each end-user address, and Tip S
designate the primary contact (Name Type is P). Each contact name has Jo determine which
its own title, telephone, and fax numbers. associated with,
search by contacts
At least one contact record must exist for the end-user look-up to work in the End User
correctly in Call Maintenance. The system creates arecord before éimg,“n{gﬂyﬁcgf

displaying this frame, using the Attention field of the End User Address
frame. If the Attention field is blank, the end-user sort nameis used, then
the end-user name. If al of these are blank, the system creates a contact
record with a blank name.

Type over a contact name or, in the case of ablank record, add aname, to
modify it. You are prompted to specify whether you want to change the
name associ ated with this contact or create anew one.

Thefirst primary contact and associated phone number display by default
in the Caller and Phone fields when you create a call for this end user.
Thisinformation prints on the call for the engineer.

Contacts Fig. 2.8
|7 Name: |EEITWET, Contacts Frame

Name Type: P Phone: 803-221-8899
Title: Product Manager Fax: 803-221-7844
Contact Type: Last Update: 06/17/96

Name. The name of an individual at this end-user location. The
system adds the name in the Attention field as a primary contact. If
the Attention field is blank, the end-user sort name is used, then the
end-user name.

Name Type. Thisfield can be blank, indicating a normal contact.
Enter a P to indicate a primary contact. Normally, only one contact is
designated as primary. This is the contact name you usually want to
display when you receive a call from this end user.

Title. A 20-character field for the contact’s title or position. This field
is for reference only.

Contact Type. An optional code for grouping contacts. Define codes
in Generalized Codes Maintenance for field_type.
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Phone. Enter the phone number where this contact can be reached.
The phone number associated with the primary contact displaysin the
Phone field of Call Maintenance when acall for this end user istaken.

Fax. Enter the fax number where this contact can be reached.

Last Update. The last date when changes were made to this end-user
contact information. Thisfield isfor reference only. When the contact
isfirst added, this date is the system date. Any time you change the
contact information, the system updates this field.

Creating End Users Indirectly

You can also create end users during other service functions or when
updating the installed base. You may know little about the end user,
basically the name and address. Use End User Address Maintenance later
to specify details about end users the system creates.

Creating End Users During Invoice Post

If Ship to Installed Base is Yes in the Service Management Control File,
Invoice Post can create installed base records for items shipped. If you
have not already defined the ship-to on the sales order as an end user,
Invoice Post also creates an end-user record.

Update Installed Base defaults to Yesif both:
 Installed Base for theitem in Service Iltem Maintenanceis Yes
» Create |SB for the end user is Yes
If aship-to addressis not an end user, the item is an installed base item,

and Create |SB in the End User Control Fileis Yes, Update Installed Base
defaultsto Yesin Sales Order Maintenance.

If SO Edit ISB Defaultsis Yesin the Sales Order Control File, a pop-up
window lets you update this value. Otherwise, it takes effect when
Invoice Post adds the item to the installed base and creates the end-user
record.
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Note Invoice post adds records to the system as customer ship-to
addresses. You cannot change the address information with End User
Address Maintenance. You can add end-user details, but you change the
addressitself in Customer Ship-To Maintenance.

Creating End Users from Other Service Functions

When abusiness sells only to retailers or distributors, direct knowledge
about end users may be unavailable. To identify end users, the business
might use product registration cards, phone-in registration, or a contest

registration.

Even with these mechanisms, such a business often finds out about end
users when they call or attempt to start a service contract or return an
item. Service personnel making the first contact are likely to be using one
of the following:

« Cal Maintenance

« Cal Quote Maintenance

 Contract Maintenance and Contract Quote Maintenance
* RMA (Return Material Authorization) Maintenance

Since service personnel can add end users in these functions, the process
is streamlined.

Figure 2.9 illustrates the frame that displaysin Call Maintenance when
you leave End User blank and indicate that you want to add one.

35
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Fig. 2.9
End-User Creation
Frames

M QAD

= Call Maintenance H!
User Menu Edit Queue Options Help

 User Selection
— Customer For End User

Temporary ——j— Customer: [FEEE [*]
customer Name: DUMMY RECORD FOR STAN Sort: DUMMY RECORD FOR STAN
. . Address: QUOTES/PROMOTIONS/CAL
defined in A
control file. City: County: State:
Country: Country Code:
— End User
End User:
Hame: Sort:
Address:
Address:
Address:
City: State: Post: Format:

Country: County:
Altention: Language:
Telephone: Ext: Fax/Telex:

‘ ruuny. I U anEuuR. |

You can specify minimal information for the new end user. By default, the
first frame displays information about the temporary customer, as defined
in the Call Management Control File. This lets you define an end user,
and you can define an end user without avalid customer. Thisis essential
if you service items sold through distributors or retailers and end users
contact your company for service.

Deleting End User Records

You can delete obsolete end user records with End User Address

Maintenance. The system checks for service contracts, service quotes,
calls, service requests, or RMAs associated with the end user. If any of
these exist, an error displays. If cal history exists, a warning displays.

When you delete an end-user record, the system removes al installed
base records associated with the end user, as well as end-user contact
information, and any comments associated with the end user.

Note |f end-user records are associated with a customer record, you
cannot delete the customer in Customer Maintenance until you delete the
end users using End User Address Maintenance.
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Implementing the Installed Base

If you decideto track theinstalled base, you must make a number of other
business decisions such as the following:

Do you want items added to the installed base when they are sold, or
will you manually add them, perhaps when registration cards are
returned?

Will items you do not manufacture be added to the installed base?

Will you support only those items recorded in the installed base? Do
you normally support only aspecial subset of items marked as system
level?

Of the items you manufacture, which ones do you want included in
the installed base?

Do you want to track itemsin the installed base for all end users, or
only for certain end users with special requirements?

Do you need to track parent items only or also componentsin the
installed base?

Will you track replacement parts when an item is repaired and add
them to the installed base?

Do you want to keep an audit trail of manual updates to the installed
base?

Your decisions regarding the installed base are implemented in
MFG/PRO through control-file settings. Figure 2.10 illustrates settingsin
the Service Management Control File that affect the installed base.

37

Service Management Control File Fig. 2.10
User Menu Edit Queue Options Help Service
Settings Management
affec'[ing the — Service Management Control File Control File (:U_24)
. Items in Installed Base: |no Ship to Installed Base: |pes
InStaHEd Items Must Exist: |no Installed Base History: |pes
baSe. Load Available Structure: |yes On Hold Service Level: |1
System Level: IS— ‘ Travel UM: IT
Use ltem Prod Line: Iyes
Multiple Time Zones: |yes
Service Data in Item Master: Iye: Server Time Zone: PST/PDT
Database Time Zone: |pst/pdb
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» See “Service ltem
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page 44.
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Restricting Support to the Installed Base

If you want to use the installed base as a validation database, set Itemsin
Installed Base to Yes. This prevents the creation of service quotes,
contracts, call quotes, and calls referencing an item not in theinstalled
base. When set to No, only awarning displaysin these functions. When
you take calls for items not in the installed base, the installed base record
is created before you record activity or when you close the call.

If you do not know your end users until they call the support department,
you should set this flag to No.

Restricting the Installed Base to Inventory Items

When implementing SSM, you must decide which itemsto include in the
installed base. When Items Must Exist is Yes in the Service Management
Control File, the installed base includes only inventory items.

For installed base records to be created when you ship inventory items on
asales order, you must also use Service Item Maintenance (11.3.7) to set
Installed Base to Yes.

Items Must Exist = No

When Items Must Exist is No, service personnel can take cals for items
not in your item master. This means you service items that you do not
manufacture and sell. Consider carefully servicing third-party items and
the consequences of having items that you do not manufacture or stock in
your installed base.

Items not in the item master are memo items. | SB records for memo items
are exactly like inventory items. You can add recordsin Installed Base
Item Maintenance (11.3.1) or indirectly in programs such as Call Activity
Recording. Invoice post does not create | SB records for memo items
through sales orders, since they are not items you manufacture and sell.

Example A customer purchases a disk drive from another vendor and
adds it to the system they bought from Ace Computers. The customer
wants Ace Computersto service the disk drive. Ace Computerswantsthis
service business, so they set Items Must Exist to No and add this
component to the installed base.
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Items Must Exist = Yes

If you usually service only items you produce, you can restrict the
installed base to items defined in the item master by setting Items Must
Exist to Yes. Then you cannot take calls or provide other service such as
RMAsfor an item unlessit is set up in the item master. This, in turn,
preventsitemsthat are not in your item master from being entered into the
installed base.

Tracking Manual ISB Updates

When updates are made to the installed base automatically during invoice
post, an audit trail is available through standard audit mechanisms such as
invoice and call history records.

The Installed Base History flag enables you to maintain a separate audit
trail of manual updatesto theinstaled base. This can provide an
important element in tracking additions, changes, and deletions
performed through Installed Item Maintenance, Installed Item Move, and
Installed Configuration Maintenance.

When thisflag is set to Yes, the system creates history records whenever
an |SB record is manually added or deleted, or when the serial number is
changed. ISB history records contain the following information:

» The address code of the end user who owns the item.

 The effective date of the event. For installed base moves, this may be
different than the system date.

The date the record was created.
The ID of the user performing the update.

The number, serial number, and model of the item.

« A transaction number and transaction type (either ISB-ADD, |SB-
MOVE, ISB-DLET, or ISB-SERL).

When a serial number change occurs, both the old and new numbers are
recorded. When an item is moved, the old and new end-user codes are
recorded.

Installed base history records can be displayed with ISB History Browse
(11.3.22.2) or ISB History Report (11.3.22.3). They can be deleted and
archived with 1SB History Delete/Archive (11.3.22.24).
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Including Product Structures in the Installed Base

You must decide whether to include both components and parent itemsin
the installed base. There are several advantages to having the product
configuration in the installed base:

 Customer service can determine exactly what isin the configuration.

- If you move the item to a different end user, the entire configuration
MOVES.

- If you replace one or more components during a service activity, you
can update just those componentsin the installed base.

Tracking components is common in two situations:

- If theitemsyou sell are subject to recall or contain components
whose failure presents potential hazards, you may need to track
individual components. Companies subject to government regulations
often must keep detailed records about items and their components.

- If you sell configured products, you may want to keep track of which
options an end user has. Some of the options may also be sold
separately, and may have warranty terms that differ from the parent
item. A personal computer is agood example of a configured product
that can contain items also sold as products. For example, monitors
and disk drives may be sold separately and tracked separately in the
installed base.

The system can add product configurations to the installed base
automatically if Load Available Structure is Yesin the Service
Management Control File. This update occurs during Invoice Post or
from Call Activity Recording.

Adding as-built configurations to the installed base automatically is
possible only for items you manufacture or configure. If you track
third-party items, use Installed Configuration Maintenance (11.3.5) to add
configuration information for them.

Note When you add items to the installed base while you are recording
servicein Call Activity Recording, the system always adds them as first-
level components of the call line item with which they are associated.

If the SO Edit ISB flag is Yesin the Sales Order Control File, you can also
indicate that an item sold is a component of a parent by specifying the
parent item’s serial number and item number. The system then adds it as

M QAD
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part of that item’s installed base configuration. The same is true in RMA
Maintenance if Edit Installed Base is Yes in the RMA/RTS Control File.

Load Available Structure

The Load Available Structure field determines whether Invoice Post adds
product structures to the installed base. Setting this flag to Yes only has an
effect if certain other conditions are also true:

« The item must be one you manufacture or configure.
« Ship to Installed Base must be Yes.

« Installed Base must be Yes and the parent and each component to be
added to the installed base must be service itemsin Service ltem
Maintenance.

» Theitem must be added to the installed base with aquantity of 1. The
shipment quantity for configured items must be 1 and the work order
quantity for serialized or lot controlled items must be 1 for the system
to uniquely identify the as-built structure. Since lots seldom have a
quantity of 1, Load Available Structure usually does not affect lot-
controlled items.

 The parent item must be serial-number controlled, unlessitisa
configured product. A configured product on afina assembly work
order can be identified without a serial number if it is shipped with a
quantity of one.

If the product structure contains subassemblies, the parent item of the
subassembly must be serial-number controlled for the system to attempt
to find and add its components to the installed base.

If these conditions are met, 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 components. Thisinformation is
derived from the transaction history.

If Load Available Structure is No and Ship to Installed Base is Yes, only
the parent generates | SB records. The components generate no details.
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Tip

Use Sales Order
Release to Work
Order (8.13) to
creatediscretework
orders.
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Transfer of Item Information from Sales and Work Orders

The installed base inherits item information based on the way the item
was made or sold. Thisas-built configuration information comes from
records generated in the Sales Orders/I nvoices and Work Orders modules.

You can use either afinal assembly process or a discrete work order to
create configured items. Either process creates the transactions necessary
to update the installed base with the actual components.

Components can only be added to the installed base when transaction
history uniquely identifies the parent and components:

A singlework order for multiple parent items does not provide
enough information for MFG/PRO to determine from the transaction
history which serialized components belong to which parent.

« Transaction history is ambiguous if the work order for a component
item isfor a quantity greater than that required by the parent. The
system loads components until the history becomes ambiguous.

ISB Unit Quantity

The ISB Unit Quantity field of Service Item Maintenance affects how
non-serial controlled items are added to the installed base on an item-by-
item basis. This flag does not affect serialized items, which are always
added with a quantity of one.

« When the flag is No and you ship a quantity greater than one on a
sales order line, the system creates only one I SB record for the
shipment quantity. If you ship three items, the system creates one | SB
record for a quantity of three.

» When the flag is Yes, the system creates unique | SB reference
numbers for each item shipped and each record has a quantity of one.
The shipment line with a quantity of three creates three records for
the same item number (and lot) but with three reference numbers.
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Recording Call Activity for Multiple Items

ISB Unit Quantity affects how itemsin the installed base can be repaired
in Call Activity Recording. If the quantity of the item to be repaired does
not match the I SB record, components issued and returned in CAR do not
update the installed base.

If ISB Unit Quantity is Yesand you always create acall line for each item
to be repaired, you will not encounter quantity mismatchesin CAR.
Otherwise, change the quantity on the line item to match the installed
base record if you want components to update the installed base.

Using the System Level Setting

One other setting helps manage information in the installed base. Each
service item can have a system type code in Service Item Maintenance.
Set up the codesin Generalized Codes Maintenance for field pt_sys type.
In the Service Management Control File, the System Leve field
designates a code indicating a system-leve item.

Normally, system level refers to the parent or top-level itemina
configured product structure. However, you can use this attribute in any
way that is meaningful to your organization.

Select System Level Only in the Installed Base Report (11.3.3) to view
only system-level installed base items.

Call Management can handle system-level items differently. When
System Leve on Callsin the Call Management Control Fileis Yes, next/
previous processing on the Item Number field in Call Management
displays only items with a system type that matches the value in System
Level in the control file.

Use thisfeature if your service department takes calls only for certain
kinds of items, or to ensure that calls always refer to top-level parent
items, not components.
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Fig. 2.11
End User Control
File (11.9.24)

» See “Creating
End Users During
Invoice Post” on
page 34 for
additional details.
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End User Control File

The Create | SB flag in the End User Control File, illustrated in
Figure 2.11, also affects installed base updates.

End User Control File
User Menu Edit Queue Options Help

Next End User:
Create ISB: |no

- End User GControl File

|F1=Help F2=Go ESC=End CtrlX=Cut Ctil-C=Copy Chl-¥=Paste

Create |SB sets the default value for the Create |SB field for new end
users. Create | SB for an end user determines, in turn, whether the system
normally adds items associated with the end user to the installed base.

Thisflag gives you more control over how items are added to theinstalled
base. If you usually add items to the installed base regardless of the end
user, set Create | SB to Yes and this value will flow to the functions that
create | SB records. To more tightly control ISB updates so that records
are created only for a predefined set of end users, set thisflag to No and
change the flag in End User Address Maintenance.

This setting is especially important if you are shipping sales order line
itemsto the installed base. The system looks at Create |SB in the control
file whenever a ship-to address is not defined as an end user. If you want
to add items by default to the installed base in this situation, make sure
Create ISB is Yesin the control file.

Service Item Maintenance

If you typically provide service for awell defined set of items, you can
define service attributes for them with Service Iltem Maintenance (11.3.7).
First definetheitemsin Item Master Maintenance, even if ltems Must
Exist is No in the Service Management Control File.

If you set Service Datain Item Master to Yes in the Service Management
Control File, these same frames display in Item Master Maintenance
(1.4.2).
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Service Item Maintenance Flg 212
User Menu Edit Queue Options Help %’Vl ce ltem
& 2| Maintenance
— Item Engineering Data (1137)
Item Number: 10-10000 Rev: AB
Description: DASIS[THM] COOLING 5Y! Drawing: 10-10000
Description: HOME/INDUST MODEL Item Type: CONFIG
UM: EA Status: AC
Prod Line: 1000 Group: DISCRETE
Routing Code: Size: 1.00 CH
. Item Service Data
Wananty Code: [T] ] Days Belween PM: [265
System Type: 5— Usage Code: |P
Installed Base: [yes Service Group:
ISB Unit Quantity: (yes Service Category: |ITEMS
Coverage: 5_ MTBF: |9,999. 00
Supplier Warranty: [no MTTR: (1. 00
FRU: |yes MFG MTBF: [0_o00
Model: MFG MTTR: |0_00
Installation Call: (yes STTR: [10._00
Repairable: [yes

Service Item Maintenance influences key service activities including
managing the installed base, recording service activity in Call Activity
Recording, determining coverage for items in the installed base, the
creation of installation calls, and definition of standard service BOMsand
routings.

For example, to add inventory items automatically to the installed base
during sales order shipment, set them up with the Installed Base field in
Service Item Maintenance set to Yes. Thisindicatesto the system that the
service organization supports this item and prevents cluttering the
installed base with items the organi zation does not service.

If Ship to Installed Baseis Yes (11.24), many service attributes are used
when Invoice Post creates an installed base record. If SO Edit ISB
Defaultsis Yesin the Sales Order Control File (7.1.24), you can change
the default values when you generate the sales order. Otherwise, the
system createsthe record in the background using default values. To make
changes later, use Installed Base Item Maintenance (11.3.1).
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Item Engineering Data Frame

After you enter or select avalid part number, the system fillsin the fields
in this frame from the item record, for display only.

Item Service Data Frame

In this frame, specify information the system uses during service of this
item.

Warranty Code. Enter awarranty code set up with Warranty Type
Maintenance. This code supplies the default for new installed base
records for thisitem.

You can modify the default in the Installed Base Detail pop-up in
RMA Maintenance, Sales Order Maintenance, and Pending Invoice
Maintenance if control file settings permit editing of the installed
base record. If not, the system applies the defaults. For | SB records
created during Invoice Post, the warranty start date defaults from the
ship date. For installation calls, the warranty start date is the call

closure date.
Tip System Type. Validated against generalized codes for pt_sys type.
System level Three values are supplied: software (SW), System (S), or Other (O).
normally indicates . . . .
thetop-level itemin You can set up additional codes in Generalized Codes Maintenance.
3?8&%%%? ﬁo(r;';]g' The System Level field in the Service Management Control File
have any_agtﬁli-f determines which system type code is considered system level. You
voursyaton " can choose to see only system-level items on the Installed Base
Report. If System Level on Callsisalso Yesin the Call Management
Control File, Call Management is affected. During next/previous
processing in the Item field, only items with this system type display.
Tip Installed Base (Y/N). Yesindicates you want thisitem in the installed
e systermlooksat base. The system considers this field in conjunction with the Create
ISB in the End User ISB field for an end user for new sales orders or calls, or when a
;ﬁ’gg}r d'zr'zzic’f_% repair uses the item. If both are Yes, the system assumes the item
address ot yet should be in the installed base.
efined as an Depending on the function, the system either creates an installed base

record in the background, or supplies adefault you can change.

ISB Unit Quantity (Y/N). The system reviews this flag when it adds
items to the installed base—when you post sales orders or RMAS,
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close calls, or record activity in Call Activity Recording. Theflagis
effective only when Installed Base is Yes and the item is not serial-
number controlled. Records for serialized items always have a
quantity of 1.

« When thisflag is Yes, each installed base record has a quantity of
one. If agiven sales order or RMA shipped more than oneitem or
acall line contains more than one item, the system creates
multiple installed base records, each with the same item number
(and lot), but with adifferent installed base reference number.

» When thisflag is No, the system creates one installed base record
for multiple items on aline using the line-item quantity.

Coverage (S/C/N). Indicates whether the same warranty covers both
the parent item and components of this item.

- If S(subassemblies covered), the same warranty covers the
finished product and its lower-level subassemblies.

- If C (covered), thiswarranty covers only thisitem. You can
associate different warranty information with separate installed
items for each of the components.

« If N (not covered), there is no warranty coverage.

Supplier Warranty (Y/N). A reference-only field indicating whether
thisitem normally comes with a supplier warranty. Yes indicates that
if a problem with thisitem occurs during the supplier warranty
period, the original supplier will repair the item.

FRU (Y/N). Indicates if thisitem is afield-replaceable unit. Yes
means that if this unit is defective, you can replace wit. Thisfieldis
for reference only and appears on reports and inquiriesto help the
engineer handle a service call.

Model. Enter the model number associated with thisitem. Many
organizations service products by model. In Call Default
Maintenance (11.1.21.10), you can create separate call defaults for
each model you service. Thisisuseful if calls associated with various
product models follow different paths.

Installation Call (Y/N). Specify Yesif thisitem must be installed by a
service engineer. Thisflag is used with the Auto Install Callsflagin
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the Call Management Control File. If both are Yes, the system creates
an installation call during Invoice Post of sales orders and RMAs.

The system uses the Install Work Code in the Call Management
Control File and the installation BOM and routing in the Service
Structure Data frame for the call.

Repairable (Y/N). Specifies whether thisitem isrepairable. When
Yes, this value has the following effects:

 You can attach arepair BOM and routing to thisitem in the
Service Structure Data frame without a warning.

» When arepairableitem isissued in Call Activity Recording, the
system assumes one will be returned and defaults avalue into the
quantity returned field of the Item Usage frame.

» The value of repairable affects the default return locations
suggested by the system during return processing in CAR.

Days Between PM. The length of the preventive maintenance (PM)
cyclefor thisitem in calendar days. A nonzero value hasthe
following effects:

» The system adds this value to the install date to determine the
initial Next PM Date value in Installed Base Item Maintenance.

» When thisitem is added to a contract, the PM Item field defaults
to Yes.

 You can attach aPM BOM and routing to thisitem in the Service
Structure Data frame without a warning.

 The system uses this value when you close a PM call and Create
PM Callsis Yesin the Contract Control Fileto calculate the next
PM date. The Days Between PM is added to the PM call closure
date.

Usage Code. An optional code you set up in Generalized Codes
Maintenancefor field pt_svc _type. Thisfield isfor reference only and
displays on some reports and inquiries.

Service Group. An optional code you set up in Generalized Codes

Maintenance for field pt_svc_group to group types of service costs.
You can use Service Group in setting up call defaults, default sites,
price lists, and charge and revenue product lines.
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Service Category. Enter aservice category defined with Service
Category Maintenance (11.21.9) for items, exchanged items, or
consumable items.

Service categories support detailed tracking of invoice costs and
service coverage levels. If you do not associate a service category
with an item, Call Activity Recording uses the default item service
category defined in the Call Management Control File.

MTBF, MTTR, MFG MTBF, MFG MTTR, STTR. These fields record
optional statistics. Possibilities include the mean time to failure and
mean time to repair this item; the standard manufacturing mean time
to failure and to repair this kind of item; and the standard time to

repair thisitem. The standard time may not always be the same as the

mean time to repair, since the mean is an average of actual times, and
the standard isagoal.

Service Structure Data Frame

Service structures and routings are important for streamlining data entry
in call functions. They enable the system to load the items normally
consumed in the service of an item and the sequence of operations
performed into the detail of call quotes and Call Activity Recording.

You can associate three BOMs and routings with an item that the system
uses under different circumstances:

 The system uses the repair BOM and routing for calls you created
with work codes other than PM or Install with Call Maintenance, Call
Quote Maintenance, and the Call Generator. The system also uses the
repair routing on work orders created by RMA Release to Work
Order. A repair BOM and routing normally apply only if Repairable
is Yes; otherwise, awarning displays.

 The system uses the PM BOM and routing for callsit creates during
PM scheduling in Contract Maintenance or with the PM work codein
Call Maintenance, Call Quote Maintenance, or Call Generator. A PM
BOM and routing normally apply only if the Days Between PM field
is not zero; otherwise, awarning displays.

» The system uses the installation BOM and routing when it creates a
call with the Install work code in Call Maintenance, Call Quote
Maintenance, or Call Generator or when Invoice Post creates an

» See Chapter 20,
“Service
Structures and
Routings,” on
page 613 for
details on how to
set up routings.
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» See Chapter 20,
“Service
Structures and
Routings,” on
page 613.

Fig. 2.13
Service Structure
Data Frame
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installation call for anewly sold item. An installation BOM and
routing normally apply only if Installation Call is Yes; otherwise, a
warning displays.

The printed call can include the component structure of the BOM and the
routing steps in the form of thelist of parts and procedures relating to the
call item. The system can load these items and operationsinto the detail
frames of Call Quote Maintenance or Call Activity Recording. Automatic
loading streamlines the recording of operations and items consumed.

Service ltem Maintenance
User Menu Edit Queue Options Help

— Item Engineering Data

Item Number: 10-10000 Rev: AB
Description: DASIS[TH) CODLING 5Y! Drawing: 10-10000
Descriptionr HOME/INDUST MODEL Item Type: COMFIG
UM: EA Status: AC
Prod Line: 1000 Group: DISCRETE
Routing Code: Size: 1.00 CH

— Service Structure Data

Repair BOM: |[[EEIETTN
Repair Routing: |REP10-10000
Repair Supplier:
PM BOM: |PM10-10000
PM Routing: |PM10-10000
Installation BOM: |in10-10000
Installation Routing: |in10-10000

Repair BOM. Enter a service structure defined in Service Structure
Maintenance (11.19.5). This BOM code defines the items typically
used to repair thisitem. The system uses the repair BOM when it
creates a call with any work code other than Install or PM.

A printed call can include the items on the BOM in the form of alist
of items needed during the service activity. You can also load the
items on the BOM into the Item Usage frame in Call Activity
Recording and Call Quote Maintenance. If the Repairable flag is not
Yesfor the current item, awarning displays when you specify arepair
BOM.

Repair Routing. Enter a service routing defined in Service Routing
Maintenance (11.19.17). This code defines the normal sequence the
engineer followsin repairing thisitem. It is the default when the
system creates a call with any work code other than Install or PM.

A printed call can include the operations on the routing in the form of
alist of proceduresto be executed during the service activity. You can
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also load the operations on the routing into the L abor/Expense Usage
framein Call Activity Recording and Call Quote Maintenance. The
system also uses the repair routing when RMA Release to Work
Order creates awork order. If Repairableisnot Yesfor the current
item, awarning displays when you specify arepair routing.

Repair Supplier. |dentifiesthe supplier of repair parts. Thisfieldisfor
reference only.

PM BOM. Enter a service structure defined in Service Structure
Maintenance (11.19.5). This BOM code defines the items an engineer
typically usesduring preventive maintenance of thisitem. The system
uses the PM BOM when it creates a call with the PM work code.

A printed call can include the items on the BOM in the form of alist
of items needed during the service activity. You can also load the
items on the BOM into the Item Usage frame in Call Activity
Recording and Call Quote Maintenance. If the Days between PM flag
is zero for the current item, a warning displays when you specify a
PM BOM.

PM Routing. Enter a service routing defined in Service Routing
Maintenance (11.19.17). This code defines the normal sequence of
steps an engineer takes during a PM visit. The system usesit when it
creates a call with the PM work code.

A printed call can include the operations on the routing in the form of
alist of proceduresto be executed during the service activity. You can
also load the operations on the routing into the L abor/Expense Usage
framein Call Activity Recording and Call Quote Maintenance. If the
Days between PM flag is zero for the current item, awarning displays
when you specify a PM routing.

Installation BOM. Enter a service structure defined in Service
Structure Maintenance (11.19.5). This BOM code defines the items
an engineer typically uses during installation. The system uses the
installation BOM when it creates a call with the Install work code.

A printed call can include the items on the BOM in the form of alist
of items needed during the service activity. You can also load the
items on the BOM into the Item Usage frame in Call Activity
Recording and Call Quote Maintenance. If the Install Call flagis No
for the current item, awarning displays when you specify an
installation BOM.

IQAD
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» See “Search
Algorithm” on
page 95 for
details on how
default sites are
found.
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Installation Routing. Enter a service routing defined in Service
Routing Maintenance (11.19.17). This code defines the normal
sequence of operations taken by an engineer to install theitem. The
system uses it when it creates a call with the Install work code.

A printed call can include the operations on the routing in the form of
alist of proceduresto be executed during the service activity. You can
also load the operations on the routing into the L abor/Expense Usage
framein Call Activity Recording and Call Quote Maintenance. If the
Install Call flagis No for the current item, awarning displays when
you specify an Installation routing.

Service Item by Site Maintenance

If you perform service activities at more than one site, the procedures you
follow and the items you use may vary. For example, work centers names
may be different or alternate parts used

Use Service Item by Site Maintenance (11.3.9) to tailor service BOMs
and routings based on the site of the service activity. Where BOMs and
routings apply, the system checksfirst for an item/site record. If this
record does not exist, it uses the BOMs and routings for theitemin
Service Item Maintenance.

Before setting up service-structure data for items at different sites,
consider how service functions determine a default site. For call-related
functions, the system searches in the following order to determine a
default site for an item being serviced.

1

The site associated with the assighed engineer in Engineer
Maintenance

If the engineer does not have a site, the site associated with the
engineer’s area

If these values are blank, a default spares site in Default Site
Maintenance using the product line and service group of theitem, and
work code, item number, and area of the call

The site defined in the item master

The site associated with the end user’s customer in Customer
Maintenance
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In RMA Release to Work Order, the system uses the RMA receipt site.

Service ltem by Site Maintenance Fig. -2'14
User Menu Edit Queue Options Help S_eer Ce_l tem by
: 2 [E]E Site Maintenance
Item: 10-10000 Site: 10000 (1139)
O oMEANDUST MODEL om Type: CONFIG
UM: EA Status: AC
— Service Structure Data
Retpail BI;IM: m
e e Prro—
Item. Enter an item code from Item Master Maintenance. The BOMs
and routings you specify here apply to thisitem when you serviceit at
the associated site.
Site. Enter the code that identifies a site for defining unique BOMs
and routings for the current item. Since items and procedures may
vary by site, the system uses these BOMs and routings by default in
call functions associated with this site.
After you enter or select avalid part number and site, the system fills
in the other fieldsin this frame from the item record, for display only.
The fields for BOMs and routings are exactly the same asthosein » See “Service
Service Item Maintenance. Etr“"“{,re Data
rame  on
page 49.

Creating Installed Base Records

The installed base consists of records tying items with the end users who
use them. Figure 2.15 illustrates ways you can create these records.

« Manually, using Installed Base Item Maintenance (11.3.1) and
Installed Configuration Maintenance (11.3.5).

« Automatically, when you post invoices for sales order shipments and
RMA issues and receipts.

IQAD
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Fig. 2.15
Updating the
Installed Base
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Manually, with
Installed Base Item Maintenance

pas°
Posting invoices

for sales orders \ nsta
Call Maintenance and
Call Activity Recording

\ed

Installed Base Item Maintenance

« Automatically, from call tracking functions. When you close acall in
Call Maintenance, you can update the installed base. Otherwise, Call
Activity Recording can update the installed base for the item on the
call and for itemsissued to repair it.

Posting invoices
for RMA Issues
and Receipts

Use Installed Base Item Maintenance (11.3.1) to enter new items directly
into the installed base. Thisfunction is particularly helpful for companies
that manually add items and configurations to the installed base.

Example A company has sold products for several years before
implementing the Service/Support module. They have perhaps several
thousand units in the field without corresponding installed base records.
They have achoice: either backfill theinstalled base as end users call with
questions and problems, or enter installed base records from existing sales
order or service contract records.

Other typical usesfor Installed Base Item Maintenance include:
 Extending the warranty expiration date.
» Changing the revision level of the item.

« Entering and updating preventive maintenance (PM) dates and setting
the interval between last/next PM dates.

» Deleting obsolete records.
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If an open call, acall that has been moved to history, or an unexpired
service quote or contract references an installed base record, you cannot
deleteit.

 Installed Basc lem Maintenance b Fig. 2.16
Installed Base Item
Maintenance
— End User Address (1131)
End User: 1008000 Customer No: 1008000
Mame: Custom Homes and Buildings Sort: Custom Homes and Buildings
Address: 2670 Tenth Street
Address: Suite 100
City: Phoenix County: State: AZ
Country:  United States of America Post: 85028
— Installed Base Item Data
Item Number: (1] Seriak 87653-440d
Description: DASIS[TM) COOLING SY! Ref: o
Model: Rev Level: AB
Install Date: 10721793 Parent: yes
System Type: 5 Component: no
‘Wamnanty Code: W-1 Last PM Date:
Warranty Expiration: 01719794 Mext PM Date: 10721794
Bty: 1.0 PM Days: 365
Sales Order: 10022 Ln: 1 Invoice: 300004

Ship Date: 10721793 Comments: no

End User Address Frame

After you enter or select avalid end user, the system fillsin the fieldsin
this frame from the end user record, for display only.

Installed Base ltem Data Frame

In this frame, you specify or update information related to the installed
base item. The Sales Order, Line, Ship Date, and Invoice fields are
display only. The system updates them when the item is added to the
installed base during Invoice Post or from Call Activity Recording.

The Parent and Component fields are also set by the system when
components are added beneath a parent during Invoice Post, from Call
Activity Recording, or from Installed Configuration Maintenance.

If MTZ is active, the end user’s time zone can affect dates. » See Chapter 4,
“Multiple Time
Item Number. |dentifies an item installed at this end-user location. ngaenssv" for

This may be a finished product, such as a computer, or a component,
such as a disk drive or memory board. Validation depends on ltems
Must Exist in the Service Management Control File. If Yes, the item
must be in Iltem Master Maintenance. If No, you can enter any item

IQAD
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Tip
If you add installed
items manually,
enter aquestion
mark (?) in the Ref
field to see the next
available reference
number.

Tip

To ensure consis-
tency, set up values
in Generalized
Codes Mainte-
nance for field
pt_model.
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number. Use next/previous processing to seetheitemsinstalled at an
end-user site.

Serial. The lot or serial number uniquely identifying the installed
item. If the item is defined in the item master to require lot/serial
control, thisfield is required. Invoice post adds serial numbersto the
installed base. To change the serial number of an installed base item,
use the New Serial field on the pop-up window that displays after you
press Go.

Description. Defaults from the first line of the description in Item
Master Maintenance.

Ref. You can only update this field for items not seria number
controlled. For serialized items, Reference is always zero, since the
serial number must be unique. If an itemis not serial controlled, the
ISB reference number uniquely identifiesit in the installed base. The
system checks for the last reference number for thisitem and serial
number, increments this by one, and displays this value.

The | SB reference number is not an inventory reference number.
Although each provides a unique pointer to a particular item, one
identifiesitems owned by your end users; the other identifiesitemsin
your inventory locations.

Model. Enter the model number associated with thisitem. For new
items, this defaults from Service Item Maintenance. For existing
items, the system reads the value from the installed base. You can
base call defaults on the model.

Install Date. For anew item, Install Date defaults from the system
date, but you can change it. When Invoice Post creates an installed
base record, the install date defaults from the sales order shipping
date. If theitem has Install Call set to Yes, the system sets the install
date to the ship date plus the installation days ahead in the Call
Management Control File. When you close the installation call,
however, the system updates Install Date to reflect the call closure
date and recal culates the warranty end date.

The system applies these rules for defaulting an install date only if
you do not specify an install datein the pop-up window of Sales
Order Maintenance or in Installed Base Item Maintenance. The
system never overwrites an install date you specify.
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System Type. Defaults from the value for the samefield in Service
Item Maintenance and is validated against generalized codes for
pt_sys type. Three values are supplied: software (SW), System (S),
and Other (O). You can add codes in Generalized Codes
Maintenance. Specify one code as system level in the System Level
field in the Service Management Control File. You can choose to see
only system-level items on the Installed Base Report.

If System Level on Calsisalso Yesin the Call Management Control
File, during next/previous processing in the Item field of Call
Maintenance the system displays only items marked with this system

type.

Warranty Code. The warranty code defaults from service item
information.

Warranty Expiration. The system cal culates the expiration date by
adding the warranty duration to the install date. You can manually
change this, but if you specify awarranty, you must also specify an
expiration date.

Qty. Sales order post updates this field by the quantity on the order
line, unless the item is serialized, in which case item quantity is
aways one.

Sales Order, Ln, Ship Date, Invoice. These fields are display only.
The system updates them when the item is added to the installed base
during Invoice Post or from Call Activity Recording. When Call
Activity Recording adds an item to the installed base, the system
updates Sales Order and Line to reflect the call 1D and line number
from which the update originated.

Rev Level. An optional code identifying the engineering revision of
thisitem. If thisinstalled baseitem isin ltem Master Maintenance,
the value defaults from there.

Parent and Component. These fields are display only, and set when
Invoice Post or Call Activity Recording adds components beneath an
item in the installed base.

Last PM Date. The system updates this field when you close a call
with the PM work code for thisitem. The Last PM Dateisthe call
close date.

Tip

System level
normally indicates
thetop-level itemin
aninstalled config-
uration, but you can
apply it to suit your
system.

Tip

Components and
parents can aso be
created manually
using Installed
Configuration
Maintenance.
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Fig. 2.17
Installed Base
Pop-Up

M QAD

Next PM Date. Thisfield is display only. The system adds the Days
Between PM vauein Service ltem Maintenance to Last PM Date or,
if blank, to Install Date.

PM Days. Defaults from the value in Days Between PM in Service
Item Maintenance and indicatesthe PM cyclefor thisitemin calendar
days. The system adds this value to the install date initially to
determine the Next PM Date field valuein Installed Base Item
Maintenance. When you close subsequent PM calls, the system adds
PM Daysto Last PM Date to determine the Next PM Date value.

Comments (Y/N). Defaultsto Yes if comments exist; otherwise
defaultsto No. If Yes, the standard transaction comments frame
displays when you press Go, so you can enter or review comments
associated with this installed base item. Comments display on the
Installed Base Report.

Pop-Up Window

You can add additional details about the installed base item or change its
serial number in afinal pop-up window.

Installed Base ltem Maintenance
User Menu Edit Queue Options Help

— End User Address
End User: 1001005 Customer Ho: 1001000
Mame: Great Northern Reliable
Address: Building 14
Address: 310 Shoreline Ave
City: Sealle County: Slate: WA
Country: USA Post: 98431
— Installed Base I Dwnership: |local
Item Numl Location: [Suite 37| |-3888/A1
Descripti Status: W
Mo Hew Serial:
Install date: 06717796 Parent: no
System Type: o Component: no
Wairanty Code: W-1 Last PM date:
‘Warranty Expiration: 09515796 Next PM Date: 06717797
Aty: 1.0 PM days: 365
Sales Order: CA115 Ln: 1 Invoice:
Ship Date: Comments: no
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Ownership. A reference-only field indicating who actually possesses
theitem. Set up values with Generalized Codes Maintenance for field
isb_owner.

Location. A reference-only field that describes, in up to 24 characters,
the current location of this installed base item at the end-user site.
This might be a building location, suite number, or floor.

Status. A user-defined code indicating the status of thisinstalled base
item; for example, BETATEST or OBSOLETE. Set up status codesin
Generalized Codes Maintenance for the field isb_status.

New Serial. Use thisfield to change the serial number for an item
aready intheinstalled base.

Installed Configuration Maintenance

Use Installed Configuration Maintenance (11.3.5) to create and maintain
product structures in the installed base. You can create parent-component
relationships directly with this function, or modify product structures
created in other parts of the system.

Creating ISB Records During Invoice Post

You can let the system add items to the installed base as you sell them.
Creating records this way minimizes the data entry required to update the
installed base.

Invoice Post creates installed base records for parent and component
items from sales orders when these settings are in place:

 Shipto Installed Baseis Yesin the Service Management Control File
(11.24).

 For components to be added, L oad Available Structure must be Yesin
the Service Management Control File and the conditions required for
it to be in effect must be true.

« Installed Base must be Yesin Service Item Maintenance (11.3.7) for
the parent item and for each component item to be added.

The system creates the actual |SB record when you post the invoice for
the sales order, minimizing the cleanup required if you find mistakes on

Tip

For alarge
company, you
might enter the
department or
individual that uses
the item.

» See “Load
Available
Structure” on
page 41 for
details.
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Fig. 2.18

Installed Base
Detail in Sales
Order Maintenance
(7.1.1)
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the pending invoice. If sales shipment created the ISB record and you
change the invoice later, the ISB record may be wrong.

When the system creates | SB record during Invoice Pogt, it includes the
sales order number, line item number, and invoice number. You can use
these fields | ater as search criteria. Invoices created for both standard
sales orders and RMAs create or update installed base records.

ISB Records from Sales Orders

If Installed Base is Yes in Service Item Maintenance (11.3.7) for asales
order line item and the other settings are correct in the control files, the
sales order program uses default values to create | SB records. The system
bases these values on data for the item in Service Item Maintenance. The
end user isthe ship-to address on the sales order.

Note You cannot add memo itemsto the installed base from Sales Order
Maintenance, since the system creates the | SB record only if theitemis
predefined in Service Item Maintenance.

Set SO Edit ISB Defaultsto Yesin the Sales Order Control Fileto
override default values during Sales Order Maintenance. The Installed
Base Detail frame displays.

Sales Order Maintenance
User Menu Edit Queue Options Help

Cust Addr l Cust Br l S0 Inv Ing I Cr Timn b aint I
Sales Order: 5010030 Sold-To: 10010003 Ln Format 5/M: single |
Sales Order Line
Ln Item Mumber Qty Ordered UM List Price Discount Met Price

3 10-10000 1.0 EA 3,900_00 0.0 3,900. 00
— Installed Base Detail
Update Installed Base: |yes

Installation Call: |ves
End User: | 10010003
Installed Base Location: |Building 3

Ownership: | Local
Warranty Code: |'w-1
Parent Serial:
Parent Item:
Warranty Start Date: F A

Some of the fields on this pop-up correspond to fieldsin Service Item
Maintenance. The values there default into the corresponding fieldsin the
pop-up: Update Installed Base, Installation Call, and Warranty Code. Edit
the default values to control whether to include itemsin the installed base
on aline-by-line basis.
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The end user defaults from the ship-to address on the sales order. You can
use Installed Base L ocation and Ownership to add information for the
installed base record.

Use Parent Serial and Parent Item only if you want the item being sold
added to the installed base as a component of another installed base item.

The warranty start date defaults to blank. If you do not specify adate, the
system uses the sales order ship date as the warranty start date when
Invoice Post creates the installed base record.

The system calculates the warranty end date by adding the warranty
duration to the warranty start date. If you specify awarranty start date, the
system uses it to calculate the warranty end date when it creates the
installed base record. If the field is blank, the system bases the warranty
start date on the sales order ship date during Invoice Post. If Invoice Post
creates an installation call, the system bases the warranty start and end
dates on the call closure date.

The system updates the warranty start and end dates only if you have not
specified a date. For the system to manage this date, leave the field blank.

Note If thisitem requires an installation call and you do not specify a
warranty start date, the system recal cul ates the warranty start and end
dates when you close theinstall call. The system never overrides dates

you specify.

The system obtains other information that is part of the installed base
record from the sales order: item number, quantity, serial number, lot/
reference number.

Removing ISB Records for Sales Order Returns

If you update the installed base from sales order shipments, you need to
delete installed base records when a customer returns items. A negative
order quantity on the sales order line indicates a sales order return. When
you ship this line and post the invoice, the system can remove the
installed base record.

For thisto occur, the setting of SO Returns Update 1SB in the Sales Order
Control File must be Yes. The other conditions that update the installed

Tip

If theitem being
sold is part of a
configured item,
you can specify a
parent item and
serial already inthe
installed base for
the current end
user, and the system
adds the new item
as part of that
configuration.

IQAD
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base must also betrue. For example, Ship to Installed Base must be Yesin
the Service Management Control File.

Also, some guantity of thisitem must bein theinstalled base. To uniquely
identify the item you want to remove, enter the installed base reference,
which appears on the Installed Base Detail pop-up when you have
satisfied the above conditions.

Sales Order Maintenance or Pending Invoice Maintenance are the only
places you can specify the |SB reference, and you can specify only one
reference per sales order line. This has two implications.

- If you want to return more than one item, you must create a separate
line item for each.

» You must enter the linein Sales Order Maintenance before you use
Sales Order Shipments to specify a hegative quantity.

Note Theinstalled base pop-up displaysin Sales Order Maintenance for
areturn even if SO Edit ISB Defaultsis No in the Sales Order Control

File. Unlike other installed base parameters, the system cannot create a

default for the ISB reference—you supply it. The same is true of Pending
Invoice Maintenance when Pend Inv Update ISB is No in the control file.

If the system cannot find the item, serial, and reference in the installed
base for the end user on the sales order, a warning displays. A warning
also displays when the installed base quantity does not match the line item
guantity.

Posting the sales order invoice deletes the installed base record. When the
system updates the installed base, it writes a message to the ISBPST.prn
file confirming deletion or describing any error that prevented it.

ISB Records from RMA Maintenance

RMA receipts and issues create a special form of sales order. Like any
other sales order, invoices for RMAs update the installed base. Items on
an RMA can also generate installation calls.

You can change default installed base information in an RMA, just like a
sales order by setting Edit Installed Base to Yes in the RMA/RTS Control
File. For instance, if you need to define an end user on a line item that is
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different from that specified on the header, you can change the end user
line-by-line.

RMA Maintenance adds records to the installed base and removes them.
If you issue an item in place of areturned item, RMA Maintenance
removes the old record and replaces it with the new.

Installed Base Invoice Post Report

When Invoice Post updates the installed base, the system puts messages
in your local directory about |SB recordsit created and errorsit
encountered. Thisfileis ISBPST.prn.

Thefilelistsitems by customer and sales order (or RMA). Thisfileisre-
created each time you run Invoice Post, but the system adds data only
when you update the installed base.

Messages in ISBPST.prn depend on the kind of update. The following
messages may occur during delete from RMA and sales order returns.

» Configuration DELETED. This indicates the system deleted the
parent item’s lower-level configuration.

 |1SB Quantity Reduced. This indicates the system reduced the
installed base quantity for the parent item and its structure. This
occurs when items in the installed base have a quantity greater than
one, and a quantity less than that is returned.

- I1SB Structure Deleted. This message prints when you attempt to
delete a corrupted installed base structure.

- Item Deleted. Indicates the system has deleted the top-level parent
item.

« Item Quantity Reduced. Indicates a return has reduced the installed
base quantity of alevel 1 item without components.

« WARNING: Part rcvd not in I1SB. The item being returned isnot in
the installed base.

+ WARNING: Greater than ISB Qty Returned. The ISB quantity of an
item is less than the number of items returned.

ISB updates, such as sales orders and RMA issues, generate the following
messages.

IQAD
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* Part Master missing. If ltems must Exist is Yesin the Service

Management Control File and you ship a memo item on a sales order
with Update | SB set to Yes, this message displays. This event should
not normally occur.

» End User record created. The system creates an end user if the end

user on the sales order does not exist yet.

» Warranty Code record missing. If the warranty code specified for the

item during sales order shipment or associated with the itemin
Service Item Maintenance does not exist, this message prints.

» Check for Deletion. This message should not occur during normal

operation. It indicates that the routine attempting to update the
installed base has detected a record indicating this item should be
removed from the installed base.

« Part already in ISB. This message only occursfor lot and serial
controlled items. A record already exists for thisitem number and
seria number.

» Part created. Indicates the system has created an installed base record
for the item shipped.

» Missing Warranty Code. This message displays when the sales order
or RMA warranty code isnot valid for anew installed base record.

ISB updates generate the following messages when Load Available
Structureis Yes.

 Part serial already Exists. This message occurs only if one of the
lower level itemsin the configuration is serialized and already exists
under a different end user. The system adds the component under the
current end user with the next reference number.

« Configuration created. Indicates the system is adding thisitem as a
component of the parent.
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Creating ISB Records from Calls

If Itemsin Installed Base is No in the Service Management Control File,
service personnel can take calls for items that are not yet in the installed
base. When you record activity for the call in Call Activity Recording,
you can create an installed base record for the call item and for items
issued in CAR.

Set Update ISB to Yes for each line item you want added to the installed
base. The repair quantity must be the same as the quantity on the ISB
record.

Call Maintenance

Call Maintenance (11.1.1.1) sets up default values the system uses to
update the installed base. Normally, the updates occur in Call Activity
Recording. You can, however, close callsdirectly from Call Maintenance.
Even though Update ISB is Yes, when you close acall in Call
Maintenance for an item that is not in the installed base, you are
prompted:

Create install ed base record?

Respond Yes to direct the system to create an | SB record for items on the
call for which Update ISB is Yes.

Call Activity Recording

In the normal life cycle of acall, engineers record some activity for each
linein Call Activity Recording. CAR updates the installed base in three
ways: the call line item, any itemsissued to repair it, any items returned.

Call Line Item

If the call lineisfor anitem not in theinstalled base and Update ISB is
Yes, aframe appearsin CAR for recording installed base information.
You create the ISB record directly at this point, not later during Invoice
Post.

Theinstalled base is updated during the initial phase of recording activity
so it can be correctly updated when issue inventory items are issued. For

65
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these records to be added as components of the parent item, the record for
the parent item must already exist.

You can also add call line items to the installed base as components of
another parent item.

Swaps

In CAR, you can issue as arepair item the same item number reported on
the call line. The system treats the transaction as a swap by removing the
call line item from the installed base and replacing it with the item issued.

Repair Items Issued

You can create installed base records in CAR for items the system issues
during inventory transaction processing. Create these records the same
way you create other |SB updates: set Installed Base to Yesin Service
Item Maintenance and Ship to Installed Base to Yesin the Service
Management Control File.

Also set Load Available Structure to Yesin the Service Management
Control File. Otherwise, the system adds only parent itemsto the installed
base item.

If the call line item has a structure, the system adds items you used to the
installed base as top-level components of the call line item.

Returned ltems

You can return items in CAR as part of an exchange and remove | SB
records for the returned items from the installed base. During an
exchange, you supply the installed base reference number for
non-serialized items. Then during inventory issue, the system removesthe
old reference or serial number and replaces it with the new one.

If acall, call history, or service contract exists for the returned item for
this end user, you cannot delete its record unlessit is a swap. The system
updates the installed base and prints a message. The system assumes you
will either repair the returned item and send it back to the customer, or
you will modify the contract, and add a new line for thisitem.
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Installed Base Utilities

MFG/PRO provides utilities for other installed base needs. These
functions:

« Alert end users to product recalls with field notifications.
« Moveinstalled base items from one end user to another.
» Generate marketing letters for arange of installed base items.

Field naotifications work in conjunction with Call Generator. Also, when
you heed to generate calls for arange of installed base items or end user
and item combinations, the Call Generator utility generates these calls.

Field Notification

Many organizations track installed base information because of the
possibility of product recalls. Thisis aconcern, for example, for medical
equipment manufacturers. Recalls associated with documentation and
auditing requirements from regulatory agencies may require extensive
audit history and control.

You can use SSM'’s field notification utilities to manage the recall
process.

» Use Field Notification Maintenance (11.3.12.1) to create and
maintain afield notification. The field notification defines, groups
and manages related calls, and maintains history. The system closes
the field notification when you close its associated calls.

» Use the Call Generator (11.1.8) to generate calls associated with an
existing field notification, or create a new field notification and
generate callsfor it.

» Use Field Naotification Inquiry and Report (11.3.12.2 and 11.3.12.3)
to display information associated with afield notification.

» Use Field Notification Delete/Archive (11.3.12.23) to remove a
closed field notification from the system and del ete obsol ete history

records. The field notification history includes information about the

selection criteriafor items, the first and last call associated with the
notification, and open and close dates.

Figure 2.19 illustrates the field notification work flow.

» See “Call
Generator” on
page 365 for
details.
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Fig. 2.19
Field Notification
Work Flow
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included in the field
notification.

Delete/archive closed field
notifications.

Effect of Field Notification

The system handles calls generated from afield notification in special
ways:
- It adds thefield notification number to the call record. When you
update one of these calls, a message displays the source of the call.

Tip - Call valuesfor the field notification take precedence over other call
Recalls normally defaults. The system does not use call defaults associated with the
Update or work code on the field notification, and uses an end user escalation
gc%g@tivework only if one is not on the field notification. The call's next status
' defaults from Call Status Maintenance. Call duration defaults from
the Service Management Control File if you use one of its work
codes.

« You cannot move a closed field notification call to history unless all
related calls are closed. The system automatically closes the
notification when you close or cancel all calls associated with it.

Coverage for Field Notifications

The calls generated from afield notification have unique coverage needs.
You do not normally charge these callsto contract or warranty coverage.
For example, if you generate the field notification as a result of a product
defect, you do not want to consume an end user’s contract coverage.

Field Notification Maintenance lets you override any existing coverage.
When you choose this option, you can specify a service type for the calls

M QAD



INSTALLED BASE 69

the field notification generates. If you use existing coverage, select
between contract and warranty coverage for those itemsin theinstalled
base covered by both.

If you do not override coverage but do specify a default service type, the
system usesit instead of the Default Call Service Typein the Cdl
Management Control File for items without either warranty or contract
coverage.

Choose the override service type carefully. Make the default under-limit » See “Charge
charge code on the service type a covered charge code, rather than a ggggio%”

contract or warranty charge code.

Field Notification Maintenance

Create field notifications with Field Notification Maintenance (11.3.12.1)
or with the Call Generator. Similar frames display in both.

: Field Notification Maintenance Fig.220
UserMery Edt Quewe Oplians Help Field Notification
Maintenance
Field Notification: 02/13/97 (113 12. l)
Reference Document: ECO {1f9 Open Date: 0214737
Description: Faully bolt on airplane Combine Calls: yes
Entered By: mmm Calls Generated: no
Work Code: |Recall Priority: [1 Call Type: |PRODFAIL
Problem: [Elec Severity: |A Queue: |Customer
Status: [NEW Escalation: Comments: [no
Call Open Date: (02714738 Copy Comments to Calk |no
Description: |Faulty external bolt needs to be replaced immediatelp
From End User: To:
From Item: [10-10000 To: |10-10000
From Serial: | To:
From Ship Date: |11701/27 To: [12/01797
Model: DX— Top Level Only: yT

When you create a field notification, you can associate a document—an
ECO documenting the problem and product change required, or some
kind of internal reference document. You can also combine an end user’s
items into one call.

The remainder of the maintenance fields specify attributes of the call and
selection criteria for the items in the installed base. The system generates
a call or call line for each item.

Field Notification. Enter a code of up to eight characters identifying
the field notification.
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Reference Document. |f you associate this field notification with
another document, enter itsidentification. Twenty-four characters are
allowed.

Description. Enter up to 24 characters describing thisfield
notification.

Entered By. Defaults from the ID of the user logged into this session
of MFG/PRO.

Open Date. Defaults from the system date, and indicates the date you
opened thisfield notification. You can only change Open Date when
you first create a notification.

Combine Calls (Y/N). Specify Yesto generate one call for each end
user. The system creates multiple linesfor each installed base item for
this end user. Specify No to create one call for each installed base
item.

Calls Generated (Y/N). Indicates whether you have generated calls
for this field notification. The system setsit to Yes after you run Call
Generator for this field notification.

Work Code. Thedefault isblank. Enter awork code defined in Work
Code Maintenance to be associated with calls generated for thisfield
notification’s calls. Other call defaults created in Call Default

Maintenance are not used. The system derives call values from the

field notification.

Problem, Status, Description, Priority, Severity, Escalation, Call Type,

Queue, Description. The system applies these values to the calls you
generate for this field notification. The values take precedence over

any other defaults. For example, the system applies an end-user
escalation only if the field notification does not have one.

Call Date. Defaults from the system date. A call open date gives you

more control over when the system processes the calls.

Comments (Y/N). Defaults to Yes if comments exist; otherwise
defaults to No. If Yes, the standard transaction comments frame
displays when you press Go, so that you can enter or review

comments related to this field notification. You can copy comments

into each of the calls generated by this notification.
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Copy Comments to Call (Y/N). Defaultsto No. Indicatesif the system
copies comments associated with this field notification into each call
generated.

From End User/To. Leave blank or specify arange end users for
selecting installed base items.

From Item/To. Leave blank or specify arange of installed base items.

From Serial/To. Leave blank or specify arange of serial numbers for
selecting installed base items.

From Ship Date/To. Leave blank or specify arange of ship dates for
selecting installed base items.

Model. If you are tracking installed base items by model number,
enter amodel number in thisfield to include only items with this
mode in the calls generated.

Top Level Only. Set to Yesto create call lines only for parent items.
Set to No to create call linesfor each item in the installed base
configuration.

Generating Field Notification Calls

From the Call Generator (11.1.8), specify F astheinput sourceto generate
calls associated with afield notification. You are prompted to enter a
notification number.

: Call Generator |- (O] x]
UserMenu Edt Oueue Options Help

|| e

Input Source: F P PM 5chedules
1 Installed Base
F Field Motification

|| Field Notification: | | |

If you enter anon-existing value in the Field Notification field, you are
prompted to create it. Respond Yesto create afield notification directly
from the Call Generator. If the notification you enter exists, you are
prompted to review it. Respond Yes to this prompt to redisplay the Field
Notification Maintenance frames and update the call definition or
selection criteria

Tip

Use Copy
Commentsto Call
to print specid
instructions or
notes on the call or
call invoice.

» See “Call
Generator” on
page 365 for
details.

Fig. 2.21
Generating Field
Notification Calls
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Once you specify or create the field notification, the final Call Generator
frame displays. You can only update four fields.

Fig. 2.22
> ot R |
Gmeratlng Fldd UserMenu Edit Oueue Options Help
Notification Calls A=
Input Source: F P PH Schedules
1 Installed Base
F Field Motification

Motification: 02713797 Description:  Faulty bolt on airplane

Call Date: 02f14/9 Copy Comments: no
Combine Calls: yes

From End User: Tao:
Item Numbes: 10-10000 To: 10-10000
Serial: To:
From Ship Date: 11/01/19¢ To: 12f01f19¢
Model: DX Top Level Only: yes
Override Service Type: nn_ Print Report: lnn_

Preferred Coverage: W aranty Select Contract or Warranty

Default Service Type: [SC-1

Override Service Type (Y/N). A Yesin thisfield indicates you want to
use a different coverage than is normally attached to the item in the
installed base. No directs the system to use the normal contract or
warranty coverage. If No, you can choose between contract and
warranty coverage for those itemsin the installed base that are
covered by bath.

If Yes, enter avalid service typein Default Service Typefor coverage
terms. If No, you can still enter avalue for Default Service Type. The
system uses the value instead of the Default Call Service Typein the
Call Management Control File for installed base items without
coverage.

Preferred Coverage (Warranty/Contract). The system usesthisfield if
overlapping coverage exists for an installed base item and Override
Service Typeis No.

Default Service Type. The effect of thisfield depends on Override
Service Type. If Overrideis Yes, thisfield determines the terms and
conditions of coverage for calls generated by thisfield notification. If
Overrideis No, thisfield is optional and determines the terms and
conditions only for call items that do not have current warranty or
contract coverage.

Tip _ Print Report (Y/N). Indicates whether the system should generate a
f'aettctﬁ Yestorunin printed report listing the calls created. If Yes, you are prompted for an
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output device for the report and Batch ID. If No, areport is not
generated, but a message does display when execution completes
indicating the number of calls created and the range of call numbers.

Deleting and Archiving Closed Field Notifications

After you close or cancel the calls associated with afield notification, you
can delete and archive the notification with Field Notification Delete/
Archive (11.3.12.23).

Field Notification DelfArchive
User Menu Edit Queue Options Help

— Selection Criteria
Notification: | To:
Date Completed: F s To: [06i1a/9¢6
Remove History: |no
Delete: |no
Archive: |no
Archive File:
Clear I Print I | Exit
\F1:Help F2-Go ESC=End Ctrl-X=Cut Ctrl-C=Copy Ctl-¥=Paste

Select records to be deleted by number or by completion date. You can
include history records or retain them for potential reference.

Moving Items in the Installed Base

Use Ingtalled Item Move (11.3.13) to update the location of installed base
items from one end user to another.

Thisfunction is especialy useful for corporations that move equipment
between divisions and diverse locations. Normally, if the item you are
moving has a component structure in the installed base, the system moves
the items with it. However, you can move components of a configured
item to anew site.

Example A company has computer systems at different sites and moves
components of the different systems, such as disk drives, from one site to
another. Using Installed Item Move s easier than altering the installed
configurations of each computer system by deleting one component and
adding another.

Fig. 2.23

Field Notification
Delete/Archive
(11.3.12.23)
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Tip

If MTZ isactive,
enter the move date
relative to From
End User’s time
zone.

M QAD

You can also use this function if you often take calls from unknown end
users. Thisistypical for organizations that sell to retail outlets. Associate
the end user with atemporary customer during Call Maintenance. L ater,
you can create a new customer for this end user, then move the installed
base item.

Restrictions

Moving itemsin the installed base has two restrictions:

» Theitem to be moved and any of its components, if it hasaninstalled
configuration beneath it, cannot be referenced by:

- acall
- acontract with either current or future coverage
« an unprocessed RMA receipt line

All of these functions depend on installed base information that is
rendered invalid by moving the item. Clean up open calls, contracts,
or RMAs before attempting to move the item.

- If the end-user type of the target end user does not match the type of
the source end user, awarning displays. Since warranty terms can

vary by end-user type, an item’s warranty may not apply to a different
type of end user. Use the recalculate coverage option to modify the

warranty type, installation date, and warranty expiration date.

Move Date

To move an item in theinstalled base, enter a source and target end user in
Installed Item Move, illustrated in Figure 2.25. You can specify the actual
move date. The default is today. The system uses this date to check for
contract and warranty coverage.

If you change the default Move Date value, it is most often to a date
earlier than the current one. If you set the date ahead, service coverage for
the From End User might not be valid, and warranty coverage for the To
End User is not valid until the install date.



INSTALLED BASE

Recalculating Coverage

If you are moving an item with warranty coverage, the coverage may no
longer be appropriate for the new end user. Specify Yes to Recalculate
Coverage to choose coverage options.

75

: Installed Item Move M= B Fig. 2.24
UserMerw Edt Queve Oplions Help Installed Item
Move (11.3.13)
From End User: 1001000 To End User: 00000029
Reliable Central Pur Rehable Central Pur
Move Date: 07715798 Recalculate Coverage: pes
Clear Warranty Coverage: |no
Mew Warranty Type:
Install Date: |07/15/199%
Recalculate Warranty End: |no
You can clear the warranty coverage for the new end user. Or you can
modify the coverage by specifying an alternate warranty and installation
date, and by requesting the system to recal culate the warranty end date for
the item based on the new install date.
Selecting Items to Move
Next, ascrolling window displaysthe parent-level installed base items for
the From End User. Only top-level items display, since they are the ones
you usually move.
Press Enter to select one or more itemsin this scrolling window. An
asterisk (*) in the leftmost column indicates selection. Then press Go to
move the items and their components to the To End User.
 Installed Item Move X Fig. 2.25
gere d\t ueue Options  Help =[al Installed Item
Move (11.3.13)

From End User: 1001000
Reliable Central Pur

To End User: 00000029
Reliable Central Pur

Move Date: 07715798 Recalculate Coverage: pes

Installed Base Parent ltems

Comp Item Comp Serial

1 ol 11
! g
1 ash 4
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You can add more items to move manually on the next frame.

Fig. 2.26 [ imatedtemmove g |
Manual Entl’y UserMenu Edit Oueue Options Help
in Installed

Item Move From End User: 1001000 To End User: 00000029
Reliable Central Pur Reliable Central Pur

Move Date: 07/15/9% Recalculate Coverage: yes

Items To Move

Item Serial Rel Description Moved

001 11 Shift Linkage yes

]

When you finish moving items and press End, the system prompts you for
an output device and generates areport listing the items moved, their
installation dates, and associated warranties. Ensure that this information
is correct for the new end user.

Generating a Service Marketing Letter

Service usually involves direct communication with the end user. At
times, it is hecessary to contact arange or al end usersin the installed
base, perhaps to alert users to a new product upgrade, or warn them of a
product defect.

Use Installed Base Marketing Letter (11.3.21) to create such letters. You
can base the letter on comments you created in Master Comments (1.12).
To generate aletter to al usersin the installed base, follow these steps.

1 Write amaster comment in the form of aletter in Master Comments
(1.12). Write the comments in each required language. When the
system generates the letter, it looks for comments in the addressee’s
language.

2 From Installed Base Marketing Letter (11.3.21), specify the master
comment in the Ref and Type fields, then the options for selecting the
end users to receive letters.
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Installed Base Marketing Letters
User Menu Edit Queue Options Help

— Selection Criteria

Company Address:
Ref: I Type: l_
End User: | 1001005 To: [1001005
Item Number: | 10-10000 To: |10-10000
Serial: To:
Install date: To:
Rev Level: To:
Service Type: Tao:
‘Warranty Expiration: Tao:
Letter Date: |June 23. 1996
Print Item Detail: |yes

Clear I Print I | Exit

Company Address defaults from the Contract Control File. Select end
users to receive | etters based on item number, serial, install date, revision
level, service type, or warranty expiration. For example, you can create
letters for end users who have items with warranties about to expire.

Letter Date accepts a free-form date description to print at the top of the
letter. If Print Item Detail is Yes, the system also prints alist of attributes
for theinstalled base item at the top of the letter.

Figure 2.28 illustrates a sample marketing letter.

Qual ity Products Inc.

Manuf act uri ng Di vi sion
One Wrld Way

Los Angel es, CA 93111

June 5, 1996

Lakewood Distributors
32 South Maple
M nneapol is, MN 54221

Attention: John Smith

Regarding Item 19000
Description: Electrical Generator
Model : 43-12

Serial: MI137

The warranty on your el ectrical generator expires on July 1, 1996. Qur
conpany of fers an excel l ent service contract that will extend warranty
coverage at a very reasonable price.

Fig. 2.27

Installed Base
Marketing Letters
(11.3.21)

Tip

If you use pre-
printed | etterhead,
|leave the address
code blank.

Fig. 2.28
Sample Marketing
Letter
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» See Chapter
23, “Control
Files,” on
page 697 for
details on
control file
settings and
their effects.

CHAPTER 3

Service Setup

To implement MFG/PROQO’s Service/Support module, plan carefully and
consider in detail your business needs and requirements and how they
map to MFG/PRO. This chapter concentrates on the setup functions in
the Service/Support Setup menu (11.21) and includes a list of
generalized codes used in service functions.

Service activity uses the codes this chapter introduces to direct and
manage the flow of charges and credits. Call Activity Recording,
especially, relies on codes. They also define service limits.

Overview 80

Work Codes 82

Invoice Sort Codes 85

Service Categories 91

Default Stesand Locations 95

Return Satus 99

Charge and Revenue Management 103
User Preferences 117

Generalized Codes for Service 119
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Overview

The codes discussed in this chapter support recording engineer activity,
applying charges, and tracking inventory effects with product lines.

Charge Codes

With charge codes, you can indicate who is responsible for paying for
service activity you record in Call Activity Recording. Charges may be
warranty, contract, covered, billable, fixed billable, project, or giveaway
for each item and each call. Charge codes give service personnel the
freedom to make effective business decisions for every detail they record
while handling a call.

Example In many markets, repairing atroublesome item for free or
using a goodwill replacement helps preserve an important customer
relationship. However, you probably do not want to provide al service on
the call at no charge.

Charge codes can designate a particular item as giveaway, yet keep
normal billing for the rest of the service and items on the call. Service
personnel can implement a decision quickly and efficiently by changing
the charge code on the troublesome item for this call.

Service Limits

Invoice sort, service category, and work codes create a flexible way to
design warranty and contract types. You can create as many work codes
and service category codes as you need, and combine them in almost
unlimited ways.

With the combination of invoice sort or work code and service category
you can track and manage service activity at a summarized level, or with
as much lower level detail as you need.
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Product Lines

Charge and revenue product lines control the flow of service activities
into appropriate GL accounts. Separating costs and revenue by product
line permits sophisticated accounting and reporting. For example, you can
separate income generated by warranties from that generated by contracts.
Or you can create accounts for installation activity that are distinct from
repair activities.

Return Statuses and Default Sites

Return status codes manage the return of itemsin Call Activity
Recording. These codes determine if the system should look for an
exchange price and which default site it should use for the return. You can
define default sites that direct returned itemsto repair centers depending
on the type of item, the geographical location of the end user, or other
relevant factors.

User Preferences

Service/Support User Preferences enables each user to control certain
features of service processing. You can allow each user to specify
preferences or use standard MFG/PRO security to prevent or limit access.

Recording Service Engineer Activity

Service/Support Management manages engineer activity with
combinations of settings for the work codes, charge codes, invoice sorts,
and service categories discussed in this chapter. You can tailor these codes
to business requirements.

Cdll activity and invoicing functions use these codes to track such
information as labor performed, items consumed and returned, and
expenses.
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Work Codes

Work codes designate what type of work personnel perform during

service activity. You generally break work codes into broad areas of

service that reflect your service organization's structure. Work codes, in
combination with other features, control the flow of call activity into GL
accounts.

For example, a work code can identify preventive maintenance (PM),
technical work (TECH), emergency calls, a specialized type of repair, or
overtime. You can define anything an organization needs to track as a
work code.

Work code definitions should correspond to how the service organization
bills for work. If you want to bill only for repair center work, then define

a repair work code (such as REPAIR). Work code definitions can be quite
sophisticated. Levels of skill specialization, time periods, departments,
pay scales, and so on can be criteria for defining and organizing work
codes.

Typically, manufacturing companies want their service and support
tracking to be as straightforward as possible. It is often better business
practice to keep work codes simple. However, MFG/PRO can track work
codes for complex service organizations.

Default Work Codes

The Call Management Control File defines five default work codes.
These defaults represent typical kinds of work in a service environment
and have a built-in meaning to the system. You can define as many other
work codes as you need.

« PM Work Code. Default work code for calls the system generates as
part of a preventive maintenance schedule.

 Update Work Code. You can assign thiswork code ameaning, such as
aproduct upgrade.

« Install Work Code. Default installation call type. When items
requiring installation are added to the installed base from sales order
shipment, the system generates acall of thistype.

» Corrective Work Code. Default work code for acall requiring mass
recall or some kind of legal action.
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« Technical Work Code. Default work codefor all other callsyou create
with Call Maintenance (11.1.1.1) or Call Quote Maintenance
(11.1.1.7).

You can associate adefault call length with each work code. Call
Maintenance uses it to calculate engineer load for each type of cal.

Some companies use one or more generic work codesinstead of codes for
each of these call types. Other companies need more than these five
codes—a work code for testing or installation preparation, for example.
Create as many work codes as you need to meet your business
requirements.

Applying Work Codes

Most service activities require work codes. Functions including call
defaults, call escalations, coverage limits, price lists, default sites, charge
and revenue product lines, and CAR use them.

Call Defaults

Work codes represent the types of work you do. You can set up call
defaults based on work code in Call Default Maintenance. Call
Maintenance then uses these defaults, such as queue, call duration, and
severity, to define calls for the corresponding kind of work.

Call Escalation Sequences

You can base call escalation sequences on work code. This is useful, for
example, when repair calls follow a different sequence of escalation steps
than preventive maintenance calls.

Coverage Levels

When you define coverage levels for warranties, contract types, or
contracts, you can base them on work code and service category
combinations or invoice sorts. Work codes support a more detailed
breakdown by the type of work. Use work codes to specify, for example,
that the limit for preventive maintenance work is $100, but the limit for
repairs is $200.
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Price Lists

If you use work codesin price lists, you can charge different prices
depending on the kind of work. For example, you might price installation
labor higher than preventive maintenance.

Default Sites

You can base return sites and locations on work code. Thisisuseful if you
do different kinds of work at different physical sites or locations. For
example, you might return items requiring PM service to different
locations than items requiring repair.

Charge and Revenue Product Lines

Service product lines based on work code can track the costs and revenue
generated by different kinds of work. You can, for example, separate the
income generated by preventive maintenance from the income generated
by repairs. You can also base default charge codes on awork code. Call
Activity Recording uses charge codes and charge product lines; Call
Invoice Recording uses revenue product lines.

Call Activity Recording

Call Activity Recording and Call Invoice Recording use work codes to
determine the coverage in effect and which charge code to use. For
example, the system suggests a fixed price charge code for a fixed price
work code.

Work Code Maintenance

Use Work Code Maintenance (11.21.1) to create and maintain work
codes. Figure 3.1 shows an example of awork code for installation work.

Work Code Maintenance
UserMenu Edit Queue Options Help

Fig. 3.1
Work Code
Maintenance
(11.21.1) Work Code: [THEI ]

Description: Installation

FEEIZ]

Repair Center: no

Fixed Price: no
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Work Code. |dentifier you define for a particular work code.

Description. Enter up to 24 characters describing the code and
identifying its use and purpose.

Repair Center (Y/N). Yes means you do thiswork at arepair center.
Thisfield isfor reference only.

Fixed Price (Y/N). Yes means you charge a fixed rate for this kind of
work. When you record activity for a call with thiswork code, the
system uses fixed pricing and suggests afixed price charge code.

Invoice Sort Codes

Invoice sort codes are important for Call Activity Recording and Call
Invoice Recording. They provide a high-level sorting tool for grouping
service costs by items, labor, and expenses. These groupings apply to
service limits and printed invoice presentation, set defaults for invoice
detail, and determine whether or not to include fixed price costsin totals.

Although you can define any number of invoice sorts, Call Invoice
Recording can display only six. The three basic invoice sorts—labor,
items, and expenses—cover most requirements. You define their names.

If you use fixed pricing, also define an invoice sort for fixed prices.

Applying Invoice Sort Codes

Invoice sort codes have four main applications in the system: they define
service categories and service limits, affect the presentation of invoice
information, and determine invoice detail.

Invoice Sorts and Service Categories

When you define service categories, they must reference an invoice sort
of the proper type—either item, labor, or expense. The system
summarizes the detailed information for the various service categories
under the related invoice sort code.
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Service Limits

You can set up service limits and levels of coverage on warranties and
contracts by invoice sort. Call Activity Recording appliesthese limits and
levels. When the limits on the service type or contract are in terms of
invoice sort codes, the system tracks activity for the service categories
related to each sort code. The system suggests either an under-limit or
over-limit charge code based on this consumption.

Invoice Presentation

After you record activity for a call, the invoice sort determines how Call
Invoice Recording displays the financial summaries. Call Invoice
Recording provides a high-level financial summary of call costs and
billable amounts. The top frame (costs) is a grid with the three types of
invoice sort codes as the columns and charge codes as the rows.

Thefinal frame of Call Quote Maintenanceis similar. The system
summarizes planned labor, parts, and expenses for a service activity just
asin Call Invoice Recording.

Some invoice sort fields affect the display of informationin CIR.

Type

The vauein Invoice Sort Maintenance for the Type field determines

which column displays invoice sort information. When you define an

invoice sort, match the Type value to the invoice sort’s label. For

example, an invoice sort called Expenses with a Type of L for labor would
be misleading.

Display Order

Invoice sort codes display in the rows of the Billing Summary frame of
Call Invoice Recording. The Display Order field determines the order in
which they appear. Define the labels in the Label field. Multi-language
users can define labels for each language.

A warning displays if you create two invoice sorts with the same display
order. The system does not prevent this, but the display in Call Invoice
Recording will be confusing.
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Fixed Prices

Fixed prices represent asingle price for the entire service activity,
regardless of the list price of individual items. Since the prices are not
broken out by expense, labor, or item, mark one invoice sort to include
fixed price amounts. The Billing Summary frame of Call Invoice
Recording still breaks out costs, but the price displays only if an invoice
sort with Fixed Price set to Yesis defined.

Since fixed prices are not broken out by service category, do not associate
service categories with thisinvoice sort; use it to display fixed prices. A
warning displays if you associate service categories with a fixed price
invoice sort.

Language

Invoice sort codes control the display in Call Invoice Recording and
invoice print. Multi-language users can specify how the label for the
invoice sort appears in different languages.

Invoice Detalil

The Detail field determines the default in the Det column of Call Invoice » See “Invoice

Recording, unless you specify a different invoice format for the end user gggg%‘; o
in End User Address Maintenance. Thisfield, in turn, determines the details.

level of detail on the printed invoice. When Detail isNo for an invoice
sort, the system takes the entries for a service category, summarizes them
inasinglelineitem, totals them, and then prints only thistotal on the hard
copy invoice.

IQAD
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Invoice Sort Maintenance

Use Invoice Sort Maintenance (11.21.5) to define and maintain invoice
sort codes. Figure 3.2 shows a sample invoice sort for labor.

Fig. 3.2
Invoice Sort
Maintenance
(11.21.5) Invoice Soit: LABOR

Description: Labor

Invoice Sort Maintenance
User Menu Edit Queue Options Help

Display Order: 1
Type: L Labor
Invoice Detail: pes
Include Fixed Price: no

Language: US US English
Description: [Labor
Label: [LABOR)|

Invoice Sort. Enter a code identifying thisinvoice sort.

Description. Enter up to 24 characters describing the code and
identifying its use and purpose.

Display Order. Enter anumeral from 1 to 6 representing the display
seguence in the Billing Summary frame of Call Invoice Recording. A
warning displays if another invoice sort has the same display order.

Type. Possible values are L for labor, E for expense, and | for item.
Type determines the column where costs display in the Call Invoice
Recording summary frames. Labor costs display in column 1; item
costs in column 2; and expense costs in column 3.

The invoice sort type also determines which service categories you
can associate with it. You can associate atype L invoice sort with
labor and travel labor service categories, atype | invoice sort with
items, consumable items, or exchange items, and atype E invoice sort
with expense or travel expense.

Invoice Detail (Y/N). Determines the default in the Detail columnin
the Billing Summary frame of Call Invoice Recording and affects the
printed invoice format. If Yes, the printed invoice displays
information for each line of activity recorded in CAR. If No, the
system summarizes the lines for a particular invoice sort with totals
only. Thismeans that if you consumed five items, the total cost for
the five items displays, without details about the cost of each.
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You can also set invoice detail per end user. The end user value
overrides the invoice sort value.

Include Fixed Price (Y/N). If thisis Yes, Call Invoice Recording
includes fixed price repair amounts in output for thisinvoice sort. Set
only oneinvoice sort to Yes. Since fixed prices are charged regardless
of the cost of items, labor, or expenses and regardless of the service
categoriesin Call Activity Recording, do not associate service
categories with thisinvoice sort.

Language Frame

Invoice sorts control the invoice display in Call Invoice Recording and
invoice print. Use the language frame to specify how the label for the
invoice sort should appear in different languages. If you do not set up
language-dependent labels, the system uses the first 14 characters of the
invoice sort description for the label in the Billing Summary frame of Call
Invoice Recording.

Language and Description. Enter any valid language code from
Language Code Maintenance. If blank, the system uses the base
language. Once you enter alanguage code, the description associated
with it displays.

If you use more than one language, execute the next description and label
sequence for each language you use. The description and label then
appear properly translated for usersin each language.

Description. Specify ageneral description of thisinvoice sort for the
current language. For example, if theinvoice sort appliesto expenses,
this description field might be “General Expenses.”

Label. The string in this field appears in the Call Invoice Recording
Billing Summary frame as the label for this invoice sort when you are
using this language. It displays in the position you define in the
Display Order field.
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Example in Call Invoice Recording

To understand how invoice sorts appear in Call Invoice Recording,
consider this scenario. A company sets up the invoice sort codes shown in

Table 3.1.
Table 3.1
Sample Invoice Label Display Order Type Detail
Sort Codes
LABOR 1 L Yes
EXPENSES 2 E Yes
ITEMS 3 | Yes
The summary framesin Call Invoice Recording would look like
Figure 3.3.
Fig- 3.3 Call Invoice Recording
Summary Frames User Menu  Edit Queue Options Help
inCIR Columns
represent the Call Selection
’7 CallId: CA115 Bill-To: 1001000 End User: 1001005 |
three types of — Charge Summary
inVOiCe sorts. —f————— Hrs Cost Item Cost Exp Cost List Price Det
Warranty o (] (] o
Contract 0 [} L] 0
Covered B 0 [} 0 0
Invoice sort Al ° o o °
labels display [ S¥eawa o o * o
. Fixed Bill (] [} 0 0
n the order from Billable B 110 220 a 459
|nVOiCE Sort — Billing Summary
Maintenance. f- LABoR : 110 » 0 150 [yes
§ EXPEMNSES o o a F yes
ITEMS [ 220 L] 305 yes
Detail flag : : : : |:Z—
defaults from 3 s o o [no
Invoice SOI"[ Total B 110 220 a4 459
Maintenance. Line Total 458.75 Cost 333.75 Margin  27%.
|F1 =Help F2=Go ESC=End *Next/Piev* Chl-X/C/V=Cut-Copy-Paste
» See Chapter 14, The Billing Summary frame displays the labels of the invoice sorts you
Rceac':)l'rg‘i’r?éc,?on specify in Invoice Sort Maintenance. The Det column reflects the value
page 471, for the Invoice Detail field.
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Service Categories

Service categoriesidentify specific subsets of the labor, expense, and item
invoice sorts. Each service category must reference an invoice sort when
you defineit. Theinvoice sort gives ahigh-level summary of the financial
impact of itsrelated service categories.

Each type of service category must be related to an invoice sort of the
corresponding type. You can relate Items, Consumable Items, and
Exchanged Items only to atype | invoice sort; Labor and Travel Labor
only to atype L invoice sort; and Expense and Travel Expense only to a
type E invoice sort.

Applying Service Categories
Like invoice sorts, service categories have several usesin the Service/
Support module.

 Definelimits and pricelists

« Provide defaultsin Call Activity Recording

 Qualify charge and revenue product lines

« Define the default taxable status and tax code for labor and expenses

Service Limits

Service categories manage the financial impact of service activity in
CAR. You can define service limitsin terms of invoice sort codes or work
code and service category combinations. When you take a call, CAR
monitors the limits from the call contract or service type. The system
suggests either an under-limit or over-limit charge code based on limit
consumption.

Service Pricing

You base pricing for labor and expensesin CAR on service category and
other selection criteria. You also base expense cost lists on the service
category. This means you need enough service categories to reflect both
the pricing levels you use for labor and the range of expense costs and
prices.
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» See Chapter 7,
“Taxes in SSM,”
on page 221 for
details about tax
implementation.

Fig. 3.4

Service Category
Maintenance
(11.21.9)

M QAD

Default Service Categories

When you define service itemsin Service [tem Maintenance, you can
associate a default item service category with them. Similarly, you can
associate a labor and expense service category with standard operations
and service routing steps. These service categories provide default values
for CAR, streamline data entry, and ensure consistent input.

Product Lines and Charge Codes

If you use service category in asearch key for charge and revenue product
lines, you can break out accounts based on the service categoriesin CAR.
You can also set up default charge codes with service category as part of
the search key.

Default Tax Data

Item Master Maintenance can assign a taxable status and tax code to
items. These provide defaults when the item is entered on various orders,
including calls and RMAs. Use Service Category Maintenance to
associate tax status and tax codes with |abor and expense service
categories. Call Invoice Recording uses the taxable status and tax class
associated with the service category as the default for labor and expense
usage records for taxable call lines.

Service Category Maintenance

Use Service Category Maintenance (11.21.9) to create and maintain
service categories. Figure 3.4 illustrates a labor service category.

= Service Category Maintenance Hn
UserMenu Edit Queue Options Help
Eg) | [} B
Service Category: Labr-OT
These fields Description: Dvertime Labor
define the Invoice Sort: Labor
service ——
Items: no
category. Only Consumable Items: no
one can be Exchanged Items: no
Yes: Labor: [yes
Travel Labor: |no
Expense: no
Travel Expenses: no
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Service Category. Enter a code identifying a particular service
category.

Description. Enter up to 24 characters describing the code and
identifying its use and purpose.

Invoice Sort. Enter an invoice sort defined with Invoice Sort
Maintenance (11.21.5). Thisfield is required and the invoice sort
code must exist.

You can set only one of the remaining fields to Yes for a particular
invoice sort. The invoice sort type determines which fields you can
edit.
« Set one of Items, Consumable Items, and Exchanged Itemsto Yes
for atype | invoice sort.

 Set Labor or Travel Labor to Yesfor atype L invoice sort.
 Set Expense or Travel Expenseto Yesfor atype E invoice sort.

Items (Y/N). Yes means this service category is related to itemsin
inventory or the item master. No means the service category is for
something that is not an inventory item, such aslabor, travel, or some
other expense or activity.

Consumable Items (Y/N). Further qualify items by indicating they are
consumed during the service activity. Examples of consumable items
might be oil, replacement fluids, or cleaning fluid. You might
consider these items an expense, depending on your own business
palicies.

Exchanged Items (Y/N). You can also qualify items as exchanged
items. You replace items during service calls and return them,
possibly for credit. Toner cartridges are exchanged items.

Labor (Y/N). Yes means this service category is related to work
performed by employees.

Travel Labor (Y/N). Yes means this service category isrelated to

travel time you can charge as labor. Some service organizations

charge a service engineer’s travel time as part of labor, while others
charge a set rate per mile or field call.

Expenses (Y/N). Yes means this service category is related to
expenses other than labor and consumption of inventory items.
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Travel Expenses (Y/N). Yes means this service category is related to
travel expenses, such asfood, taxis, air fare.

Fig- _3-5 Service Category Maintenance
Service Category User Menu Edit Queue Options Help
Tax Data

Service Category: Labr-OT

Description: Overtime Labor
Invoice Soit: Labor

Items: no

Consumable Items:

2
)

Exchanged Items: no

Labor: yes

Travel Labor: no

Expense: no
Travel Expenses: no

Taxable: |yes

Tax Class: GTM

Taxable (Y/N). This flag indicates if this service category is usually
taxable. When acall line is taxable and not afixed price repair, this
field determines the default in the Taxable flag of the billing detailsin
Call Invoice Recording. If thelineis not taxable, the system considers
the detailed usage records non-taxable.

Tax Class. Required for VAT and Canadian taxes. Validation depends
on the tax system:

 For Global Tax Management, validates against codesin Tax Class
Maintenance.

» For US sales taxes, validates against codes in Tax Exemption
Code Maintenance.

 For VAT taxes, validates against codes in VAT Class
Maintenance.

 For Canadian taxes, validates against taxesin GST Class
Maintenance.

Thetax classidentifiesthe normal tax class or tax exemption code for
the current service category. The value here determines the default tax
classfor the service category in Call Invoice Recording if the cal line
is also taxable and not afixed price repair. If acal lineis not taxable,
the system sets the taxabl e status of labor and expensesto No and you
cannot modify it.
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Default Sites and Locations

Define default sites and locations as part of the setup for Service/Support
Management. Sites relate to inventory management and costing, since
you set up costs by site.

Functions that access default sites during service activity include:
 Returns and exchanges in Call Activity Recording
* Issuesin CAR and SEO Maintenance
» SEO Direct/Pending Returns

You can set up default sites for combinations of product line, service
group, work code, item, and area. Not all combinations are valid. For
example, you cannot use product line and item together. Table 3.2 liststhe
combinations you can define and the order in which the system searches
for them. If you enter an invalid combination, a message displays.

The vauesin the first frame of Default Site Maintenance (11.21.13) are
the key for locating site defaults. You can enter any humber of specific
combinations or create defaults that apply to entire product linesor a
particular area. Use different combinations to accommodate different
business practices.

Example Your company requiresall but two itemsin product line 200 to
be returned to a particular site and location. The two specia itemsrequire
aternate processing, and must be returned to a different location. The
search algorithm finds defaults defined for the two special items first,
then those set up by product line.

Service group and product line should not be used together. You may get
unpredictable results if you set up default sites for both when some items
belong to both groups.

Search Algorithm

Table 3.2 illustrates the search order for default sites and the valid
combinations of key fields.

Tip

Set up default sites
for RMAsinthe
RMA/RTS Control
File.

Tip
Areaisoftenagood
choice for setting
up default sites,
sinceyou may want
to direct al the
engineers within a
certain geographic
region to send
returnsto a
particular
warehouse or repair
center.
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Table 3.2
Search Order for
Default Sites

M QAD

Search Product Service Work

Order Line Group Code Item Area
1 v v v v
2 4
3 v v v v
4 v v 4
5 v v
6 4
7 v
8 4
9

To minimize the possibility of blank sites defaulting into Call Activity
Recording and other functions that use them, the system uses an expanded
search. If you defined records with a particular key but not the particular
site and location the system needs, the system searches until it finds a
record with a non-blank site and location.

Example The system is searching for a default return sitein CAR using
the call area. A repair site exists for the area, but the return site is blank.
The system searches for another record with avalue for return site. The
next search iswith an all blank key. If thereis areturn site for the all-
blank key, the system suggestsit.

Valid Combinations

As mentioned previously, numerous functions use default sites. However,
not al key values are meaningful in all functions.

Issues in Call Activity Recording

If you have not specified a site and location for the engineer, and the call

either does not have an area or the call's area has no site and location,
CAR looks for a default spares location for item issues. When searching
for a default spares location, the system takes the values for product line,
service group, work code, and item from the call line. The system takes
the area from the call, which was initially determined by the end user.
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Returns in Call Activity Recording

When you return itemsin CAR, the system derives the values for product
line, service group, work code, and item from the item being returned—
not the item being repaired. The system still derives the area from the call.

Issues in SEO Maintenance

The system derives the default site on the header in SEO Maintenance by
searching for a default spares site associated with the call’'s area if the
SEO is associated with a call, or the engineer’s area if there is no call.

Returns in SEO Direct/Pending Returns

When items on an SEO are returned, the system takes search values from
the item being returned. However, work code has no value in SEO Direct/
Pending Returns. The system derives the area from the engineer.

Keep these factors in mind when you set up default sites. If you set up
default sites and locations by work code for Call Activity Recording, you
may have to set up an alternate set of defaults for SEO Direct/Pending
Returns. Note, however, if the system does not find return sites in SEO
Direct/Pending Returns, it returns the item to the issue site and location in
SEO Maintenance.

Location Attributes

You may want a restricted inventory status for return locations. Generally,
you inspect returned items before making them available for sales orders
or work orders. To allow for this, give the return, scrap, or repair locations
a status of not available.

Set the location status to non-nettable to prevent MRP from considering
inventory as on-hand. If most of your returns can be put into usable stock
with little or no repair, make this inventory location nettable. You usually
set scrap and repair locations to non-nettable.

If automatic locations are not enabled for a site, the system verifies that
the location exists.
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Fig. 3.6
Default Site
Maintenance
(11.21.13)

M QAD

Inventory Transactions

Return locations—return, scrap, and repair—must allow inventory
transfers (ISS-TR) and receipts (RCT-TR), as well as unplanned receipts
(RCT-UNP).

The spares location must allow inventory transfers and issues to work
orders (ISS-WO).
Default Site Maintenance

Use Default Site Maintenance to create and maintain default sites.

Default Site Maintenance
User Menu Edit Queue Options Help

Prod Line:
Service Group:
‘Work Code:
Item:

Area:

[ Sites

LEEET ) Minimum settings§

Return Site: | 10000 Scrap Site: | 10000
Return Location: |RETURM Scrap Location: |SCRAP

Spares Site: | 10000 Repair Site: (10000
Spares Location: | SPARES Repair Location: |[REPAIR

|F1=Help F2=Go ESC=End F5=Delete Ctrl-X/C/¥=Cut-Copy-Paste

The product line, service group, work code, item, and area in the first
frame are keys for locating site defaults. The system uses defaults when
the specified values match. You cannot specify both product line and item
at the same time. Table 3.2 lists valid key field combinations.

Description. Enter up to 24 characters describing this set of defaults.
This field is for reference only.

Return Site and Location. The system uses this site and location by
default for returns under two conditions:

» Theitem isrepairable and Good is Yesin the return status.

» Theitem is not repairable and Scrap is No.

The return location must allow inventory transfers (ISS-TR) and
receipts (RCT-TR), aswell as unplanned receipts (RCT-UNP).
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Spares Site, Location. The system uses this site and location by

default for inventory issues when no other defaults are appropriate.

For example, in CAR, if the engineer has no site and location, and the
engineer’s area has no site and location, the system searches for a
default spares site and location. The spares location must allow
inventory transfers and issues to work order (ISS-WO).

Scrap Site, Location. The system uses this site and location by defaultip
for non-repairable items with a return status that has Scrap set to Yﬁ' < ar6 thoss for
The scrap location must allow inventory transfers (ISS-TR) and  which the

i - i ~ Repairableflagis
receipts (RCT-TR), as well as unplanned receipts (RCT-UNP). N vice
Maintenance.

n-repairable

Repair Site, Location. The system uses this site and location by
default for repairable items with a return status that has Good set to
No. The repair location must allow inventory transfers (ISS-TR) and
receipts (RCT-TR), as well as unplanned receipts (RCT-UNP).

Return Status

Return statuses manage the return and exchange process in Call Activity » See “Location
Recording (CAR) and SEO Direct/Pending Returns. They do not apply to Attributes” on
RMA receipts. The return status has no formal relationship to statuses

defined with Inventory Status Maintenance (1.1.1). However, you

normally use these two statuses together to control return processing in

the larger MFG/PRO environment.

page 97.

Each of the attributes of the return status controls a different aspect of the
process:

» Exchange determinesif you give credit for an item returned from the
customer. You can only exchange itemsin CAR. Exchange and
Pending cannot both be Yes.

» Good and Scrap determine default locationsfor repairable (Good) and
non-repairable (Scrap) items. Good and Scrap cannot both be Yes.

» Pending isfor items ordered on an SEO and returned in CAR. It
determinesif the inventory transactions take place in CAR or later in
SEO Direct/Pending Returns. A pending status requires that
Exchangeis No, Good is Yes, and Scrap is No.
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Standard Returns

Set Pending to No and Exchange to No for a standard return without any
billing. For example, an engineer orders five items on an SEO for acall
and uses only four of them. You load the five items into item usage
recordsin Call Activity Recording. One of them must be returned. CAR
can do this directly, or you can use SEO Direct/Pending Returns.

The same situation might occur if the engineer ordered too many itemson
an SEO for inventory replenishment. Use SEO Direct/Pending Returnsto
return the items.

Standard returns of items on an SEO are executed as inventory transfers
(ISS-TR, RCT-TR) from the engineer site and location back to available
stock. Thereisno billing. The system treats returnsin CAR that are not
exchanges and not on an SEO as unplanned receipts (RCT-UNP).

Exchange Returns

Indicate an exchange return by using areturn status with Exchange set to
Yes. Exchangestypically take placein CAR when an engineer replaces an
item during arepair and the returns the old item for customer credit. You
can then repair or scrap the returned item.

When you use an exchange return status, the system searches for an
exchange price for the returned item on the service price list. Exchange
prices use the exchange unit of measure specified in the Call Management
Control File. If the system finds an exchange price, it displays by default
during return processing. The system credits the customer this amount
when it generates the invoice for the call.

You cannot use this status to return items ordered on an SEO, since
exchange processing assumes the item is being returned from the
customer. Also, you cannot combine Exchange with Pending, since the
Pending flag is used only with items on an SEO. An exchange return
executes an unplanned receipt (RCT-UNP).
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Pending Returns

You can use pending returns only for items on an SEO. For Pending to be
Yes, Good must also be Yes, and Scrap must be No. Since you took the
items being returned directly out of inventory and did not use them, they
should still be good and are returned to a site and location for good stock.

Call Activity Recording uses the pending statusto mark items on an SEO
as returned. During a pending return, the system registers the return
against the call and clears allocations for the returned items. However, no
inventory istransferred. Complete the return later with SEO Direct/
Pending Returns (11.19.13.8).

Good and Scrap

You can mark items returned Good or Scrap. You can set only one of

these flags to Yes at the same time. The system checks Good if the item’s
repairable flag is Yes in Service Item Maintenance, Scrap if the item is not
repairable. These two status flags affect the default sites and locations
used during a return:

- If Goodis Yesand Scrap isNo, the system returns both repairable and
non-repairable items by default to the return site and location.

- If Good isNo and Scrap is Yes, the system returns repairabl e items by
default to the repair site and location, non-repairable items to the
default scrap site and location.

Table 3.3 summarizes the interaction of the repairable flag and the return
status flags.

101

Table 3.3
Repairable SatusFlag  Site Return Status Flags
Yes Good = Yes Default Return Site
Yes Good = No Default Repair Site
No Scrap = No Default Return Site
No Scrap = Yes Default Scrap Site

You can set up as many return statuses as you heed with various
combinations of flag settings. Plan return statuses accurately since
inventory processing depends on them.
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Tip

You cannot use a
status with Pending
set to Yes.

Fig. 3.7
Return Status
Maintenance
(11.21.17)
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Default Statuses

You can specify two default return statuses in the Call Management

Control File. These statuses provide defaults during return processing in

Call Activity Recording and SEO/Direct Pending Returns.

» Return Satus. CAR uses this status by default for repairable items. It

is the default in SEO Direct/Pending Returns.

» Scrap Satus. CAR uses this status by default for non-repairable
items.

Return Status Maintenance

Figure 3.7 illustrates Return Status M aintenance.

Return Status Maintenance
User Menu Edit Queue Options Help

Status: scrap

PeeR N SN o Longer to be used
Exchange:
Good:
Scrap:

Pending:

Modifying existing record.

\F1:Help F2-Go ESC=End F5=Delete Ctl-X/C/¥=Cut-Copy-Paste

Status. Enter an 8-character code identifying this status.

Description. Enter up to 24 characters describing the code and
identifying its use and purpose.

Exchange (Y/N). Yesindicates an item the customer returned for
credit. The system uses the Exchange UM in the Call Management
Control File to find an exchange price on the call pricelist. The
system credits the customer who returned the item this amount and
receives it into inventory using an unplanned receipt transaction.

Good (Y/N). The system checksthisflag only if theitem isrepairable.
Good can be Yes only if Scrap isNo. If Yes, the system suggests the
default return location; if No, the default repair location.

Scrap (Y/N). The system checks this flag only if the item is not
repairable. Scrap can be Yes only if Good is No. If Yes, the system
suggests the default scrap location; if No, the default return location.
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Pending (Y/N). Set thisflag to Yesto mark pending returnsin Call
Activity Recording for items ordered on an SEO. Complete the return
later with SEO Direct/Pending Returns. If Pending is Yes, Good must
aso be Yes, Scrap must be No, and Exchange must be No.

Charge and Revenue Management

The charge code determines how you pay costs and which GL accounts
the system uses for costs and revenues. Based on how it is defined, the
charge code causes financial processing to follow a different path

In MFG/PRO, product lines determine which accounts the system uses

for financial activities. Service/Support Management provides two

maintenance functions for specifying the product lines that segregate

service costs and revenue from regular sales and COGS accounts:
 Charge Product Line Maintenance (11.21.21.5)

» Revenue Product Line Maintenance (11.21.21.9)

These functions control which accounts the system uses and when, in a » See “Detailed
range from straightforward to complex. You can base charge and revenue ﬁ‘]cg?g,f‘grr‘]g
product lines on a number of selection criteria, further increasing your page 503 for
i i details on how
financial management control. Call Activity
Recording and
Call Invoice
Charge Codes Recording use

product lines.
Charge codes play an important role in managing the financial impact of
service activity. The charge code determines who pays for service costs,
depending on which flags are Yes.

A charge code has one of seven possible attributes. Each attribute has a
particular effect. Charge codes determine whether the system:

« Invoices service to the customer—nbillable and fixed billable

 Providesit free of charge—warranty, contract, covered, or giveaway

» Tracksit internally against a special project—project mandatory
Normally, you should create at least one charge code for each attribute to
cover all possible business applications. However, if you do not use fixed

pricing or track service costs for internal projects, these charge codes may
not be needed.
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Important After you define charge codes, be careful about changing
them. If you change a charge code marked Billable, for example, to
Project Mandatory, it is no longer valid for contract limit records, asa
billable default, and may be invalid in Call Activity Recording. You will
now generate errors if you access records using the charge code.

Application of Charge Codes

Charge codes affect numerous functions:

 Service Limits. You can associate under- and over-limit charge codes
with the various limits for a service type or contract. When this
service type or contract provides coverage in CAR, the system uses
the charge codes from the limitsfirst. If you have not associated
charge codes with limits, you can define default charge codesin
Default Charge Code Maintenance.

 Recording Service. CAR suggests acharge code for each line of detail
recorded, providing you maximum flexibility to manage financial
impacts.

+ Service Invoicing. When CAR summari zes service costs, the seven
rows represent the seven types of charge codes.

 Product Lines and Accounts. Charge codes can be associated with a
product line in Charge Product Line Maintenance. You can segregate
the cost of different kinds of service activity by connecting the
various charge codes with different product lines. For example, you
can direct the cost of warranty service to different accounts than the
cost of contract service. Charge codes can be used in thisway in Cal
Activity Recording and for expensed service engineer orders.

Charge Code Maintenance

Use Charge Code Maintenance (11.21.21.1) to create and maintain charge
codes. Figure 3.8 shows a charge code for service provided under
contract.
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Charge Code Maintenance Flg 3.8
User Menu Edit Queue Options Help Chal’ge Code
Maintenance
(11.21.21.1)
Charge Code: I E
Description: Contract Charges

. Warranty: no
Thes? flelds Contract: yes
define the Covered: no
charge Code Project Mandatory: no
.' Fixed Price Billable: no
Only one is Billable: no
Yes. Giveaway: no

Charge Code. Enter a code identifying a charge code.

Description. Enter up to 24 characters describing the code and
identifying its use and purpose.

Note Only one of the remaining choices in Charge Code Maintenance
can be Yes. This setting determines the effect of the charge code.

Warranty (Y/N). Yes means the original warranty covers the charges.
If Warranty is Yes, the charge can be the under-limit charge code on a
warranty type. It can also be the default warranty charge codein
Default Charge Code Maintenance.

When the system uses this charge code, it examines the limits on the
warranty type and uses the level of coverage to determine how much
to invoice the customer. The system does not use limit amounts with
warranties—just the percent of coverage. Service charges are
accumulated only against contracts and contract line items.

Contract (Y/N). Yes means an existing, valid contract covers the
charges. You can specify a charge code with Contract set to Yes as the
under-limit charge code on a contract or contract type. It can also be
the default contract charge code in Default Charge Code
Maintenance.

When the system uses this charge code, it examines the limits on the
contract and uses the limits and level of coverage to determine how
much to invoice the customer. The system uses the limits on the
contract line, then the contract header, and finally the contract service

type.

Covered (Y/N). Yes means either a generic service type or the default
call service type in the Call Management Control File covers the
charges. You can specify a charge code with Covered set to Yes as the

IQAD
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under-limit charge code on warranty or contract types. It can also be
the default covered charge code in Default Charge Code
Maintenance.

Important Usethiskind of charge code carefully, and only on service
types that provide coverage apart from specific contracts or warranties.
Never useit on service types that are the basis of contracts or warranties.

Normally, you use Covered only for the Call Default Service Typein
the Call Management Control File. If you have aternate generic
servicetypes, you can aso use Covered for them. A warning displays
in Contract and Warranty Type Maintenance when you specify a
covered charge code. A Covered charge code on a service type used
asawarranty or as abasis for contracts can create confusion in Call
Activity Recording.

When the Covered charge code is an override in Call Activity
Recording, the system appliesthe levels of the default call service
type. If, for example, you normally provide some level of coverage as
agoodwill gesture, override aBillable charge code with Covered to
provide that level of coverage for an item in Call Activity Recording.

The system uses the coverage levels of the default service type but
not any limit amounts. Service charges are accumulated only against
contracts and contract line items.

Project Mandatory (Y/N). Yesmeansyou are using this charge codeto
track internal charges related to a particular company project. You
cannot use this charge code unless you specify a project in CAR. You
cannot use a charge code with Project Mandatory set to Yes as an
under- or over-limit charge code on warranty types, contract types, or
contracts. You can only useit as an overridein CAR.

Fixed Price Billable (Y/N). Yes means you are using this charge code
to track fixed-price service. The system suggests afixed-pricebillable
charge code in CAR when you use a fixed price work code. The
system invoices the customer the fixed price regardless of the actual
cost of service. Fixed-price service is an aternative to service based
on contracts and warranties. When you use the fixed price, no limits
are examined.

When Fixed Price Billable is Yes on a charge code, you cannot use it
as an under- or over-limit charge code on warranty types, contract
types, or contracts, since you do not use fixed pricing in conjunction



SERVICE SETUP 107

with service coverage. However, you can specify it as the default
fixed-price billable charge code in Default Charge Code
Maintenance.

Billable (Y/N). Yes means the system invoices the charges to the
customer. You can specify a charge code with Billable set to Yes as
the over-limit charge code on a contract or service type. You can also
specify it as the default billable charge code in Default Charge Code
Maintenance. Once service limits are exceeded, the system suggests
the over-limit charge code. When you use a Billable charge code in
Call Activity Recording, the covered amount is always zero.

Giveaway (Y/N). Yes means the customer receives the service without
any charge, and the system does not accumul ate costs against any
service limitsin effect. You cannot use a charge code with Giveaway
set to Yes as an under- or over-limit charge code on warranty types,
contract types, or contracts. You can only specify it asan overridein
Call Activity Recording.

Charge Product Lines

Every item must be associated with a product line when you defineit in
the item master. The product line determines the general ledger accounts
for financial transactions. You can further break down GL accounts by
using Sales Account Maintenance or Inventory Account Maintenance.
However, the service environment has special accounting needs.

Many service organizations do not want service costs and revenues
included with manufacturing costs and item sales revenue. They need
detailed reports that show the costs incurred by service under various
conditions.

To address these accounting needs, define charge and revenue product
lines to direct costs and revenue to accounts based on service-related
factors.

Use Charge Product Line Maintenance (11.21.21.5) to set up product
lines for service costs. Charge product lines can direct coststo different
accounts depending on the charge code, the service type you associate
with the call, the service category or work code of the usage detail, or the
product line or service group of the item being repaired.

IQAD
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Fig. 3.9
Charging All
Service Costs to
One Charge
Product Line
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In the absence of charge product lines, the system uses a standard
algorithm to determine the relevant product line, based on Use Item Prod
Line in the Service Management Control File. If thisis Yes, the system
uses the product line of the item being repaired; if No, the product line of
the servicetype associated with the item being repaired. In either case, if a
product lineis still not found, the default accountsin the System Account
Control File are used.

Important Since accounting is such an important part of a business
endeavor, carefully plan how you use product line accountsin service.

Simple or Complex

Your setup of charge product lines can be relatively simple or complex,
depending on how you apply your business practices. You can direct
service costs to one product line. Or, at the most complex, you can use all
fields, including charge code, work code, service category, service type,
item product line, and service group.

Most companies find a policy between the two extremes best meets their
needs. For example, relating product linesto charge codesis one effective
way to distinguish and report on costs.

The system searches key fields for charge product lines from the bottom
up, and you must fill them without skipping any. For example, if you want
to use service category as part of the search algorithm, you must also
specify work code and charge code.

Example The following example shows how to break out service costs
from the standard sales and COGS accounts. You do this by leaving al
fields blank except Charge Product Line. Figure 3.9 shows the entire
setup.

= Charge Product Line Maintenance ﬂ!
User Menu Edit Queue Options Help

2 || EE 52
Charge Code:
Work Code:
Product line for Service Category:
item being Service Type:
serviced Item Product Line:
Service Group:
Product line —f——— Charge Product Line: [SSH1] [t]

for costs

Adding new record.
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L eaving the other fields blank meansthat the system charges service costs
to the accounts in product line SSM 1, regardless of the charge code, work
code, service category, service type, item product line, or service group.

Example You can also break out service costs related to particular
charge codes, as Figure 3.10 shows.

= Charge Product Line Maintenance [-]-] Fig. 3.10
User Menu Edit Queue Options Help Breaki ng out
@] [ i Service Costs for a
Charge Code: CONTRACT Charge Code

Work Code:
Service Category:
Service Type:

Item Product Line:
Service Group:

Charge Product Line: [5100] |ﬂ

+ +
Adding new record.

‘F1=Help F2=Go ESC=End F5=Delete Cul-X/C/¥=Cut-Copy-Paste

In this example, all costs for service contract activities are charged to
service product line S100. Use this kind of setup to see how costs are
distributed between contract, warranty, and billable service.

Charge Product Line Maintenance Fields

When Call Activity Recording searches for a charge product line, it
derives the values for charge code, work code, service category, and
service type from each line of detail. It derives the value for item product
line and service group from the item for which you are providing service.

Charge Code. Enter avalid charge code defined in Charge Code
Maintenance. Thisfield can be blank, but if so, al remaining key
fields must also be blank. If you enter a value here, the system uses
the associated charge product line for the cost of details recorded in
CAR only when this charge code is on the line of detail.

Work Code. Enter awork code defined in Work Code M aintenance.
Thisfield can be blank, but if so, al remaining key fields must also be
blank. If you enter avalue here, the system uses the associated charge
product line for the cost of detailsrecorded in CAR only when this
work code is on the line of detail.
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Service Category. Enter a service category defined in Service
Category Maintenance. This field can be blank, but if so, all
remaining key fields must also be blank. If you enter avalue here, the
system uses the associated charge product line for the cost of details
recorded in CAR only when this service category is on the line of
detall.

Service Type. Enter aservice type defined in Contract or Warranty
Type Maintenance. This field can be blank, but if so, all remaining
key fields must also be blank. If you enter avalue here, the system
uses the associated charge product line for the cost of details recorded
in CAR only when this service typeisin effect for the line of detail.

Item Product Line. Enter a product line defined in Product Line
Maintenance. Thisfield can be blank, but if so, Service Group must
aso beblank. If you enter avalue here, the system uses the associated
charge product line for the cost of detailsrecorded in CAR only when
you repair items belonging to this product line.

Service Group. Validated against codes you set up in Generalized
Codes Maintenancefor field pt_svc_group. However, thisfield can be
blank even if ablank generalized code does not exist. If you enter an
invalid value, awarning displays. The system does not use the data
you are about to create unless you set up this value in Generalized
Codes Maintenance.

If you enter avalue here, the system uses an associated charge
product line for the cost of details recorded in CAR only when you
repair items belonging to this service group.

Charge Product Line. Enter a product line defined in Product Line
Maintenance. The system uses the accounts associated with this
product line for the cost of details recorded in CAR when the other
key fields match.
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Revenue Product Lines

Revenue product lines are similar to charge product lines. However, in the
case of revenue product lines, the financial impact represents the income
from service activity, rather than the cost.

Another important difference is that the system applies charge product
lines to the usage detail consumed in Call Activity Recording. Revenue
product lines, however, are applied at a higher level to the item being A
different charge product line can be specified for each item consumed,
each expense, and each hour of labor. Revenue product lines track income
from the service activity only for the item repaired.

Like charge product lines, you can base revenue product lines on several
criteria. Criteriafor revenue product lines are limited, however, to the
service type and work code associated with the call line, or the product
line and service group of the item being repaired. The charge code and
service category do not apply.

Table 3.4 summarizes the differences between charge and revenue
product lines.

Table 3.4
ChargeProduct Line Revenue Product Line Product Line
: — - - — Comparison
Used For The costs of service activity The income from service activity
AppliesTo Detail usage records Call lineitems
Key Includes Charge Code, Work Code, Work Code, Service Type,
Service Category, Service Item Product Line, Service Group
Type, Item Product Line,
Service Group
DisplaysIn Call Activity Recording Call Invoice Recording

If you have no revenue product lines, the value of Use Item Prod Linein
the Service Management Control File determines the default suggested in
Cdll Invoice Recording. If Yes, the product line of theitem being repaired
displays as adefault. If No, the product line of the service type in effect

displays.

The setup of revenue product lines, like charge product lines, can be
relatively simple or complex, depending on your business practices.

111
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Fig. 3.11

Revenue Product
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(11.21.21.9)

M QAD

Revenue Product Line Maintenance

Use Revenue Product Line Maintenance (11.21.21.9) to create and update
revenue product lines.

Revenue Product Line Maintenance
User Menu Edit Queue Options Help

Work Code:

Item Product Line:
Service Group:

Revenue Product Line: |SSM| |ﬂ

When Call Invoice Recording searches for arevenue product line, the
system derivesthe value for work code and servicetype fromthecall line.
It derivesitem product line and service group from the item you are
servicing.

Work Code. Enter awork code defined in Work Code Maintenance.
Thisfield can be blank, but if so, al remaining key fields must also be
blank. If you enter a value here, the system uses the associated
revenue product line for the revenue received for the repair of an item
only when the item being repaired has this work code.

Service Type. Enter aservice type defined in Contract or Warranty
Type Maintenance. This field can be blank, but if so, all remaining
key fields must also be blank. If you enter a value here, the system
uses the associated revenue product line for the revenue received for
the repair of an item only when the item being repaired has this
service type.

Item Product Line. Enter a product line defined in Product Line
Maintenance. Thisfield can be blank, but if so, Service Group must
aso beblank. If you enter avalue here, the system uses the associated
revenue product line for the revenue received for service recorded in
CAR only when you repair items belonging to this product line.

Service Group. Validated against codes defined in Generalized Codes
Maintenance for field pt_svc_group. However, thisfield can be blank
even if ablank generalized code does not exist. If you specify an
invalid value, awarning displays. The system does not use the data
you are about to create unless you set up this value in Generalized
Codes Maintenance.
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If you enter avalue here, the system uses the associated revenue
product line for the revenue received for service recorded in CAR
only when you repair items belonging to this service group.

Revenue Product Line. Enter a product line defined in Product Line
Maintenance. The system uses the accounts associated with this
product line for the income generated by Call Invoice Recording
when the other key fields match.

Search Order for Product Line

The system searches key fields for charge and revenue product lines from
the bottom up. You must fill them in without skipping any. For example,
to use service category as part of the search algorithm for acharge
product line, you must also specify awork code and charge code.

If you use alarge number of key field combinations to define product
lines, the searches for determining the correct product line for a particular
operation can be quite complex. Consider this when you set up the
product lines, since increasing complexity has a performance cost, and
may be difficult to understand and manage.

When the system searches for a product line to use, it proceeds from the Tip

T i Revenue product
most specific to the most generic as follows. lines o 1ot Use
charge code and

1 Search for an exact match with charge code, work code, service service category.

category, service type, item product line, service group.
2 Blank out service group and search again.
3 Blank out service group and item product line and search again.

4 Blank out service group, item product line, and service type and
search again.

5 Blank out service group, item product line, service type, and service
category and search again.

6 Blank out service group, item product line, service type, service
category, and work code and search again.

7 Blank out al fieldsincluding charge code and search for a product
line based on the product line type: revenue or charge.

IQAD
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If acharge or revenue product line is not found, the system uses the
product line of the item or the service type in effect, depending on Use
Item Prod Line in the Service Management Control File. If thisis Yes, the
system uses the product line associated with the item being serviced; if
No, the product line associated with the contract or warranty in effect, or
the default service type.

The last option is the default accounts in the System/Account Control
File.

Default Charge Codes

You can specify charge codes while you record activity in Call Activity
Recording. However, to streamline recording, the system always attempts
to suggest the most appropriate charge code.

When you define warranty and service types, you can specify a default
under- and over-limit charge code. The system looks for thesefirst. If you
do not use these, you can set up default charge codes in Default Charge
Code Maintenance (11.21.21.13). If no defaults exist, users recording
activity must supply them manually in CAR.

The defaults defined with Default Charge Code Maintenance are useful
for service environments with a minimum of service level combinations.
A simple service environment can use afew sets of default codes for
everything. For more detailed control, specify under- and over-limit
charge codes on your service types.

Default Charge Code Maintenance

You can define five default charge codes for any combination of service
type, work code, service category, and end-user type. These four fields are
the key used by the system when it searches for an appropriate default. If
it does not find an exact match, it searches for less specific matches.

L eave the key fields blank to create a generic set of default charge codes
the system can apply in all cases.
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Fig. 3.12
Default Charge
3 2 Code Maintenance
Service Type: (11.21.21. 13)
Work Code:
Service Category:

Default Charge Code Maintenance
User Menu Edit Queue Options Help

End User Type:

‘Warranty: |E
Contract: [CONTRACT
Covered: |COYERED
Billable: |BILLABLE
Fized Billable: | FIXED

:

Service Type. Enter a service type defined in Contract or Warranty
Type Maintenance. This field can be blank. If you enter a value here,
CAR suggests the associated default charge codes only when this
service typeisin effect for the line of detail.

Work Code. Enter awork code defined in Work Code Maintenance.
Thisfield can be blank. If you enter avalue here, CAR suggeststhe
associated charge codes only when this work code is on the line of
detall.

Service Category. Enter a service category defined in Service
Category Maintenance. Thisfield can be blank. If you enter avalue
here, CAR suggests the associated charge codes only when this
service category ison the line of detail.

End User Type. Thisfield is normally validated against valuesin
Generalized Codes Maintenance for field eu_type. However, it can be
blank even if ablank value is not defined. If you specify an invalid
value, awarning displays. The data you are setting up has no
application in the system unless you create this code later.

If you enter avalue here, CAR suggests the associated charge codes
only when the type of the end user initiating the call matches.

Warranty. Enter a charge code defined in Charge Code Maintenance
with Warranty set to Yes. CAR suggests the warranty charge code
only if awarranty typeis providing coverage.

Contract. Enter a charge code defined in Charge Code Maintenance
with Contract set to Yes. CAR suggests the contract charge code only
if acontract is providing coverage.

Covered. Enter a charge code defined in Charge Code Maintenance
with Covered set to Yes. CAR suggests the covered charge code only

IQAD
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if coverage for the call lineis being provided by the default call

service type or some other service type you enter.

Billable. Enter a charge code defined in Charge Code Maintenance
with Billable set to Yes. CAR suggests the billable charge code when
no coverage is provided by the current service type or service has

consumed the limits on a contract.

Fixed Billable. Enter a charge code defined in Charge Code
Maintenance with Fixed Price Billable set to Yes. CAR suggests the
fixed billable charge code whenever you use afixed price work code.

Example Default Charge Code Setup

You can create a set of default charge codesfor aspecial kind of end users
using the End User Type field. In the examplein Figure 3.13, the system
suggests this charge code regardless of the service type, work code, or

service category.

Default Charge Code Maintenance
User Menu Edit Queue Options Help

Service Category:
End User Type: prefer

Warmanty: | wananty
Contract: | contract

Covered: |covered

Billable: | billable
Fixed Billable: | Fixed

Search Order

During processing in CAR, the system looksfor default charge codes with
any combination of values in the key, in the sequence listed in Table 3.5.

Search Service End User
Order Service Type | Work Code Category Type

1 v v v v

2 v v v

3 v v v

4 v 4 4




Search Service End User
Order Service Type | Work Code Category Type
5 v v v

6 v 4

7 v v

8 v v
9 v v

10 v v
11 v v
12 v

13 v

14 v

15 v
16

User Preferences

SSM offers anumber of ways to streamline data entry when you take a
call by predefining default field values. You specify some of the valuesin
control files. These settings determine defaults for all users. You can aso
set up call defaults using Call Default Maintenance based on work code,

model, and service group.

However, in some cases, each user may want to determine a default value
used when they execute a program. Use Service/Support User Preferences
(11.21.23) to enter values for individual users. Users must have been

previously defined in User Maintenance (36.3.18).

Note For more control, apply system security so only managers can set

up user preferences.

Service/Support User Preferences

UserMenu Edit Queue Options Help

User Id: jth

B (= ] 3 Ed

Queue Manager:
Escalation Default: [ESC1

Call Queue: |Customer

Quote Queue: |Quote

Call Time Window: |no

Call Structure Window: |no

Call Priority: [s0|
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» SeeTable 11.3,
“Call Default
Precedence
Rules,” on
page 322 for
details when
default settings
are used.

Fig. 3.14
Service/Support
User Preferences
(11.21.23)
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User ID. Enter auser ID defined in User Maintenance (36.3.18). You
do not have to be logged in as the user; managers can set appropriate
defaults and restrict users from changing them.

Queue Manager (0, 1, 2, 3). Controls the sort criteriafor calls
displayed in the Call Queue Manager (11.1.6) and overrides the value
in Call Management Control File.

« 0. Displays calls by next date and next time. Pressing Tab toggles
the sort order by end user.

« 1. Groups calls by the Assigned (engineer) field, then response
priority. Pressing Tab toggles the sort order by Queue.

« 2. Sortsby the Assigned (engineer) field. Pressing Tab togglesthe
sort order by end user.

3. Sorts by the Areafield. Pressing tab toggles the sort order by
customer.

Escalation Default. Default escalation code for Call Maintenance
(11.1.1.1). Leave thisfield blank if you do not use call escalation.
When this user creates a call, this setting overrides the default in the
Escalation Control File. However, if the end user has an escalation or
oneisdefined in Call Default Maintenance, it is used first.

Call Queue. Enter a code used to group service cals for dispatching
and review with the Queue Manager. When this user creates acall,
this setting overrides the default set in the Call Management Control
File. A gueue set by an escalation or in Call Default maintenance
takes precedence over thisvalue.

Quote Queue. Enter a code used to group call quotes. When this user
creates a quote, this setting overrides the default in the Call
Management Control File. A queue set in Call Default Maintenance
takes precedence.

Call Time Window (Y/N). Specifies whether the Travel and Estimated
Time window appearsin Call Maintenance. Enter Yesto record the
estimated call length, travel distance, and travel timein Call
Maintenance (11.1.1.1). When this user creates acall, this setting
overrides the default in the Call Management Control File.

Call Structure Window (Y/N). Specifies whether the Repair Structure
Detail window appears in Call Maintenance. If Yes, aframe displays
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in Call Maintenance (11.1.1.1) where you can specify or modify the
service BOM and routing. When this user creates a call, this setting
overrides the default in the Call Management Control File.

Call Priority. Enter a number indicating how important this call is.
Lower numbers indicate higher priority. In order of precedence, the
value in the Priority field defaults from:

» The Call Priority field in End User Address Maintenance.

- If thisfield is zero, then depending on whether theitemis
covered under awarranty or service contract, the default comes
from the Priority field in either Warranty Type Maintenance or
Contract Type Maintenance.

- If theitem is not covered under warranty or contract, the default
isthe priority of the Default Call Service Type in the Contract
Control File.

» The system uses user preferences if none of the above apply.

Generalized Codes for Service

MFG/PRO uses generalized codes, which you define in Generalized
Codes Maintenance (36.2.13), extensively. They give you flexibility in
organizing and implementing functions, since you can define values that
are meaningful in your own business environment.

In the Service/Support module, you can define generalized codes to shape
how you record and manage service activity information. Table 3.6 lists
most of the codes referenced by service functions. Use it to plan which
codes to use in your implementation.

Table 3.6
Code Label Where Used Generalized Codes

ad_state State End User frame of Call Maintenance for Service
ca resolve Resolution Call Update frame of Call Maintenance

(ca_resolve)
ca_severity Severity Call Maintenance (ca_severity)

Call Default Maintenance (cdf_ca_severity)

Call Escalation Maintenance (es_ca_severity)

Table 3.6 —Generalized Codes for Service— (1 of 4)
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Code L abel Where Used

ccd_cause Cause Fault Codes (ccd_cause)

ccd_problem Problem Fault Codes (ccd_problem)

ccd_resolution Resolution Fault Codes (ccd_resolution)

egd _sched type | Schedule Type |Engineer Detail Schedule Maint (egd_sched_type)

eng_location Current Engineer Maintenance (eng_location)

Location

esh_sched type | Schedule Type | Engineer Master Schedule Maintenance
(esh_sched_type)

eu_type End User Type | End User Address Maintenance (eu_type)
Default Charge Code Maintenance (fcd_eu_type)
Warranty Code Maintenance (svtype)

eud title Title End User Address Maintenance (eud_title)

eud_type Contact Type End User Address Maintenance (eud_type)

fsgroup Engineer Group | Engineer Maintenance (eng_group)

Group
Engineer Group

Escalation Maintenance (es_group)
End User Maintenance (eu_eng_group)

fsskill Prob/skill Call Maintenance (ca_problem)

Call Default Maintenance (cdf_ca_problem)

Engineer Skills Table (fsskill)

Call Escalation Maintenance (es_ca_problem)
isb_owner Ownership Installed Base Item Maintenance (isb_owner)
ish_status Status Installed Base Item Maintenance (isb_status)
pgh_status Status Status (pgh_status)

Waiting for Page Status (pgc_wait_status)

in Paging Control

Paged Status (pgc_paged_status) in Paging

Control File
pod_um Unit of Measure | RTS Maintenance (pod_um)
pt_model Model Service Item Maintenance (pt_model)

Call Default Maintenance (cdf_model)
Call Maintenance (part-model)

Table 3.6 —Generalized Codes for Service— (2 of 4)
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Code Label Where Used
pt_svc_group Service Group | Service Item Maintenance (pt_svc_group)

Default Site Maintenance (rdf_svc_group)

Charge Product Line Maintenance

(fcc_pt_svc_group)

Revenue Product Line Maintenance

(fcc_pt_svc_group)

Call Default Maintenance (cdf_group)

Call Maintenance (part-svc-group)

Price List Maintenance (fpc_svc_group)
pt_svc_type Usage Code Service Item Maintenance (pt_svc_type)
pt_sys type System Type Service Management Control File (svc_sys type)

Service Item Maintenance (pt_sys_type)

Installed Base Item Maintenance (isb_sys type)
pt_um Unit of Measure | Price List Maintenance (fpc_um)

Exchange UM | Call Management Control File (svc_exch_um)
Fixed UM Call Management Control File (svc_fixed_um)
reg_type AreaType Area Maintenance (reg_type)
rmd_fault_cd Fault Code RMA Maintenance (rmd_fault_cd)
ro_tool Tool Code Service Routing Maintenance (ro_tool)

Service Standard Operation Maint (opm_tool)
sa sa type Type Contract Maintenance, Contract Quote

Maintenance
sa_stat Action Status | Contract Maintenance (sa_stat)
sad_type Ship Type Contract Maintenance (sod_type)
sap_bom_type BOM Type Contract Maintenance, PM Scheduling
so_channel Channel RMA Maintenance (so_channel)

Call Activity Recording (ca_channel)

Call Invoice Recording (ca_channel)

Contract Maintenance (sa_channel)
so_cr_card Credit Card Contract Maintenance (sa_cr_card)

RMA Maintenance (so_cr_card)
so_cr_init CR Initias Contract Maintenance (sa_cr_init)

RMA Maintenance (so_cr_init)

Table 3.6 —Generalized Codes for Service— (3 of 4)
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Code Label Where Used
so_fob FOB Point RMA Maintenance (so_fob)
so_shipvia Ship Via RMA Maintenance (so_shipvia)

SEO Maintenance (so_shipvia)
so_stat Action Status | RMA Maintenance (so_stat)

SEO Maintenance (so_stat)
sod_type Type RMA Maintenance (sod_type)
sod_um UM RMA Maintenance (sod_um)
sir_problem SR Problem SR Maintenance (srr_problem)
SIT_severity SR Severity SR Maintenance (srr_severity)
sir_type SR Type SR Maintenance (srr_type)

Table 3.6 —Generalized Codes for Service— (4 of 4)




CHAPTER 4

Multiple Time Zones

This chapter describes SSM’s optional Multiple Time Zones (MTZ)
feature. First, a general business background and overview of MTZ is
presented, then the details of activating and setting up. The next section
of the chapter describes the impact MTZ has on service processing,
including call management, the installed base, service contracts, and
engineer scheduling. Finally, additional technical reference material is
provided.

Business Considerations 124
Overview of MTZ 126
Activating MTZ 127

MTZ Functions 129
Effectsof MTZ 140

MTZ Reference 157
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Fig. 4.1
Managing Multiple
Time Zones

M QAD

Business Considerations

It isincreasingly common for service organizations to support customers
across a wide geographic range. Being a global service provider presents
specia challenges and requirements such as multiple currencies, different
tax structures, and multiple languages.

A special global business challenge for service providers, however, is
accommodating variations in local time.

An awareness of time zones is uniquely important to service
organizations because service coverage and associated fees are often
dependent on the date and time a client requests and you supply coverage.
Also, service contracts can include an obligation to respond to customer
issues within a certain number of hours.

Sample Scenario

Consider thisillustration of the importance and potential complexity that
time zones introduce into service requirements.

A software support organization has a central service center in Denver. A
customer in New Jersey contacts the center in Denver at 8:00 on Monday
morning with a critical problem. In Denver, the loca timeis 6:00 AM.

Figure 4.1 illustrates the locationsin this scenario.
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This customer’s service contract specifies full coverage during normal

business hours, defined as 8:00-17:00, Monday through Friday. At other
times, the customer pays 50% of the service charges. The contract also
specifies that a customer request receives a response within two hours.

So a service call at 8:00 AM (customer time) is fully covered. For the
system to find the correct coverage, the time used must be the end user’s.

Based on the response time stipulated in the contract, an engineer should
contact the end user by 10:00 AM Monday, New Jersey time. The service
center dispatcher assigns the call to an engineer in California, where the
time of the call is 5:00 AM Monday. When the engineer reviews the call,
he needs to know that he must respond by 7:00 AM his time to meet the
contractual obligation.

This is a simple example. In some cases, the system registers date
differences as well as time differences.

MTZ Features

The multiple time zone (MTZ) option of Service/Support Management
helps you create, display, and track calls that accommodate and adjust for
time differences. The main features of MTZ include:

« Support for defining and maintaining time zones, including the
changes required by daylight savings time.

 Association of time zones with customers, end users, and engineers.

« Call creation and scheduling from the end user’s point of view.

- Storage of installed base data relative to the end user’s time zone.
- Coverage checking based on the end user’s time zone.

 Flexible display of time-sensitive data from multiple points of view.
 Enhanced engineer scheduling options for engineer call assignment.

125
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Overview of MTZ

The Service/Support Management module provides many time-sensitive
features. For example, you can define a duration and a number of hours
per day for service coverage. The response time and coverage hours you
associate with a service type determines when engineers should act on a
call. Engineer scheduling uses these dates and times to assign an engineer

to respond to the request.
¥ Activating MTZ When service providers and end users are located in different time zones,
@? Stcigg"fatt;‘“igs understanding these dates and times can become extremely complex.
described fully in Using MTZ provides an integrated solution for organizations facing these
“Activating issues. Since not all users of SSM manage calls across multiple time
MTZ” on : , )
page 127. zones, MTZ is optional. As a result, most of MTZ's data elements are not
visible unless it is active.
When MTZ is not active, MFG/PRO uses the system date and time
provided by the database server machine for the default value in date and
time fields. MTZ also uses this date and time for storing most date and
time information internally. However, before display, it converts times
that are relative to an end user. To allow for conversion, you must set up
and define the server time zone explicitly. Since more than one database
can reside on a common server, you can also set the database time zone.
Figure 4.2 illustrates three fields in the Service Management Control File
that display values associated with MTZ. You cannot, however, always
update these values directly in the control file.
Flg 42 Service Management Control File
Sel’VICE UserMenu Edit Queue Options Help
Management 52|
Control FIIe(1124) . Service Management Control File
Items in Installed Base: E Ship to Installed Base: |yes
Items Must Exist: |no Installed Base History: |yes
Load Available Structure: (pes On Hold Service Level: |1
e oo | conwolfe
Multiple Time Zones: lle fields related
Service Data in ltem Mastel:lyT Dalﬁ;:]l::el I::: ;::Z: :31;::.[ to MTZ

Multiple Time Zones indicates whether MTZ is active. You can update it
in the control file when its value is Yes. Use the Multiple Time Zones
Startup Utility (11.21.22.24) to activate MTZ.

M QAD
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Server Time Zoneis display only. Either the startup utility or the Server
Time Zone Change Utility (11.21.22.22) sets thistime zone. These
utilities adjust the internally stored records to conform to the new time
zone.

Database Time Zone distinguishes between the time zone for a database
and the server time zone. Thisisuseful when usersin different time zones
access several databases that run on one server. Thisfield has no effect on
the way the system stores dates and times. However, most call reportsand
inquiries can display dates and times relative to the database time.

Activating MTZ

As explained in the overview, MTZ changes the way the system stores
and displays dates and times. Switching MTZ on and off is not
recommended. Carefully consider your business needs before activating
MTZ.

Activating MTZ in a New Database
Activating MTZ during the implementation of MFG/PRO is simple.

1 Define your own time zones with Multiple Time Zones Maintenance ¥ See page 137 for
(11.21.22.1), or skip this step and load default time zone data during details.
the next step. You can review and change this data whenever
necessary.

2 Execute the Multiple Time Zones Startup Utility (11.21.22.24). This » See page 130 for
utility activates multiple time zone features and specifies the server details.
time zone the system uses for time conversions.

The server time zone is the time of the server machine running your
MFG/PRO database.

3 Review and modify the time zone data you loaded in Step 2.

IQAD
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» Seepage 137 for
details.

» See page 130 for
detalils.

» Seepage 132 for
details.

M QAD

Activating MTZ in an Existing Database

If your business requirements change, or you are upgrading to a new
release of MFG/PRO that now supports MTZ, you can till activate MTZ.
Additional conversion and setup properly initializes existing records.

1 Make abackup of the database to be converted.

2 Define your own time zones with Multiple Time Zones Maintenance
(11.21.22.1) or load default time zone data as part of the next step.

3 If you are activating MTZ as part of an upgrade from an earlier
release, make sure you have executed the J1B6 Utility (11.25.16).
Also, if you have never run the Initialize Engineer Address utility
(11.13.25), the startup utility may display errors regarding missing
address records. Execute 11.13.25 so each engineer record has a
corresponding address record.

4 Execute the Multiple Time Zones Startup Utility (11.21.22.24) to
activate MTZ and set the server time zone.

In a database with existing records, the startup utility performsthe
conversions MTZ requires by:

« Initializing al customer, end user, and engineer address records
so their associated time zones are the server time zone.

- Initializing two fields for each call record that define the date and
time of the call in the end user’s time zone.

5 Execute the End User Time Zone Change Utility (11.21.22.20). In
step 4, you initialized the end users to the server time zone. You can
reset the time zone for groups of end users you select by state, postal
code, or country. This utility also updates the end user’s active calls
by setting the end user open date and time appropriately.

To minimize the impact of time zone conversion, you can gradually
convert end users.
Implementation Notes

This section highlights some details to consider when you activate
multiple time zones in an existing MFG/PRO database.
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Custom Reports

After activating MTZ, you may need to adjust custom reports that access
dates and times. For example, if you manually adjusted call open times
for time zone differences, these times are now in the server time zone and
must be converted before they are displayed. If your reports continue to
display the date and time as stored, they do not reflect the time zone you
expect.

CIM Loading Data

If you usethe CIM interface to load datainto calls or other tables affected

by MTZ, you may need to modify them to accommodate time zone fields.

Call History

When you activate MTZ, dates and times on open calls are initialized to
the server time zone. However, the calls in the history file are not
converted. After MTZ is activated, time datain these calls displays
without conversion, regardless of which display time zone you specify.

When you move callsto history after MTZ is active, the system storesthe
server time zone and end-user time zone values with the call. When you
generate reports for these calls, the system converts the time data to the
display time zone based on these values.

If you change your server time zone or end-user time zone, the call
history fileis not affected. It retains the values for the call at thetime you
moved it to history.

MTZ Functions

The following menu-level programs support Multiple Time Zones. You
use them during implementation and later for time zone maintenance.

» Multiple Time Zones Maintenance (11.21.22.1)
Multiple Time Zones Inquiry (11.21.22.2)
Multiple Time Zones Report (11.21.22.3)

End User Time Zone Change Utility (11.21.22.20)
 Server Time Zone Change Utility (11.21.22.22)

» A set of tables
beginning on
page 157 lists
how the system
stores datain
call-related date
and timefields.
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» Multiple Time Zones Startup Utility (11.21.22.24)

It is best to use menu-level security on these programs, with the possible
exception of the report and inquiry. Do not change time zone information
without carefully evaluating the impact.

Multiple Time Zones Startup Utility

Usethe MTZ startup utility (11.21.22.24) to activate M ultiple Time Zones
in anew or existing database. Thefirst time you activate MTZ, the startup
utility can load a set of sample data based on a snapshot of time zone
information. The data assists in the setup process, and is a sample only.

After you load this data, verify that the time zones are valid and
appropriate for your business practices. Use Multiple Time Zones Report
or Inquiry to review definitions and ensure they conform to your
requirements. Each organization is responsible for maintaining and
updating time zone data to correspond to changing realities and business
requirements.

If needed, you can delete existing time zone data and reload the sample
data.

When you activate Multiple Time Zones, specify avalid time zone for
your server machine. You are prompted for this value after you load the
default data. If you do not load default time zone data, you must create the
server time zone with Multiple Time Zones Maintenance before you run
the utility.

The startup utility makes the following changes when you initialy
activate MTZ.

 Optionally deletes existing time zone data and |oads a set of default
time zones.

» Sets Server Time Zone and Multiple Time Zones in the Service
Management Control File.

» Sets Database Time Zone in the Service Management Control Fileto
the server time zone, if it isblank.

- Initializes all customer, end user, and engineer address records so
their associated time zones are the server time zone.

M QAD
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Note You can only specify the server time zone the first time you
activate Multiple Time Zones. Use the Server Time Zone Change Utility
(11.21.22.22) to make changes | ater.

The utility performs all necessary database conversions, then setsthe
MTZ flag to Yes. If the utility aborts for some reason, MTZ is still No.
Re-execute the utility to complete the conversion.

Screen Reference

Figure 4.3 illustrates the Multiple Time Zones Startup Utility.

= e Time Zones Startun T Fig. 4.3
User Menu Edit Queue QOptions Help MUl“ple T| me
S Zones Startup
This utility should be run to enable Multiple Time Zones and default any associated data. The program will |+ Utl Ilty

recorded. The server time zone will be used as the default time zone for Customer, End User and Engineer
addresses. This utility may be run more than once if Multiple Time Zones need to be enabled at a later
date. For complete details on the effect of running this utility. see the procedure help. NDTE: If updating +

Load Sample Time Zones: |l|u
Delete Existing TZ Data: |no

Server Time Zone: PST/PDT

Update: Output:
Batch ID:

‘F1=He|p F2=Go ESC=End Ctl-¥=Cut Ctr-C=Copy Ctrl-¥=Paste

Load Sample Time Zones. Yesindicates you want the system to load
sampl e time zone data. You can use this data as the basis for your own
time zone maintenance.

After loading, verify that the time zones are valid and appropriate for
your business. Use Multiple Time Zone Report or Inquiry to ensure
the definitions conform to your requirements.

Delete Existing TZ Data. The system checksthisfield only when

Load Sample Time Zonesis Yes. If you are loading time zone data,
you can aso delete current time zone definitions. Use this feature if
you rerun the startup utility and want to reinitialize the sample data.

Server Time Zone. You can only update this field when you first
activate MTZ. It must be avalid time zone you load with the default
data or define with Multiple Time Zones Maintenance.

This value defines the server machine’s time zone for the current
MFG/PRO database. When you execute the startup utility, the system

allow a user to create sample time zones and enter a server time zone_ if one has not alieady been (11212224)

131
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Tip

Always execute the
program with
update set to No
before actualy
making changes.
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initializes the time zone for each customer, end user, and engineer
address record to the server time zone. Thistime zone serves as a base
for all time zone conversions.

Thisvalue displays in the Service Management Control File. Once
defined, use the Server Time Zone Change Utility to modify it.

Update. Indicates whether you want the startup utility to be
report-only or change the database:

- Enter No to execute the utility without changing database
records. A report lists the records affected.

 Enter Yesto complete the setup required to support and
optionally activate Multiple Time Zones.

End User Time Zone Change Utility

Use this program for two distinct purposes:

» To set up the correct time zone information for existing end users
when you activate Multiple Time Zones.

« To change the time zone associated with an end user if that end user’s
geographical location changes.

This utility updates each end-user record as a separate transaction. If it
aborts for some reason, you can rerun it without adversely affecting
database records.

Changing End Users During Activation

When you first activate MTZ, you initialize all time zones to the server
time zone. You must then establish the correct time zone for end users in
each geographic region. Do this for groups of end users you select by
state, postal code, or country.

Initially, the conversions performed by this utility differ depending on
your response to the Current Times Relative to End User prompt. Use this
prompt to tell the system how you normally entered call times in the past.

Yes means you entered times on calls for this end user relative to the their
time zone. Specify Yes if yomanually updated the date and time fields
on a call to reflect the end user’s geographic location.
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Example A LosAngelesbusiness hasend usersin New York. When the
business took calls from these end users, the service operator routinely
adjusted the call open time manually to reflect the time zone difference
since, prior to activating MTZ, the system did not adjust for time zones.

If you accepted the date and time suggested by the system, the date and
time associated with the call are not relative to the end user. They reflect
the time zone of your server machine.

Changing End Users After Using MTZ

When MTZ is active and you create an end user, you must specify atime
zone. Thisistruein End User Address Maintenance and in the other
programs where you create end users such as Call Maintenance, Call
Quote Maintenance, RMA Maintenance, Contract Maintenance, and
Contract Quote Maintenance.

Once an end-user record exists, you can only change the time zone using
the End User Time Zone Change Utility. Thisis because the utility also
updates each call associated with the end user so that call dates and times
reflect the correct time zone.

When used for this purpose, you should leave the default Yesin the
Current Times Relative to End User prompt. After MTZ is active, the
system always stores time relative to the end-user time zone.

Note Normally, you can update the time zone associated with a customer
in Customer Maintenance. However, if the customer is also an end user,
the two records share the same address information and you must use this
utility to update the customer time zone.

Screen Reference

Figure 4.4 illustrates the End User Time Zone Change Utility.
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Fig. 4.4

End User Time
Zone Change Util
(11.21.22.20)

M QAD

= d e e Zone aANQe v |~
User Menu Edit Queue QOptions Help

EE =SS

This utility provides the ability to change an end user’s time zone. A range of end users may be specified +
through the input parameters. Upon initial setup of Multiple Time Zones. the user has the option of
pecifying whether the stored times on calls are relative to the end user or the system's server
time zone. Once Multiple Time Zones have been enabled. any new dates and times entered on calls will be
assumed to be relative to the end user. For complete details on the effect of running this utility. see the +
Customer: (1001000 To: (1001000
End User: To:
State: To:
Post: To:
Country: To:
New End User Time Zone: |MST/MDT
Current Times Relative to End User: |yes
Update: |no Dutput: printer
Batch ID:

Customer/To. Thefirst and last customer in arange for selecting end
users to update. This utility does not update customer records unless
the customer isalso an end user. Update the time zone associated with
acustomer who is not an end user in Customer Maintenance (2.1.1).

End User/To. Thefirst and last end user in arange to be updated when
you execute this utility. The system applies New End User Time Zone
to these end users and updates open dates and times on their
associated calls.

State/To. Thefirst and last state in arange for selecting end user
records to update.

Post/To. Thefirst and last postal codein arange for selecting end user
records to update.

Country/To. Thefirst and last country in arange for selecting end user
recordsto update. If you are using GTM or Intrastat, enter the country
description rather than the country code.

New End User Time Zone. Enter the time zone to be associated with
end-user records updated by this utility. This must be avalid time
zone in Multiple Time Zones Maintenance.

In addition to updating end-user time zones, the utility updates every
call associated with the end users so that call dates and times reflect
the correct time zone.

Current Times Relative to End User. Indicates how the system should
interpret the times on calls for this end user.
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If you are running this utility as part of theinitial setup for time zones, Tip

enter Yesif your organization manually updated the date and time on 5]?;2'33'] aslﬁ?/r i
callsto reflect the time zone of the associated user. Enter No if you

accepted the time suggested by the system, which is the equivalent of

the server time zone.

If you are changing the time zone associated with an end user after
you implemented MTZ, leave the default Yes. Once the utility has
converted the time zones, times are relative to the end user.

Update. Indicates whether the utility should be report-only or make Tip

changes to the database: Always execute the
program with
 Enter No to leave the database records unchanged and generate a update set to No

. I bef tuall
report listing the records affected. The report indicates how many ma;?ir r?gagthngé

call records the system must change to reflect the changes in end
user time zones.

 Enter Yesto modify the selected end-user records and related call
dates and times.

Server Time Zone Change Utility

This utility adjusts the time zone information in the database to
correspond to a new server time zone. You might never need this utility
unless you move your business or computing center to a new time zone.

This adjustment isimportant since the server time zone is the baseline for
storing most call date and time information, which the system converts
for display. For these conversions to show consistent end-user dates and
times, you must change the old server times.

When the utility executes, it adjusts the dates and times related to calls.
You can also update engineer records. The system changes engineer time
zones that match the old server time zone to the new server time zone.
Use this option if you are relocating your IS facilities and service
engineers and you want to keep the time zones synchronized.

Note This utility does not change the database time zone. Manually
adjust it in the Service Management Control Fileif it no longer reflects
the correct time zone.

Plan carefully before you change server time zones. If you have alarge
number of call recordsto convert, this utility istime consuming. Execute

IQAD



136 MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

Fig. 4.5

Server Time Zone
Change Util
(11.21.22.22)

M QAD

it in report-only mode first so you know how many records you are
updating.

Important 1f thisutility terminates before completion, it may leave some
records partially converted. Run it to completion to avoid data corruption.
Before executing this utility, perform a backup. If the utility terminates
abnormally, restore the data from the backup before you rerun it.

= - =

User Menu Edit Queue Options Help
ARNEERE

This utility provides the ability to change a system's server time zone. Yirtually all dates and times are +
stored in the server time zone, however only those that are intended to reflect the time at an end user's site
will be updated by this utility. Az a result. the specific ime will remain the same to the end user. but the
internally stored time will be converted to the new server time zone. For complete details on the effect of

+

Current Server Time Zone: PST/PDT
MHew Server Time Zone: |PST/PDT
Update Engineers: |yes

Update: Iﬂes Dutput:

Batch 1D:

|F1=Help F2=Go ESC=End Ctrl-{=Cut Cul-C=Copy Ctil-V=Paste

Current Server Time Zone. Displays the time zone you specified for
the database server machine.

New Server Time Zone. Enter the time zone where the server resides.
This must be avalid time zone in Multiple Time Zones Maintenance.
The utility converts thetimesin Current Server Time Zone to the one
in New Server Time Zone.

Update Engineers. When you create an engineer record, the time
zone defaults from the server time zone. If your engineers are moving
to correspond to the new location of the server machine, you can have
the utility update engineer time zones.

 Yesindicates the utility should update each engineer record with
atime zone that matches the current server time zone so that it
matches the new server time zone.

« Noindicates only call time information should be updated.

Update. Indicates whether the utility should be report-only or make
changes to the database.



MULTIPLE TIME ZONES 137

 Enter No to |eave the database records unchanged and generate a
report listing the records affected. The report indicates how many
call records the system must change to reflect the change in
server time zone.

 Enter Yesto modify the selected server time zone, related call
dates and times, and, optionally, engineer records.

Multiple Time Zones Maintenance

Use Multiple Time Zones Maintenance (11.21.22.1) to define and modify
time zones.

Note The Multiple Time Zones Startup Utility creates sample data upon
which you can base your own time zones.

This program supports two ways of setting up atime zone:

« Inthe simplest format, you can base atime zone on an offset from
GMT.

» The system can also track daylight savings time adjustments from a
baseline you set.

If you choose the second approach, you must specify when the change in
time occurs. You can also use effective dates with time zone information,
if the start and end points for daylight savingstime only apply for arange
of years.

After you define the time zones, you can generate reports with Multiple
Time Zones Inquiry (11.21.22.2) and Multiple Time Zones Report
(11.21.22.3). A time zone browse displays on the time zone field
throughout service functions. Because of size restrictions, this browse
displays only the standard GMT offset for the time zone, even if you
defined it with adjusted periods.

Figure 4.6 illustrates Multiple Time Zones Maintenance.

Tip
Alwaysexecutethis
utility with update
set to No before
actually making
changes.
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Fig. 4.6

Multiple Time
Zones Maintenance
(11.21.22.1)

Tip

Set up values for
time period as
language details to
reflect the terms
you use.
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Multiple Time Zones Maintenance H!

User Menu Edit Queue QOptions Help
.

Time Zone: PST/PDT
Description: Pacific Time (North America)
Auto Period Adjust: pes

’7 Time Zone Detail ‘

Time Period: | Std m Standard Time

Start Year End Year GMT Offset Start Period Weekday Time

1930 9993 -08:00 1025 1 01:00

Time Zone. Enter an eight-character labd identifying atime zone.

Description. Enter up to 40-characters describing this time zone. The
description appears on the time zone pop-up in various service
functions.

Auto Period Adjust. This flag indicates whether the system should
adjust the time zone you are defining for a given period—usually
daylight savings time or its equivalent.

« If Yes, define the period to be adjusted in the subsequent detail
frame.

« If No, Time Period defaults to STD (standard). You cannot
changeit.

Time Period. Thisfield is editable if Auto Period Adjust is Yes. Valid
choices are STD for standard time, Day for daylight-saving time, and
Sum for summer time. You can define details for two periods. a
standard period, and a special adjusted period for daylight savings or
its equivaent. This field determines which of the detail fields are
required.

Start Year. The beginning year of arange, to which thistime zone
definition applies. In some countries, the implementation of time
zones varies from year to year. Using start and end dates, you can set
up multiple records effective at different periods of time.

End Year. The ending year of arange, to which thistime zone
definition applies. If you do not know when the current definition
ceases to be effective, use an end year such as 9999.

GMT Offset. Enter the actual offset in hours and minutes from
Greenwich mean time (GMT) for this time zone. Enter this number
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with either a plus sign (+) or minus sign (-) indicating the direction of
the offset.

GMT is the base for establishing the relationships among time zones
and is never affected by daylight-saving time adjustments.

Start Period. Only required if Auto Period Adjust is Yes. The first day Tip A /

; ; Use the MM/DD
of the week when Fhe change of tlme occu_rs, e_ntered in MM/DD' format regardiessof
format. For the United States, daylight-saving time normally beginsthe date format you
on the first Sunday in April—identified by a start date of 04/01—and=
ends on the last Sunday in October—identified by a start date of 10/

25.

This field, in conjunction with the Weekday and Time fields,
identifies precisely when the time change occurs.

Weekday. Only required if Auto Period Adjust is Yes. A number from Tip _

0 to 7 indicating the day of the week—identified by the Start Periodéﬂgﬂgg-gvvgy@e

field—when the time change occurs. occur on Sunday
- Enter 0 if the change occurs on the date in the Start Date field, @

regardless of the day of the week on which it falls.

 Enter anumber in the range 1-7 corresponding to Sunday through
Saturday if the change occurs on a certain day of the week.

Time. Only required if Auto Period Adjust is Yes. The exact time of
day—identified by the Start Period and Weekday fields—using a
24-hour clock, when the time change occurs. Enter this time in
standard time.

In the United States, enter 02:00 when switching from standard time
to daylight-saving time, but 01:00 when switching from daylight
savings time back to standard.
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Fig. 4.7

Time Zone Pop-up
in Customer
Maintenance

M QAD

Effects of MTZ

MTZ has wide-ranging effects on other service functions. The areas
impacted, discussed in this section, include:

» Customers and end users
« Installed base

- Call management
 Engineer scheduling

Customers and End Users
If MTZ is active, you can associate time zones with customers and end
users. The time zone for new end users defaults from the customer.

Customer Maintenance (2.1.1)

Figure 4.7 illustrates the pop-up that appears in Customer Maintenance
(2.1.1) when MTZ is active. The system uses the customer time zone as
the default for end users associated with this customer.

Customer Maintenance

UserMenu Edit Queue Options Help

— Customer Address

Customer: 10010001
Name: WESTWOOD APPLIANCE
Address: WESTWOOD SHOPPING CEF
Address: 70 SUNSET STRIP
Address: BLOCK B-2
City: WESTWODOD State: CA Post: 89029 Format: o
Country: United States of America USA County: 001
Attention: MRS. SUSAN KNAPPER 121
Telephone: 213-923-0293 Ext: 121 Ext:
Fax/Telex: Added: 10/09/88
— Customer Data :
Sort Name: WESTWOOD APPLIAMCE Type: RET Taxable: no 1
Salespsnl: 00000001 Multiple: no Region: 10 Price Thl:
Ship Yia: CONSOLIDATED Cumency: USD Disc TbE: 10
AR Acct: 1200 Language: Fixed Price: yes
HResale: 89-02-03 XBBP Site: train Class:
Remarks: STORE HOURS BETWEEMN 10:30 AND 5 | Partial OK: yes

Note |f acustomer isalso an end user, you cannot change the time zone
in Customer Maintenance.
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End User Address Maintenance (11.9.1)

Asillustrated in Figure 4.8, when MTZ is active, aTime Zone field aso

displays in End User Address Maintenance. The time zone here

determines how Call Maintenance displays and stores times when you

take a call for this end user. The end user’s time zone also affects engineer
scheduling, service coverage, and service pricing.

End User Address Maintenance Flg 4.8
User Menu Edit Queue Options Help T| me Zone F|e|d in
End User Address
[ Customer Address Maintenance
Customer: 10010003
Mame: HALLMARK CENTER Sort: HALLMARK CENTER
Address: CENTRAL AYENUE SHOPS
Address: 27002 CENTRAL AVE
City: NEW YORK County: State: NY
Country: United States of America Post: 02923 Country Code: USA
- End User Detail A time zone
Modem Phone: |502-243-8876 Office Open: | 8:00
Login: |root Dffice Close: (17:00 must be
Type: Call Priority: |25 associated
Comments: [na Time Zone: [EST/EDT| 1] with an end
user when
Message: | . .
EndDate:| 7 7 | MTZ is active.

The time zone field initially defaults from the end user’s customer; you
can update it only when creating an end user. After an end-user record
exists, use the End User Time Zone Change Ultility (11.21.22.20) to
change the time zone. This utility ensures that the system updates any
calls for the end user to reflect the new time zone.

Time Zones and Call Management

Time zones have their most significant impact on managing calls, since
calls represent real time contact with end users. When MTZ is active,
most call dates and times display relative to the end user’s time zone,
while the system stores them in the server time zone.

MTZ does not just affect time displays. When the system searches for
data based on dates and times, the time it uses is relative to the end user’s
time zone. This applies to contract coverage, pricing calculations, and
service BOMs and routings.

IQAD
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Fig. 4.9

Effect of MTZ in
Call Maintenance
Header Frames

» See “User
Preferences” on
page 156 for
details.
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Call Maintenance (11.1.1.1)

When MTZ is active, the end user’s time zone displays as part of the
address information in the Call Maintenance header. If you create the end
user directly with Call Maintenance, the system prompts you to specify a
time zone for the new end user.

The default call open date and time display relative to the end-user time
zone. These fields are updated after you specify an end user, since the
system needs to know the end user’s time zone to convert them correctly.
You can change the call open date and time when you open a call;
afterward they are display only.

Call Maintenance

User Menu Edit Queue Options Help

End-user time

r « .
zone displays;
— User Selection call date and
CallID: CA171 Call Date: 06/06/97 —| Time: 16:52 time are
Serial: 22-48383/G4 . )
End User: 10010004 Time Zone: EST/EDT  MALLMARK CENTER relative to this
Item Number: 10-10000 Ref: o DASIS[TH) COOLING 5Y! t|me zone.
Contract: Service Type: NO-COVER Area: Americas
Start Date: Install Date: New york NY 01428
End Date: Wamanty End: Response: 4 HOURS
PO: Comments: no
— Call Info
Caller: [Mr. Sam Cline [ Jone: [502-243-1174
Description: | General Repair Call Taken in Call Maintenance
Work Code: |TECH Queue: |CUSTOME Comments:
Severity: |A Status: |[OPEN Event Date: |06f06797 —‘ Dates and
Type: |REPAIR Mext Status: |PEMDING Event Time: |16: 52 . times are
Prob/Skill: | DIAG Mext Status Date: (06/09/97 Escalation: (] relative to the
Assigned: |pkh Mext Status Time: [11:52 end user tlme
Priority: |35 From Quote: Schedule: |no

If the user has defined a preferred time zone using Service/Support User
Preferences, the date and time associated with call comments reflects this
value. Otherwise, they default to the server time zone.

The dates and times in the Call Info frame also display relative to the end
user’s time zone, including Next Status Date, Next Status Time, Event
Date, and Event Time.

Travel and Estimated Time Frame

When MTZ is active, the call Event Date and Time values set in the
previous frame display on the Travel and Estimated Time pop-up. The
current date, time, and the current time zone also display. The current date
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and time are relative to the time zone of the current user, if the user has a
preferred time zone. Otherwise, the system uses the server date and time.

Call Maintenance
User Menu Edit Queue Options Help

. User Selection
Call ID: CA171
Serial: 22-48383/G4

——FEnd-Ueer— 10018004 Time Zone: EST/EDT

Call is taken in
a different time
zone than the

Call Date: 06706797 Time: 16:52

HALLMARK CENTER

Item Humber: 10-10000 Ref: o OASIS[TH) CODLING 5Y:
end user’s. Conbract: Service Type: NO-COVER Area: Americas
Start Date: Install Date: New york NY 01428
End Date: ‘Warranty End- Response: 4 HOURS
These erldS PO: Comments: no
dlsplay only — Travel -nnd Estimated Time ]
. Estimated Length: Event Date: 06706797 Time: 16:52
when MTZ is FravetBist 10 ’m_ Current Date: 06706797 Time: 14:00
active. Travel Time: |nn1—nn L Current TZ: PST/PDT

In this example, the three-hour difference between EST/EDT and
PST/PDT is apparent when comparing the Event Time and Current Time
values.

Override Scheduling Options Pop-up

If you use engineer scheduling and MTZ is active, Call Maintenanceis
affected. If Override Scheduling Optionsis Yesin the Engineer Schedule
Control File, you can modify the Limit by Time Zone and Range of Hours
to Consider flagsin the scheduling options pop-up. Otherwise, these
fields do not display.

Override Scheduling Options
Limit by Availability: [yes
Limit by Service Area: |no
Limit by Problem/Skill: |no
Limit by Time Zone: |no

Range of Howrs to Consider:

Limit by Time Zone. Defaults from the Engineer Schedule Control
File and indicates whether the system should consider only engineers
with atime zone matching the time zone of the call end user.

The system uses this field in conjunction with Range of Hoursto
Consider. If you enter zero, the time zones must match exactly. An
integer value indicates the number of hours less than or greater than
the end-user time zone considered a match for scheduling.

Fig. 4.10
Effect of MTZ in
Call Maintenance
Travel and
Estimated Time
Frame

» See “Defining
Scheduling
Rules” on
page 539 for
details.

Fig. 4.11
Override
Scheduling Options
Pop-Up

IQAD



144  MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

Range of Hours to Consider. Defaults from the value in the Engineer
Schedule Control File. The system considersit only when Limit by
Time Zoneis Yes.

« It indicates how many other time zones the system can include for
scheduling. Blank indicates the engineer’s time zone must exactly
match the time zone of the call’'s end user.

« Aninteger value indicates any time zone in arange is amatch.
Theinteger represents the number of time zones more or lessthan
the end user’s considered a match for scheduling.

Engineer Availability Pop-Up

The availability pop-up, illustrated in Figure 4.12, displays a time zone
column instead of the engineer’s schedule.

Fig- 4.12 = Call Maintenance
Effect of MTZ in
Call Maintenance
— User Selection
CallID: CA171 Call Date: os/06/97 Time: 16:52
Serial: 22-48383/G4
End User: 10010004 Time Zone: EST/EDT HALLMARK CENTER
Item Number: 10-10000 Ref: 0 DASIS[TM) COOLING 5Y!
Contract: Service Type: NO-COVER Area: Americas
Start Date: Install Date: New york NY 01428
When MTZ iS Engineer Pts Pib Area T2 Stait  End Sun Mon Tue Wed
active, GLB 55 no | | EST/EDT o000 17:00 * 8 8 8
engineer time BJwW 50 yes SanDiego PST/PDT 08:00 17:00 ++ 8 B 8
. PKH 49 no WEST_US PST/PDT 0%:00 17:00 * 8 3 8
zone displays, )
Kwl 45 no West_US CST/CDT 0%:00 17:00 8 8 8
rather than the LMD 45 no PST/PDT  os:00 17:00 - 8 3 8
active MCH 45 no PST/PDT  o0%:00 17:00 = 8 8 8
schedule. MTG 45 no PST/PDT  o0%:00 17:00 ~ 8 8 8

Call Engineer Schedule Maintenance Frame

When you exit the availability pop-up, the Call Engineer Schedule
Maintenance frame displays, as illustrated in Figure 4.13. Use this frame
to modify the estimated number of hours to be worked and the start date
and time.

M QAD
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== Fig. 4.13

Call Maint .
sev Menu Edit Queue Options elp il Effect Of MTZ in
Call Maintenance

— User Selection
CallID: CAl80 Call Date: 06713797 Time: 17:26
Serial: 138874/J3
End User: 1004000 Time Zone: PST/PDT  WORLDWIDE BUSIN
Item Number: 10-10000 Ref: o DASIS(TM) COOLING SY!
Contract: Service Type: NO-COVER Area:
Start Date: Install Date: ANAHEIM CA 98002 .
End Date: Wamanty End: Response: 4 HOURS Wh_en MTZ IS
PO: Comments: no aCt|Ve,
Call Engineer Schedule Maintenance engineer time
Engineer St Date Start Hours Close Tran Eng TZ zZone displaysY
’ 06720497 1z:00 2.0 no 26 EST/EDT rather than
area.

When MTZ is active, the scheduled start date and time arein the end

user’s time zone, which is displayed in the Call Maintenance header. The
engineer time zone displays for reference in the Eng TZ column. If MTZ
is not active, the engineer’s area displays instead, labeled Eng Area.

Displaying Call Information

When MTZ is active, most SSM inquiries and reports that display call
data let you choose how the system presents time information. Choose
from a list of display time zones, including some or all of the following:

» Time zone of the call's end user, from End User Address Maintenance

- Time zone of the call's assigned engineer, from Engineer
Maintenance

* Server time zone, defined during MTZ setup

Database time zone, from the Service/Support Management Control
File

Current user’s time zone, from Service/Support User Preferences

Select Other to manually enter any other valid time zone.

Figure 4.14 illustrates the Display Time Zone pop-up in Call Inquiry
(11.1.1.2).

IQAD
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Fig. 4.14

Display Time Zone
Pop-Up Window

M QAD

Call Inquiry

User Menu Edit Queue Options Help

— User Selection
Assigned: PKH Eng Area: End User:

Status: Call ID: Open Only: no

Work Code: Call Date: Unassigned: no
Type: Item Mumber: TZ:

Dutput:

Display Time Zone

Assigned Engineer
Database [PST/PDT)
Server [PST/PDT)
Current User [PST/PDT)
Other

Time Zone:

To select an option, use the next and previous keys to position your cursor
next to it and press Enter. Or you can type the first letter of an option to
position your cursor next to it.

If you choose Other, your cursor appears in the Time Zone field, where
you can enter any valid time zone or select one.

Note Display options depend on which program you are using. If acall
function does not have an end user or engineer, these options do not

appear.

When the display option for acall report is the server time zone, database

time zone, current user’s time zone, or a time zone you entered, call open
dates and times all display in the same time zone. If the display option is
the time zone of the call's end user or assigned engineer and you review a
range of calls, you may be viewing dates and times in more than one time
zone, since the time zone may differ among end users and engineers.

If you use the call open date as a selection criterion for reporting, the
system interprets the date relative to the display time zone you choose.

Example A company located in Los Angeles, the server time zone, takes
two calls on April 14, one from an end user in Los Angeles and one from
an end user in New Zealand.

Now you generate a report in Call Inquiry with a selection date of
04/14/97. If the display option for Call Inquiry is the server time zone, the
system selects both calls. If the display option is the end-user time zone,
the system selects only the call from Los Angeles. From the point of view
of the end user in New Zealand, you opened the second call on 04/15/97.
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Reports and Inquiries Affected

Cdll inquiries and reports affected by MTZ include the following:

« Cdl Inquiry (11.1.1.2). The Time Zone Display pop-up appears
before the Output field and afield labeled TZ displays your choice.
When MTZ is active, the end user’s time zone labeled EUTZ replaces
the call area output column.

« Call Detail Inquiry (11.1.1.3). The Time Zone Display pop-up
appears before the Output field and afield labeled Display TZ
displays your choice. When MTZ is active, the system includesin the
report two fields labeled End User TZ and Display TZ. The system
uses the display time zone you choose to convert the call’'s open and
closed dates for output, and the event and next status dates and times
in the call history output lines.

 Cdl Print (11.1.1.4). The Time Zone Display pop-up appears before
the Output field and afield labeled Report TZ displays your choice.
When MTZ is active, the system includes in the report two fields
labeled End User TZ and Report TZ. The system uses the display
time zone you choose to convert the call’'s open, event, and next status
dates and times before displaying them. It also determines how the
system interprets Next Date.

 Cdl Print from Call Maintenance/Escalation Monitor. If you choose
to print calls from Call Maintenance or if an escalation step
automatically printsacall, you do not have an opportunity to enter a
display time zone. In these cases, dates and times are relative to the
time zone of the call's end user.

« Call Print with History (11.1.1.5). Same changes as for Call Print.

» Total Callsby Assigned Inquiry (11.1.19.1) and Total Calls by Queue
Inquiry (11.1.19.2). The system compares Date From with the call
open date relative to the end user’s time zone.

Recording Call Activity

Call Activity Recording and Call Invoice Recording are both affected by
activating MTZ. In general, as in Call Maintenance, most call dates and
times are relative to the end user’s time zone. The exception is the tax
date. Since it is related to tax tables used system-wide, it is not converted

IQAD



148 MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

Tip

If Queue Manager
is0inthe Call
Management
Control File, this
sort is used.
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to the end user’s time zone. It remains relative to the server time zone,
like other tax dates in MFG/PRO.

- The time zone of the call's end user appears at the top, right-hand
corner of the CAR header frame.

 The system bases pricing, charge codes, and limits processing on the
call open date relative to the end user’s time zone. It uses the same
logic to search for effective dates on BOMs and routings.

» Thelabor start date and time and end time on the Labor/Expense
Detail frame are relative to the end user’s time zone.

- If the Datesfield in the Call Line Status frameis Yes, the Display
Time Zone selection list lets you specify atime zoneto use. Thisis
because the engineer actually doing the work on the call, or aclerical/
support person somewhere else, could be entering these dates and
times. The Complete Date is an exception. Since no timeis associated
with the date, it is relative to the end user’s time zone, regardless of
the display time zone you choose.

» The Display Time Zone selection list may also appear before the Call
Status framein Call Activity Recording, if you did not select it
previously. The time zone affects the display of Complete Date and
Time, Close Date and Time, and the Next Status Date and Time
fields.

Call Queue Manager (11.1.6)

Like many of the call reports and inquiries, you can select adisplay time
zone from the Call Queue Manager when MTZ is active. The next status
date and next status time of each call record display relative to the time
zone you select.

If you normally display calls sorted by Next Status Date/Time, be aware
of the following. The Next Status Date/Time index is based on the way
the system stores call dates and times in the server time zone. When call
dates and times are relative to adifferent time zone, they may appear to be
out of order.

In the Call Queue Manager, the call next status date and time in the edit
pop-up window also appear relative to the display time zone you select.
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Call Generator (11.1.8)

The dates and times in the Call Generator are relative to the time zone of
the end user for which you are generating a call. These dates include the
call open date and any dates you use as selection criteria, such asranges
of ship dates or next PM dates. The same applies to dates on afield
notification you create from the Call Generator.

Escalation Monitor (11.1.13.13)

Dates and times in the Escalation Monitor output remain relative to the
server time zone. However, if an escalation step prints a call, the system
assumes it should display the date and time information on the call in the
end user’s time zone.

Call Quotes

Call Quote Maintenance (11.1.1.7) resembles Call Activity Recording
and supports multiple time zones similarly:

» Thetime zone of the call end user appears at the top, right-hand
corner of the CAR header.

» The quote’s Expire date is relative to the end user’s time zone. The
time you opened the quote, relative to the end user’s time zone,
determines the expiration time.

 The system bases pricing, charge codes, and limits processing on the
call open date relative to the end user’s time zone. It uses the same
logic to search for effective dates on BOMs and routings.

« You enter the labor start date and time and end time on the L abor/
Expense Detail frame relative to the end user’s time zone.

Call Quote Reports

Call quote reports and inquiries correspond to call reports and inquiries:

 Cal Quote Inquiry (11.1.1.8). The Time Zone Display pop-up
appears before the Output field, and afield labeled Display TZ
displays your choice. Enter an Expire Before value relative to the
display time zone; expiration dates display that way in the output.

IQAD
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» See page 55 for
details about this
function.

M QAD

« Call Quote Detail Inquiry (11.1.1.9). The quote’s expiration date
displays relative to the end user’s time zone.

« Call Quote Print (11.1.1.10). The Time Zone Display pop-up appears
before the Output field and afield labeled Report TZ displays your
choice. When MTZ is active, the system includes two fields labeled
End User TZ and Report TZ output. The system uses the display time
zone you choose to convert the quote’s open dates and times before
displaying them and to interpret the Quote Date value.

Call Quote Release to Recording (11.1.1.11)

You enter the Quote Date range and the Call Date value relative to the end
user’s time zone, since the system uses Call Date to find default charge
codes and limit coverage.

Copy Call Quote (11.1.1.12)

The end user’s time zone of the source quote appears at the top right of
the header and is the time zone for the new quote. You enter the Quote
Date and Expire date values—and they display—relative to the end user’s
time zone.

Time Zones and the Installed Base

Most dates and times in the installed base are relative to the end user’s
time zone, both when Installed Base Item Maintenance (11.3.1) creates
ISB records directly and when you create them as part of another service
activity such as RMAs or calls. Install Date, Warranty Expiration Date,
Last PM Date, and Next PM Date are among the fields affected.

The exception is any date set by programs outside the Service/Support
module, such as Invoice Post. Since these programs are outside the scope
of SSM, they update ISB records with the system date and time.

The install date is important in determining valid warranty coverage. If
end users are far enough away that time zone differences create date
differences, you can manually update the install date created by invoice
post.

Sales order routines also set the Ship Date value displayed in Installed
Base Item Maintenance. This date reflects the server time zone.
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Time Zones and Service Contracts

Contracts follow the general rule that appliesto calls and the installed
base when MTZ is active. All contract dates and times are relative to the
time zone of the end user on the contract.

The system searches for call coverage using the call open time relativeto
the end user’s time zone. It also determines if the day is a holiday, relative
to the end user’s time zone.

For contract coverage to be considered valid, the call open date must be
within the contract line’s start and end dates. The contract’s currency must
also match the call’'s. If more than one service type applies to call item,
the system checks to see if the call's open time falls in the available hours
for the contract line’s service type.

The system uses the same algorithm to determine limit consumption when
you post a call invoice. It uses the call open date relative to the end user’s
time zone to determine the effective limits. You cannot modify the start
and end dates of the contract header or lines to exclude an attached call’s
open date. This is also true of limit records. You cannot modify the
effective dates to exclude the open date of a call that references them.

Time Zones and Engineer Scheduling

Multiple Time Zones has a significant impact on call scheduling options » See Chapter 16,

i , i “Engineers and
and on how the system interprets a call’s next status date and time. Scheduling,” for
« Use Engineer Maintenance (11.13.1) to associate atime zone with an L‘ﬁ},ggﬁ;fgab"“t
engineer. options.

« You assign scheduling points in the Engineer Schedule Control File
(11.13.15.24) based on matching time zones, either exactly or within
arange.You can optionaly limit engineersto consider for scheduling
to those with time zones matching a call's end user.

» Schedule times are either relative to the time zone of a call’'s end user
or relative to the time zone of the engineer, depending on Field
Engineer in Engineer Maintenance.

» You must select adisplay time zone before generating most engineer
reports and inquiries.

IQAD
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Fig. 4.15
Engineer
Maintenance
(11.13.1)
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When you are using MTZ, you can choose how date and time information
displays in most call reports and inquiries. The engineer’s time zone is
one of the available choices.

Engineer Maintenance (11.13.1)

Use Engineer Maintenance (11.13.1), illustrated in Figure 4.15, to define
engineers.

Engineer Maintenance

UserMenu Edit Queue Options Help

. Employee Address
Employee: BJW Engineer Code: BJW
First Mame: Bill Last Name: Whitehead
Address 1: 701 South Shore Lane
Addiess 2:
Address 3:
City: San Diego State: CA Post: 92133
Country: USA
Home Phone: 510-392-0293
Business Phone: Ext:
S5N: 778-03-9912 Birth Date: 1271271954
— Engineer Data
Service Area: [SanDiego Pager: |990-443-5487
MTZ af‘feCtS Group: Status: |AVAIL
Current Location: Site: | 10000
these two Schedule: [STANDAR Location: [BJW
fields.—| 4[Field Engineer- |no Calls per Day- [10
Time Zone: |PST/PDT

When MTZ is active, a Time Zone field displays and Field Engineer has a
special significance. Time Zone defaults from the Server Time Zone and
is validated against time zones you create with Multiple Time Zones
Maintenance.

The engineer’s time zone should reflect the time zone where the engineer
is located. It is used in conjunction with Field Engineer, which indicates
whether this engineer normally works at your site or at the end-user site.

» When Field Engineer is No, the system interprets the schedul e times
for this engineer relative to this time zone.

« When Field Engineer is Yes, the system interprets schedule times
relative to the end user’s time zone.

The system considers the engineer time zone during call scheduling. It
awards an engineer points according to the Engineer Schedule Control
File if the engineer time zone matches the time zone of a call’'s end user or
is within the range of Range of Hours to Consider.
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Engineer Call Schedule Maintenance (11.13.15.8)

Call engineers use this function to maintain scheduling transactions » Thedisplay time
created in Call Maintenance. When MTZ is active, the engineer’s time  £7° PORUD1S

zone, labeled Time Zone, displays in the header frame. You selecta  detail on
display time zone from a pop-up list before you access transactions. ~ Page145.

Your time zone selection appears in the header frame, labeled Display TZ.
The system uses it to convert the scheduled start date and time of each
record for display.

To provide a complete reference point, the time zone of the call’'s end user
also displays on the schedule detail line.

= Engineer Call Schedule Maint n! Fig. 4.16
Engineer Call
Schedule Maint
Engineer Code: pkh Harvey Phillip When MTZ iS (11.13.15.8)
Time Zone: PST/PDT Display TZ: Engineer active, the end
Tran St Date Start Houwrs Close Call ID EUTZ userxs’time
7 |0z703/97 [16:10 | 2.0 [no CA-CAR3 PST/PDT zone displays,

ratherthan call
area.

Note When MTZ is not active, the call's area displays instead of the end
user’s time zone.

Engineer Reports

Most engineer reports accommodate time-zone data.

Engineer Diary (11.13.15.9)

Engineer Diary displays the transactions created in Call Maintenance or
in Engineer Call Schedule Maintenance. This report provides engineers
with an overview of their call assignments for a week.

IQAD
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Fig. 4.17

Engineer Diary
(11.13.15.9)
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Engineer Diary

User Menu Edit Queue Options Help

Engineer Code: pkh Service Area:
From Date: 06729497 Display TZ: PST/PDT Output: terminal

Engineer: PKH Time Zone: CST/CDT Week of: 06/29/97
[Time Sun Mom Tue Wed Thu Fri Sat

7:00 - CAR133 CR103 -
$:00 - - -
2:00 - - - Chilod
10:00 - - - - - -
11:00 - - - CR107 Chl06 CR105
1z2:00 - - - - - -
13:00 -
14:00 - -
15:00 - CA102

When Multiple Time Zones is active, the dates and times in this inquiry
arerelative to a selected display time zone, which appearsin the top
frame labeled Display TZ.

The display time zone list does not include end user as a choice for this
function, because output must be in one time zone, and the time zone of
end users associated with calls can vary from call to call.

The title of the output frame includes the engineer’s time zone.

Note If an engineer supports calls across time zones, use another display
to review planned activity, since you cannot see the source of the call in
this one.

Engineer Calendar (11.13.15.10)

This inquiry displays the normal work schedule for one or more engineers
you select by engineer code, service area, problem and skill code, and
date range. Its appearance does not change when MTZ is active, but if
Field Engineer is Yes, the schedule time is relative to the end user on a
call; if it is No, the schedule time is relative to the engineer’s time zone.

Engineer Availability Inquiry (11.13.15.11)

This inquiry simulates the availability information in Call Maintenance.
When MTZ is active, like Call Maintenance, this simulation takes into
account time zone matching.

The scheduling limits in the Engineer Schedule Control File affect this
inquiry in the same way they affect Call Maintenance. If Override



MuLTIPLE TIME ZONES 155

Scheduling Optionsis Yes in the Engineer Schedule Control File, the
pop-up displays where you can override the flags that limit the set of

engineersto consider. When MTZ is active, Time Zone Points and Range

of Hours to Consider display on the pop-up.

In the display time zone pop-up you can also select atime zone for
displaying information from alimited number of choices. Since the
system is not calculating availability for a particular call, the end user and
assigned engineer are not valid choices.

The display time zone affects the way the system interprets availability.
The system views schedule times for field engineers relative to the
display time zone value. If Field Engineer is No, the system views the
engineer’s schedule times relative to their personal time zone.

Example You enter availability for 04/17/97 at 23:00. The display time

zone is MST/MTD and Limit by Availability is Yes. Engineer Joe in

Sydney, Australia normally works from 8:00 to 17:00. At 23:00 MST/

Tip

Set the value of
Field Engineer and
Time Zonein
Engineer Mainte-
nance (11.13.1).

MTD, itis 17:00 in Sydney. The system considers Joe available at 23:00

MST/MTD if Field Engineer is No for him, since schedule times are
relative to his time zone. If he is a field engineer, the system interprets
schedule times relative to the display time zone, and considers him

unavailable.

Engineer Availability Inquiry

User Menu Edit Queue Options Help

Display Availability For: Time:

14:00
Service Area: Display By Hours: |yes

Prob/Skill: Display TZ: PST/PDT Output: terminal

Availability [Hours) The Week Of: 06/01/97 Call Day: Fri
Engineer Prb Rrea T2 Start End Thu Fri Sat Sun

GLE
LMD
MCH
MTG
B
ol
PEH

EST/EDT 08:00 17:00 % &
PST/PDT  08:00 17:00 *
PST/PDT  08:00 17:00 §
PST/PDT 08:00 17:00 %
SanDiego PST/PDT  ©8:00 17:00 8
West_WS CST/CDT  08:00 17:00 %
WEST_US PST/PDT 08:00 17:00 *

EEEEEEE |

The report output is identical to the output in the Engineer Availability
scrolling window in Call Maintenance, except it does not include the

point totals.

Fig. 4.18

Engineer
Availability Inquiry
(11.13.15.11)
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Fig. 4.19
Service/Support
User Preferences
(11.21.23)
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User Preferences

Each user can set up defaults for some fields with Service/Support User
Preferences, illustrated in Figure 4.19. When MTZ is active, users can

define a preferred time zone with each user. The current user’s time zone
is one of the display options available for call information and reports.

MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

Service/Support User Preferences

UserMenu Edit Queue Options Help

User Id:

tmd

Tamara M. Dillon

Queue Manager:
Escalation Default:
Call Queue:

Quote Queue:

Call Time Window:
Call Structure Window:
Call Priority:

Time Zone:

[
ESC1

Quote|

no

no

EST/EDT

Customer

Other Service Functions

Most other service functions are unaffected by Multiple Time Zones:
 Service engineer orders are unaffected. Since SEOs are atype of sales

order, dates and times remain relative to the server time zone.

 Service areas are unaffected.
 Service requests are unaffected. Dates and times remain relative to

the server time zone.

» Return material authorizations do not change. For consistency with
sales orders, dates and times are relative to the server time zone.

 Return to supplier programs are unaffected. For consistency with
purchase orders, dates and times are relative to the server time zone.



MuLTIPLE TIME ZONES 157

MTZ Reference

This section contains reference material that might be useful if you write
custom reports and need to understand how the system stores and
converts dates and times.

Date/Time Fields

The system uses the server time zone to store date and time datain the
fields listed in Table 4.1 and converts the data to the end user’s time zone
for display.

Table 4.1
Field Name Description Fields Stored in
ca cls date/time Cadll close date/time gg\éteirv'gltrg%nd
ca_comp_date/time Call completion date/time User
ca evt date/time Cadl event date/time
ca_nxt_date/time Call next status date/time
ca_opn_date/time Call open date/time
ca_quote_exp Call quote expiration date
cah_evt_dateltime Call status history event date/time
cah_nxt_date/time Call status history next status date/time
cah_opn_date Call status history open date
chm_cls date/time Call history close date/time
chm_comp_date/time Call history completion date/time
chm_opn_date/time Call history open date/time
chm_quote_exp Call quote history expiration date
egt_sched date Engineer call schedule date
egt_start_time Engineer call schedule start time
itm_endown_date/time Call item end downtime date/time
itm_stdown_date/time Cadll item start downtime date/time
itm_nxt_date/time Call item next status date/time
itm_stjob_date/time Cdll item start work date/time
itmh_stdown_date/time Call item history start downtime date/time
itmh_endown_date/time Call item history end downtime date/time
itmh_nxt_date/time Call item history next status date/time
itmh_stjob_date/time Call item history start work date/time

IQAD
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Field Name

Description

sfb_ca opn_date

Call billing detail open date

sfh_ca opn_date

Call billing history open date

wr_start Call report labor detail start date
wr_st_time Call report |abor detail start time
wr_end_time Call report labor detail end time
wo_ord_date Call report order date

so_*/sod * All call invoice and call invoice line dates

Date and time data in the fields listed in Table 4.2 reflect the end user’s
time zone. The system does not convert them to the server time zone.

Table 4.2
End User Time Field Name Description
\'j\lfﬁﬁgg ored ca_eu date/time Call open date/time in end-user time zone
Conversion cah_eu_date/time Call status history open date/time in end-user
time zone
chm_eu_date/time Call history open date/time in end-user time zone
fpc_start Service pricing effective start date
fpc_expire Service pricing expiration date
ish_* All installed base item dates
itm_comp_date Call item completion date
itmh_comp_date Call item history completion date
sa */sad */sap_*/sca * All service contract dates and times
sah_*/sadh * All service contract history dates and times
sd_*/sah * All coverage limits dates
sv_stime[8] Service type start coverage time
sv_etime[§] Service type end coverage time
Date and time data in the fields listed in Table 4.3 reflect either an end
user’s time zone or an engineer’s time zone, depending on whether the
engineer is a field engineer. The system does not convert these to the
server time zone.
Table 4.3
Engineer Related Field Name Description
Time Fields egd_start_eff Engineer detail schedule start effective date
egd_end_eff Engineer detail schedule end effective date

M QAD
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Field Name Description
egd_start_time[8] Engineer detail schedule start shift time
egd_end_time[8] Engineer detail schedule end shift time
egw_st_time Engineer availability start shift time
egw_end_time Engineer availability end shift time
egw_week Engineer availability start of week date
esh_start_eff Engineer master schedule start effective date
esh_end _eff Engineer master schedule end effective date
esh_start_time[8] Engineer master schedule start shift time
esh_end_time[8] Engineer master schedule end shift time
fsh_date Engineer or service area holiday date
ocm_start_eff Engineer on-call schedule start effective date
ocm_end_eff Engineer on- call schedule end effective date

Date and time datain the fields listed in Table 4.4 reflect the server time

zone. The system stores and displays them without conversion.

Field Name

Description

ca_date/time_stmp

Call creation date/time stamp

cah_date/time_stmp

Call creation status history date/time stamp

chm_date/time_stmp

Call creation history date/time stamp

ca_tax_date

Call tax effective date

Converting Times

The fstzcon.p utility converts times from one time zone to another using

the four input parameters listed in Table 4.5.

Par ameter Description
from-date Input date stored in input time zone
from-time Input character time stored in input time zone with aformat of HHMM
from-zone Input character time zone
to-zone Output character time zone

Table 4.4
Server Time Zone
Fields

Table 4.5
Input Parameters
for fstzcon.p

IQAD
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Table 4.6
Output Parameters
for fstzcon.p

M QAD

Table 4.6 lists the program’s three output parameters.

Parameter Description
to-date Output date converted to output time zone
to-time Output character time stored in output time zone with aformat of HHMM
effflag Logica toindicateif an error occurred (date and time will be returned
unconverted)

The following example illustrates how to convert the current system time

to EST/EDT.

define variable fromtine as character format "99:99".

define variable to-
define variable to-

date as dat e.
tinme as character format "99:99".

define variable errflag as | ogi cal .

{nfdeclre.i}

find first svc_ctrl

assign fromtinme =
fromtine =
+

no-1 ock.

string(tine,"HH VWM')
substring(fromtime,1,2) /* renove colon */
substring(fromtine,4,2).

{gprun.i ""fstzcon.p

" (i nput
i nput
i nput
i nput
out put
out put
out put

t oday,
fromtinme,

svc_server _tinmezone, /* svc__qadc0l before 8.7 */

""EST/ EDT"",
to-date,
to-tine,
errflag)"}



» See Chapter 8,
“Service
Contracts,” on
page 231 for
details on how
contract types
apply to the
creation of
individual
contracts.

CHAPTER 5

Contract and Warranty
Types

This chapter introduces service types, details how you can use invoice
sorts, work codes, and service categories to define levels of coverage,
and describes the programs used to define contract types and warranty

types.
Overview of Service Types 162

Levelsand Limits of Service 168
Contract Type Maintenance 185

Warranty Types = 192
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Overview of Service Types

Service types define the rules that determine what service activities can
take place for covered items and who pays for them. There are two
categories of service types:

» Warranty Type Maintenance (11.3.15) sets up warranty types, which
you attach to itemsin the installed base.

 Contract Type Maintenance (11.5.10) sets up contract types, which
you use during the creation of contracts.

The service type—warranty or contract—defines defaults such as hours
of coverage, levels of service, and under- and over-limit charge codes.
Typically, service organizations do not provide warranty or contract
coverage for every item. For items not covered by either, the system
obtains a default coverage type from control file settings.

Both a warranty and contract can be active at the same time, although it is
more common for contracts to become effective when the warranty
expires.

The agreements represented by service types and contracts determine
much of what happens in call management. The service type also affects
returned material authorizations (RMAS). These functions retrieve a
service type from one of the following:

» The warranty code attached to an installed base record
« A contract that includes the item being serviced or a blanket contract
A default servicetypein acontrol file

M QAD
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Call
g Maintenance
RMA
g Maintenance
Warranty Contract
« Duration 90 days « Duration 3years
* Response Time 4 hours > Call Quote < * Response Time 48 hours
« Price List SSM1 Maintenance * Price List SSM2
« Coverage Hours 9am-5pm « Coverage Hours 8am-9pm
» Coverage Limit  50% « Coverage Limit ~ 75%
Call Activity
™ Recording
Service Quote/
L Contract |
Maintenance

Service/Support
Areas

Default Service Types

Generally, warranty and service contracts cover transactions that could
otherwise be billable, such as labor, repair items, or expenses. However,
you may also receive requests for service on items with an expired
warranty or without a current service contract. MFG/PRO requires a
default service type for these cases.

The Service/Support module uses two default service types: onefor cals
and one for RMAs.

» For calls, specify the default service type in the Default Call Service
Typefield in the Call Management Control File (11.1.24).

» For RMAs, specify the default in the Default RMA Contract field in
the RMA/RTS Control File (11.7.24).

Default service types establish basics such as the hours your support
department takes calls and your response time to such requests. You must
have at least one service type to use Call Maintenance.

You can use either awarranty or contract type for the RMA default; the
call default must be a contract type. Normally, a default service type does
not provide any coverage. If you do provide some coverage for items
without a contract or warranty, the default service type should specify a
covered charge code.

Fig. 5.1
Impact of Service

Types

» See “Charge
Codes” on
page 103 for a
complete
discussion of
charge codes.

IQAD
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Fig. 5.2
Contract Type
Maintenance
(11.5.10)

» See “Product
Lines and Service
Types” on
page 165.

M QAD

Service Attributes

Use Contract Type Maintenance to define and update contract types.
Figure 5.2 illustrates the first two frames. Warranty Type Maintenanceis
similar.

Contract Type Maintenance

User Menu Edit Queue Options Help

Conlract Type:
Prod Line:

D uration:
Response:

Response Time UM:

5C-1

Description:
Restocking Charge:
Call Price List:
Credit Price List:
Ship Before Retum:

BASIC SERVICE CONTRA

5. 00%
551
FS-CR

yes

RMA Only: |no

Comments: |no

Priority: (a0

Contract Price List:

— Gontract Coverage
SUN: no
MON: yes
TUE: yes
WED: yes
THU: yes
FRI: yes
SAT: no

Start: 00: 00 End: 00:00

08: 00 17:00

08: 00 17:00

08: 00 17:00

08: 00 17:00

08: 00 17:00

Holidays: no 00:00 oo-00

Service types define your relationship with customers. The system uses
some attributes of the type directly. Thisis alwaystrue for warranties. For
contracts, some attributes provide defaults you can change in Contract
Maintenance. The system derives the following information from the
service type.

 Product line of the service type can direct the financial impact of
serviceinto GL accounts.

- Duration defines the length of time service is available. You define
warranties in days, contracts in months. The duration determines the
end date for the warranty of an installed base item and the default end
date for a contract.

 Response time defines the length of time within which the customer
can expect you to respond to a service request. Call Maintenance uses
response time and coverage hoursto calculate the call’'s next event
date and time.

« Price lists determine what a customer pays for contract coverage, for
serviceon acall, and for items returned on an RMA. RMA issuelines
use standard sales order pricing.
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» Ship Before Return and Restocking Charge affect only RMAs. Ship » See Chapter 21,

Before Return determines if you can issue an item on an RMA before Return Material
you receive the defective one from the customer. Thisflag only on page 633 for

i i i i details on
affectslinked RMA lines. The system applies the restocking charge to Shipping before

items returned for credit. It indicates what portion of the credit to returns and
deduct for handling. restocking
charges.

« Priority setsthe opening priority of acall in Call Maintenance. The
lower the number, the higher the priority. You can also define the
priority for an end user. If you use escalations, they can affect the
priority.

» Hours of coverage define when you are available to provide service.
Cadll Maintenance uses them to schedule engineers and calculate a
call's next event date and time.

- Level and limits of coverage determines the coverage percentage » See “Levels and
applied by the system and limits based on work code and service g‘g:\'fﬁ:gf on
category or on invoice sort. You can also specify atotal limit and a page 168.

limit for individual prices.

« Charge codes on the service type provide defaultsin Call Activity
Recording.

Product Lines and Service Types

The product linetiesthe service type to a set of general ledger accounts. It
usually determines the accounts affected by the sale of contracts and by
RMA issues and receipts. In Call Activity Recording, charge codes
usually determine product lines. The system references product lines on
the service type only if you do not set up charge and revenue product
lines.

The system uses a service product line only if Use Item Prod Linein the
Service Management Control Fileis No. Otherwise, the system uses the
item product line.

The product line lets you track and report on contract sales for different
contract types. For example, to book the billing of annual contractsto a
different GL account than semiannual contracts, you can create service
product lines with different sales and sales discount accounts. You can
then associate these product lines with different contract types.

IQAD
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» See Chapter 6,
“Automatic
Pricing,” on
page 199 for
details on setting
up service price
lists.

M QAD

When you post an invoice for a contract billing, the system credits the
product line sales and sales discount accounts. You can change accounts
line-by-line on a contract, if Display Contract Accountsis Yesin the
Contract Control File.

Automatic Pricing

The price lists you associate with service types support automatic pricing
for many service activities. On contract types, you can specify three price
lists: contract, call, and RMA credit. On warranty types, you can only
specify the first two. Each of these pricelists has a different use.

» Contract price lists determine what the system charges the customer
for coverage of items on the contract. This determines the amount the
customer isinvoiced for the contract itself. Invoicing for actual
service performed is separate. Define these price lists with Service
Pricing Maintenance (11.17.1) as atype C (contract).

 Call Activity Recording (CAR) uses call price lists to determine the
price for labor, expenses, and items you use in providing service on a
call. The Call Price List also determines credits for items exchanged
in CAR and fixed prices. Define these price lists in Service Pricing
Maintenance (11.17.1) as atype R (repair). You can create atype E
(expense) list with the same price list code to determine the cost of
expenses recorded in CAR.

» RMA credit price lists determine, during the return segment of RMA
processing, what the system credits the customer for an item returned.
Set up price lists for credits in the PO/RTS/Sched/RMA Rcpt Pricing
Menu (1.10.2).

The system handles pricing for RMA issues like sales order pricing. You
do not specify a price list; the system determines which price lists apply
and calculates abest price based on codes and rules previously set up. For
this reason, you do not associate a price list with a service type for RMA
issues.
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Table 5.1 summarizes which service functions use price lists.

Table 5.1
PriceList Used in Defined in Price List Usage
Contract Price List Contract Maintenance and Invoicing 11.17.1
Call PriceList Call Quote Maintenance, Call Activity 11.17.1
Recording, Call Invoice Recording
RMA Credit PriceList  RMA Maintenance receipt lines 11021
Sales Order PriceLists  RMA Maintenance issue lines 11011

Hours of Coverage

Cadll Maintenance uses coverage hours and response time to calculate the
call's next status date and next status time.

Example A service type has these values:
Servi ce Response Ti ne: 4 hours
Servi ce Coverage: Mon - Fri, 08:00 - 17:00

You take a call at 16:00 hours on January 3, using this service type. The
call event time plus the response time yields a next status time of 20:00
hours. This would create a problem, since the service department is open
only until 17:00.

However, the system knows your service coverage hours, so it schedules
the next event three hours into the next day you are open for support
business. The next status date on the call is January 4, and the next status
time 11:00 hours.

Create a different service type for each schedule of coverage your
business supports. This enables you to define premium service coverage
for critical or special components.

Example A company selling personal computer systems and network
hubs wants to provide service coverage for the computers from 10:00 to
17:00 hours. The network hubs are more critical; they need coverage from
06:00 to 20:00 hours. Use one service type for the computer line item and
another for the network hub.

Similarly, if you warranty these items, create and apply two warranty
codes with different coverage hours.

IQAD



168 MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT
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To provide different coverage levels for the same item at different times
of the day, you can add the same item to a contract twice, but only if the
service type for the line items differs.

Levels and Limits of Service

Thelevel of service for the warranty, service contract, or default service
type carries through into the management of service activity from callsto
returns. The level of service determines the percentage paid by the end
user for service.

SSM provides flexibility in classifying and supporting service activity.
You can define limits either at ahigh level with invoice sorts, or at alower
level with work codes and service categories. You can aso define atotal
limit amount for all activity.

Limit Usage Restrictions

The implementation of coverage levels and limits depends on the
Contract Limits flag in the Contract Control File. When thisflag isNo,
you cannot define limit amounts on contract types or modify coverage
levelsin Contract Maintenance. When thisflag is Yes, you can define the
limits, copy them into the contract header and/or contract lines, and
modify them.

You define levels of coverage associated with service types the same way
whether you are using limit amounts or not. While you can define limit
amounts for a contract type, however, the system only uses them when you
copy theminto a contract.

The contract type provides atemplate for creating similar contracts. If
you use it as ageneric service type, the system applies the coverage level
percentage of the service type. Limits are only effective in a contract
because the system must accumulate and check quantities over time. This
isonly possible when you can collect and record information for a
specific line item.

The system uses limit amounts only with contracts and checks them only
in Call Activity Recording. RMA Maintenance applies the coverage
percentage only, even if a contract has limit amounts.
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In summary, limits:

 Can only be used when Contract Limitsis Yesin the Contract Control
File.

» Cannot be used with warranties.

 Can be defined on a contract type, but are only used when copied into
acontract.

« Areonly checked in Call Activity Recording.

Understanding Codes for Limits

Before you learn how to define limits, it isimportant to understand how
service codes provide support for defining limits. The system uses three
important codes. service categories, invoice sorts, and work codes.

Service categories group the detail you record when you provide service
in response to acall. Figure 5.3 illustrates a sample call report.

Fig. 5.3
Sample Call Report

CALL REPORT

« Arrived at customer site via flight 222
« Stayed at Roadway Motel
« 2 breakfasts, 1 lunch, 1 dinner @$51.20

* Replaced Item 4311-2

* Replaced Item 4217-5
* Used 1 quart lubricant

+ Used 1 box rags
* Worked 7 hours regular time
« Worked 2 hours overtime

« Customer back up and running at
9:12 pm on Sept. 12, 1995.

Each of the details on this report represents an instance of a service
category. An organization can have as many or as few service categories
as they need.

Figure 5.4 shows how you can categorize each detail of a call with the
appropriate service category. Since the service category represents the
lowest-level way of grouping detail, it is pictured as afile folder.

IQAD
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Fig. 5.4
Call Details Map to
Service Categories

Fig. 5.5
Invoice Sorts
Group Service
Categories
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Plane

CALL REPORT Ticket

« Arrived at customer site via flight 222
« Stayed at Roadway Motel
« 2 breakfasts, 1 lunch, 1 dinner @ $51.20

Motel

(1]
(4] [0 (] [

Meals

Repair
Items I
Consumed
|—> Items
Regular
Labor

Each service category is associated with an invoice sort when it is
defined. Normally you use three basic invoice sorts: for expenses, items,
and labor. Invoice sort codes group all the details of related service
categories for high-level presentation.

* Replaced Item 4311-2
* Replaced Item 4217-5
« Used 1 quart lubricant —
« Used 1 box rags

« Worked 7 hours regular time
« Worked 2 hours overtime

« Customer back up and running at
9:12 pm on Sept. 12, 1995.

Overtime
Labor

In Figure 5.5, three file cabinets represent three invoice sorts. The system
sorts the detail associated with a particular service category into one of
three cabinets: expense, item, or labor. In this example, you can put a
related folder in any drawer of the correct filing cabinet.

———

Plane
CALL REPORT > Ticket
« Arrived at customer site via flight 222 ZZZ — I
« Stayed at Roadway Mote] —F——> Motel O 0
* 2 breakfasts, 1 lunch, 1 dii 51.20 —
reakfasts, 1 luncl inner @ $! _| Meals ? ? ?
« Replaced Item 4311-2 :| »
+ Replaced Item 4217-5 Repalr
* Used 1 quart lubricant (—
 Used 1 bax rags — tems — (—1 —
Consumed - o -
« Worked 7 hours regular time =———1 liEms = - =
+ Worked 2 hours overtime
Regular = [ =] [ =—]
« Customer back up and running at Labor . o -
9:12 pm on Sept. 12, 1995. Overtime
Labor Expense Item Labor

You can define generic coverage limits based on invoice sort codes. For
example, you can define asimple limit for all expenses. However, you
can also consider the work code when defining limits. Work codes group
the service detail on acall based on the type of work. Figure 5.6 shows
the result of adding three work codes: repair, install, and PM. Now the
system sorts detail both by file cabinet and by drawer within the cabinet.
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Fig. 5.6

Work Code Adds

More Detailed

[

Control

| Repair | | Repair | | Repair |
) ® )
— — —
[ instan ] | instan_| [ instan |
® ® ®
— — f—
[ ev | [P | [P |
) ® ®
Expense Item Labor

Grouping information this way supports complex limit definitions. In
Figure 5.6, the more work codes you use, the more drawers you need in

each filing cabinet.

While invoice sorts do not give as much detail, with them you can make
generic changes in coverage levels across the customer base or a specific
service contract market. Work codes and service categories, on the other
hand, provide the power to manage and change service levelsin the most

detailed situations.

With MFG/PRO, you can combine work codes, service categories, and

invoice sortsin almost unlimited ways. For example, you can base limits
for service items on the kind of work done, but make limits for expenses
generic, based on invoice sort. Or if you do not need detail, you can set up
one limit for all the detail recorded.

You can use any work code and service category combination except a
work code with fixed price set to Yes. You cannot use fixed pricing in
conjunction with coverage limits.

Figure 5.7 illustrates the Coverage Limits frame in Contract Type
Maintenance. The Total, Invoice Sort, and Work Code fields determine
the kind of limit you are defining.
» If Total is Yes, Invoice Sort and Work Code must be blank, and the

record limits all service or defines a generic level of coverage.

- If Total isNo and you enter an Invoice Sort val ue, the system applies
this limit to the service categories associated with the specified

invoice sort.

IQAD
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Fig. 5.7
Invoice Sort or
Work Code

Tip

To clarify your
setup, use charts
like the one on
page 175.

» See “Invoice Sort
Codes” on
page 85.
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- If Total is No and you specify a Work Code, you must also specify a
service category. The limit applies only to the specified combination
of work code and service category.

= Contract Type Maintenance H!
User Menu Edit Queue Options Help

EqE=3
Conbtract Type: SC-1 Description: BASIC SERVICE COMTRAI
Prod Line: 1YRC Restocking Charge: 5. 00%
Input in Duration: 12 Call Price List: S5SM1 RMA Only: no
. Response: 4 Credit Price List: F5-CR Comments: no
these fI§|dS Response Time UM: H Ship Before Relun:  yes Priority: 20
determines Contract Price List: SSM1
the kind of Coverage Limits
limit you are Total: ||nn— Invoice Sort: l— Work Code: l— Cur: USD |
deﬂning, Svc Cat Start End Date Amount Used/Consumed ZCv Det

You can define any number of limits. The system uses limits for awork
code and service category combination first. If it finds none, it uses those
set up for invoice sorts, then those for the total. When you define limit
amounts in a contract, the system always looks for atotal limit amount to
use in conjunction with the lower-level amounts.

Simple or Complex

Work codes and service categories enable you to track service activity in
detail, but the detail introduces complexity into the rest of Service/
Support Management, including implementation.

If you use work code and service category detailsin coverage, create clear
policies on how to use the service types as templates for contracts.
Without careful planning and implementation, it becomes easy to lose
control of coverage limits and service costs.

Service Levels by Invoice Sort

If you are not concerned about tracking coverage, percentage, or
monetary limits by specific service category, the high-level invoice sort is
the best solution. If you choose to cover only preventive maintenance
labor and bill for everything else, use the work code and service category
scheme to track labor against service limits.

The invoice sort tracks service activity at a high level by grouping labor,
expenses, and items used for related service categories.
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Invoice Sort Example

A service organization’s engineers perform 17 kinds of labor. These labor
types correspond to various skill and job classifications and overtime
procedures, distinctions that reflect different service pricing. However,
contractual agreements cover labor at the same level regardless of its
type. So this organization bases its levels of coverage on a labor invoice
sort. To do this, they follow these steps.

1 Create the labor invoice sort with Invoice Sort Maintenance.

2 Define a service category for each kind of labor with Service
Category Maintenance. Each of these service categories references
the labor invoice sort code.

3 Define service limits in terms of the labor invoice sort.

Using this approach, labor consumption receives one level of coverage,
regardless of what kind of labor it is.

i Contract Type Maintenance |- (O] x] Flg 5.8
UserMeru Edit Queus Dptons Hep Service Limits by
%) & |Eojr Invoice Sort
Contract Type: SC-1 Description: BASIC SERVICE CONTRAI
Prod Line: 1YRC Restocking Charge: 5.00%
H ion: 12 i ist: B
|nVO|Ce Duration: Ea-ll Plfce L!st SSM1 RMA Only: no
Response: 4 Credit Price List: F5-CR Comments: no
sort Response Time UM: H Ship Before Return: pes Priority: 40
entered. Contract Price List: 55{41
Coverage Limits
F[nlal: no Invoice Sort: LABDR Work Code: Curi: USD
Service Sve Cat Start End Date Amount Used/Consumed X%Cv Det
categor
gory / [ 1,000.00 0.00 [100 [no
cannotbe |
entered.

To define limits by invoice sort, you enter an appropriate sort code. In this
case, you cannot enter anything for service category (Svc Cat). The
coverage level (%Cv) is defined as a percentage. In Figure 5.8, the price
of labor is covered at 100 percent up to the limit amount of $1000.00.
This means the contract covers the first $1000.00 of labor, regardless of
the work code and service category combinations.

Call Activity Recording checks service limits when a service contract
provides coverage. Since you set up limits at the invoice sort level, CAR
allows $1000.00 for all service categories with the labor invoice sort,
regardless of the work code. The system accumulates the charges on

IQAD



174 MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

Fig. 5.9

Service Limits by
Work Code and
Service Category

M QAD

service contracts based on this contract type and compares them with this

preset limit.

You can use invoice sortsto set up similar limits for expenses or items.

Service Levels by Work Code and Service Category

Theinvoice sort works at a high level. For more detailed tracking of
service limits and percentage of coverage, use work codes and service

categories, as shown in Figure 5.9. In this approach, you create a
relationship between awork code and service category. The system then

tracks service limits based on the kind of work done.

This approach is useful for a service organization that covers only certain

kinds of activity. A contract for preventive maintenance, for example,

may only cover PM labor and bill for other kinds. Or an organization may
choose to cover repairs at 100 percent, PM at 50 percent, and installation

not at all.

MFG/PRO can track service limits against any work code and service

category combination.

= Contract Type Maintenance
User Menu Edit Queue Options Help

Contract Type: SC-1 Description:

Prod Line: 1YRC Restocking Charge:

BASIC SERVICE CONTRAI
5_00%

Duration: 12 Call Price List: 55M1 RMA Only: no
Response: a4 Credit Price List: FS-CR Comments: no
Response Time UM: H Ship Before Retuin: yes Priority: a0
Contract Price List: 55M1
Work code
Coverage Limits
entered. g8
Totak no Invoice Sort: Work Code: PM Cur: USD
. Sve Cat Start End Date Amount Used/Consumed X%Cv Det
Service
Category t Labi-Reg 15000 000 100
must be | ‘e
entered.

To define limits for awork code, Total must be No and Invoice Sort must
be blank. When you enter awork code, you must enter a service category

to further qualify coverage limits.
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Example

A service organization performs three different kinds of work. They
define three work codes representing them: REPAIR for repairs, INST for
installation, and PM for preventive maintenance.

They aso set up three service categories: Laborl for labor, Item1 for
items, and Expensel for expenses. Now they can set up different levels of
coverage for each kind of work for labor hours, items consumed, and
expenses. Table 5.2 shows the basic scheme for these work code and
service category combinations.

Table 5.2
Work Codes Sample Work Code
REPAIR INST PM Ty
o 8 Laborl Laborl Laborl Combinations
S S ltem1 Item1 ltem1
(% +—
8 Expensel Expensel Expensel
You can define different coverage percentages and limit amounts for each
service category under awork code. For example, for the REPAIR work
code, you define:
« 100% coverage up to $1,000 for the Laborl service category
* 75% coverage up to $750 for the Item1 service category
+ 50% coverage up to $500 for the Expensel service category
Using these definitions, Table 5.3 defines a grid of sample work code and
service category combinations.
Table 5.3
Work Codes Limits by Work
REPAIR  INST  PM ggmde%g?f Service
g Laborl (%) 100 100 100
5 limit ($) 1,000 2,000 1,000
g item1 (%) 75 50 100
% limit ($) 750 500 750
S Expensel (%) 50 0 100
& limit ($) 500 0 500

IQAD
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Defining Service Levels with Effective Dates

Effective dates are another important element of service levelsyou can
define. Effective dates add alayer of differentiation to limits. You can use
them with limits set up for invoice sorts or for limits that apply to work
code and service category combinations.

Open-Ended Dates

MFG/PRO uses effective dates on limits like it uses effective datesin
other parts of MFG/PRO, with some exceptions. If you leave a start or
end date blank, MFG/PRO, asit doesin other parts of the system,
assumes the date is open ended and coverage is in effect from the
beginning of time or to the end of time.

Overlapping Dates Restricted

Unlike datesin other parts of the system, effective dates for limits cannot
overlap. Since you can accumulate amounts against limits when you copy
them into a contract, there can be only one valid set of limits at any one
point in time. Otherwise, the system would not know where to post the
consumed amounts.

Since the system considers alimit with a blank start and end date always
in effect, you cannot create such alimit and then create another with
specific start and end dates.

Copying Effective Dates into Contracts

When you copy limitsinto a contract, the system sets the earliest start
date to the contract start date and the | ast effective date to the contract end
date.

In asimple case, you can set up limits on a contract type without any
effective dates, then create a contract based on that contract type. The
contract start date is 01/01/96 and end date is 12/31/96. When you copy
limits into the contract, the starting effective date is 01/01/96, the end
effective date 12/31/96.
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Now consider what happensif you have two sets of limits on the contract
type with the following effective dates:

06/ 30/ 95 - 06/ 30/ 96
07/01/96 - 06/30/97

The same contract from 01/01/96 and 12/31/96 still has two sets of limits,
but the system copies them in with these dates:

01/01/96 - 06/30/96
07/01/96 - 12/31/96

Effective Dates and Contract Renewal

How you set up effective dates on contract types can affect contract
renewal. When you create a contract, you can tell the system to copy
limits from the contract or from the contract type. If you set up limitswith
consecutive effective dates and tell the system to refer to the contract

type, the system brings in the limits effective for the renewed contract’s
start date.

This way you can phase in changes and the system applies them during
contract renewal.

Applying Effective Dates

Call Activity Recording uses the call open date when it looks for coverage
limits. Remember this if you add lines to an open call. The system bases
the limits it applies to that line on the date you opened the call, not the
date you added the line. The call open date also determines limits during
invoicing.

Note When Multiple Time Zonesis active, the call open dateis relative » See Chapter 4,
; ) “Multiple Time
to the time zone of the call's end user. Zones.” for
details on the
] effect of MTZ.
Effective Dates: Example 1

Table 5.4 illustrates sample limits based on the data in Table 5.3.
However, a new row for effective dates has been added to the table. To
make this example simple, dates are blank for all the limits. This means
each service category is effective all the time.

IQAD
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Table 5.4
Work Code/Service Work Codes
Categaries with REPAIR INST  PM
Laborl  Dates (blank)  (blank)  (blank)
% 100 100 100
B Limit ($) 1,000 2000 1,000
% Item1 Dates (blank)  (blank)  (blank)
I % 75 50 100
§ Limit ($) 750 500 750
5; Expensel Dates (blank)  (blank)  (blank)
% 50 0 100
Limit ($) 500 0 500

The coverage defined in this table continues forever, or until superseded
by another contract. In this case, the service categories are not controlling
coverage periods in the contract; they are controlling only the percent of
coverage and the limits.

Effective Dates: Example 2

You can define coverage effective dates, percentages, and limit amounts
for each service category under awork code.

Table 5.5 illustrates limit data for two years. You might use a contract
type like this for atwo-year contract or to have the system apply next
year’s limits when this year’s contract expires.

M QAD
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Work Codes
REPAIR INST PM

Laborl  Dates 1/95-12/95 1/95- 12/95 1/95- 12/95
% 100 100 100

Limit () 1,000 2,000 1,000

Dates 1/96-12/96 1/96- 12/96 1/96 - 12/96

% 75 75 75

Limit ($) 1,000 2,000 1,000

g eml  Daes 195-12/95 1/95- 12/95 1/95- 12/95
= % 75 50 100
g Limit ($) 750 500 750
O Dates 1/96-12/96 1/96- 12/96 1/96 - 12/96
S % 50 25 75
3 Limit ($) 500 250 500
Expensel Dates 195-12/95 1/95- 12/95 1/95- 12/95
% 50 0 100

Limit ($) 500 0 500

Dates 1/96-12/96 1/96- 12/96 1/96 - 12/96

% 50 0 75

Limit ($) 500 0 250

In this example, preventive maintenance coverage for each service

category starts at 100%. The second year it is 75%. While these factors
are the same for the PM work code and each service category, the actual

monetary limit varies.

Thiskind of table helpsyou set up work codes and service categories. For
each work code, you can enter any number of time periods, percentages,
and limit amounts for a service category, to match your business. For
Laborl, for example, you can set up a series of coverage periods for

preventive maintenance.

Table 5.5

Work Code and
Service Categories
with Non-blank

Dates

IQAD
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Fig. 5.10

Total Fieldin
Contract Type
Maintenance
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Defining Service Levels with a Total Service Limit

In Contract Type Maintenance, Total isthefirst field in the Coverage
Limits frame, illustrated in Figure 5.10. This field does two things:

- If lower-leve limits exist, Total determines an aggregate amount
applied to the cumulative total consumed for al service limits. The
system applies this feature only when you copy limitsinto a contract.

« It enables you to set up a generic record for the system to use when
more specific records do not exist.

= Contract Type Maintenance Hn
UserMenu Edit Queue Options Help
5 | B
Contract Type: SC-1 Description: BASIC SERVICE CONTRA/
Prod Line: 1¥RC Restocking Charge: 5.00%
Duration: 12z Call Price List: 55M1 RMA Only: no
Response: a Credit Price List: F5-CR Comments: no
Response Time UM: H Ship Before Return: pes Priority: a0
Contract Price List: S5M1
Coverage Limits
Total ’:otalz pes Invoice Sort: Work Code: Curr: USD ‘
ﬂag Sve Cat Start End Date Amount Used/Consumed ZCv Det

To define atotal limit, Invoice Sort and Work Code must be blank. The
system uses the limit data if there are no other limits; you can set up
simple, high-level, generic limits. For example, a contract type covers
service activity at 50% up to 10,000. This record then applies to any kind
of activity in Call Activity Recording.

When you define a total amount in addition to other more detailed
records, the system uses it in conjunction with the other limits. For
example, an invoice sort for labor has a $1,000 limit. Another invoice sort
for items has a $1,000 limit. But you want an overall service limit of
$1,500. The value in the Amount field when Total is Yes determines an
aggregate limit for coverage.

When you record service in CAR for an item under an active contract
with this service type, the system compares service activity against this
total to seeif serviceisover limit. The system still tracks costs against the
invoice sort or work code and service category combination as
appropriate. However, when you enter avalue and Total is Yes, the
system also compares the total service costs against this aggregate limit.
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Example Threelimit records have a $750 limit for labor, items, and
expense invoice sorts. You set an aggregate service limit of $1,500. You
take the calsin Table 5.6 and record the activity.

Table 5.6
Accumulated Sample Call
Call Labor Items Expenses Total Information
CA1 500 300 200 1000
CA2 200 300 100 600
Invoice Sort Total 700 600 300 1600

Even though the amount recorded is under the $750 limit amount for each
invoice sort, the $100 of expenses for CA2—shaded in the table—is not
covered, since it exceeds the total limit of $1500.

When you specify an amount with Total set to Yes and the aggregate
reaches $1,500, this item is over its service limit regardless of the limits
on individual invoice sorts or service categories. The servicing company
has now met its contractual requirements and the system applies the
over-limit charge code to service activity.

Defining Percent of Coverage

You can use the percentage amount in the %Cv field by itself or in
conjunction with limit amounts. If Contract Limits is No in the Contract
Control File, the coverage percent determines coverage. This is also the
case when a contract type rather than an actual contract provides
coverage. The system checks limit amounts only on contracts.

The coverage percent by itself determines the amount covered according
to the following formula:

Price x Coverage Percent = Covered Amount

For RMA issues, the system uses the coverage percent to calculate the
price discount percent, since the limit features of contracts do not apply to
RMAs. Coverage percent is also the only factor the system considers for
warranty coverage in RMAs and calls.

IQAD
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Fig. 5.11
Limit Detail
Pop-Up

Tip

If you use common
limit detail for the
limits on a service
type, specify values
for the Total = Yes
record only to
simplify data entry.
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Defining Limit Detail

If you specify Yesto the detail flag when defining limits, an additional
limit detail pop-up displays, asin Figure 5.11.

Contract Type Maintenance
UserMenu Edit Queue Options Help
Contract Type: SC-1 Description: BASIC SERVICE CONTRA/
Prod Line: 1¥RC Restocking Charge: 5.00%
Duration: 12z Call Price List: 55M1 RMA Only: no
Response: a Credit Price List: F5-CR Comments: no
Response Time UM: H Ship Before Return: pes Priority: a0
Contract Price List: S5M1
Coverage Limits
Limit detail Futalz no Invoice Sort: LABOR Work Code: Cur: USD
provides even Sve Cal Stan End Date Amount  Used/Consumed ZCv Det
more control
s s Tttt - |
Limit Detail
over how t.he List Price Limit: [ONY 5" ves
system applies :
Charge Code: | Contract
coverage. Dver Limit Charge Code: [Billable

The system searches for limit details in the same way it searches for
limits. First it looks for awork code and service category combination,
then for limits by invoice sort, and finally for limitsin the Total = Yes
record.

List Price Limits

A list price limit defines a ceiling on the price of individual items covered
by the service type. When you specify an amount in List Price Limit and
the list price of aparticular item exceeds this amount in Call Activity
Recording, the item is not covered even if limits have not yet been
consumed. The system suggests the over-limit charge code.

Note Overriding the billable charge code has no effect on the covered
amount for an item that exceeds the list price limit. The covered amount
always defaults to zero, but you can changeit.
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Under-Limit Charge Code

You can associate two charge codes with each limit record: an under-limit
and over-limit charge code. These charge codes direct financial impactsto
charge product linesin Call Activity Recording. If you do not specify
charge codes for detailed limits, the system looks for charge codes
associated with the Total = Yesrecord. If none exist there, the system uses
default charge codes defined with Default Charge Code Maintenance.

On a contract type, use a charge code with either the contract or covered
flag set to Yes for the under-limit charge code. Similarly, for awarranty,
use a charge code with warranty or covered set to Yes.

However, use covered charge codes carefully. They are intended to
indicate a generic coverage, such asthat provided by the Default Call
Service Type in the Call Management Control File. You can also set up
generic service types for special purposesin call management.

Important Never use the covered charge code on service types that form
the basis of contracts and warranties.

Contract and Warranty Type Maintenance warns you that covered is » See “Charge
reserved. Disregarding this warning can lead to confusion when you use Codes” on
. . .. . page 103 and
the service typein Call Activity Recording. “Calculating
Coverage in
CAR” on
Over-Limit Charge Code page 407.

The Over Limit Charge Code field determines the default charge code in
Call Activity Recording when service costs exceed the service limit. Use
acharge code with Billable set to Yes in Charge Code Maintenance.

When service charges exceed the limit, CAR switches to the over-limit
charge code. If you do not associate an over-limit charge code with the
limits, the system uses the billable charge code in Default Charge Code
Maintenance instead. You can override the billable charge code with a
giveaway charge code in particular instancesin CAR.

Over-limit charge codes have an effect in two cases:

« On acontract with limit amounts. Charges accumulate against a limit
amount only on a contract.

« Onacontract or warranty if the coverage percent is zero. In this case,
al serviceisover the limit.

IQAD
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Limits at Multiple Levels

The contract type is atemplate for building similar service contracts. If
Contract Limitsis Yesin the Contract Control File, you can further refine
or customize the limit templates at the service contract level and on
individual linesin the service contract.

When Contract Limitsis Yes and you create a new contract, you are
prompted to copy limits into the header. You make the same decision for
each line, but in the case of the line you can copy the contract header
limits or the contract type limits.

This means that you can set up limits at three levels: contract line,
contract header, contract type. However, whileit is possible to set up
limits at all three levels, the system uses only one to determine coverage
for a particular item.

To derive an effective limit, MFG/PRO searches for service limit
information in the following order:

» The contract line item in Contract Maintenance (11.5.13.1)
 The contract header in Contract Maintenance (11.5.13.1)

» Theorigina service type defined with Contract Type Maintenance
(11.5.10)

As soon as the system finds any limit record, the search stops at that level.
Then the system attemptsto find alimit at that level matching the current
work code and service category combination, then the invoice sort, and
finally, the Total = Yesrecord. If none of these exist, the system considers
the activity not covered, and Call Activity Recording suggeststhe billable
charge code from Default Charge Code Maintenance.

Important This search algorithm has important implications. If you
decide to set up limits at the contract line level, set up al necessary limits
at that level. You cannot combine limits from the header with limits from
the line since the accumulation of amounts against those limits would be
ambiguous.
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No Coverage or Zero Percent Coverage

Because of the way the system looks for limits, defining alimit record
with zero percent coverage can have a dightly different effect than not
defining any coverage.

If you define arecord with zero coverage, you have more control over the
charge codes the system suggestsin Call Activity Recording. In this case,
the system suggests the over-limit charge code associated with the record.

If no record exists, the system suggests the billable charge code in Default
Charge Code Maintenance.

Contract Type Maintenance
This section provides afield reference to Contract Type Maintenance
(11.5.10).

Header Frame

Many important features that determine coverage display in the Contract
Type Maintenance header.

Prod Line: 1YRC Restocking Charge: 5.00%
Duration: 12 Call Price List: S5M1 RMA Only: no
Response: 4 Credit Price List: F5-CR Comments: no

Reszponze Time UM: H Ship Before Return: pes Priority: 40

Contract Type and Description. Enter a code to uniquely define this
contract type and a brief description. The description appearsin the
scrolling window that displays when you select service types.

Prod Line. The product line relates the service type to aset of general
ledger accounts. Whether the system uses this product line depends
on Use Item Prod Line in the Service Management Control File. If
thisis No, the system uses the product line of the service typein
effect; otherwise, the item product line.

Fig. 5.12
Contract Type Maintenance Contract Type
User Menu Edit Queue Options Help Majntenance
= Header Frame
Contract Type: [SC-1 | Description: BASIC SERVICE CONTRA (11.5.10)

185
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Tip

The response unit
can be minutes,
hours, or days.
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When you post a contract invoice, the system credits the product line
sales and sales discount account. You can change accounts on
contract linesif Display Contract Accountsin the Contract Control
FileisYes.

You can also use the product line of the service typein Call Activity
Recording. If the system finds no charge or revenue product line for
service activity and Use Item Prod Line in the Service Management
Control Fileis No, the system usesthe product line of the service type
in effect.

Duration. Duration defines the default length of a contract. In service
contract types, the duration isin months, while in warranties, the
duration isin days. In contracts, the system cal cul ates the contract
end date by adding the duration of the service type to the contract
start date.

Response and Response Time UM. A response time states the length
of time and its unit of measure within which your service department
should respond to a call. The response time must be expressed in
integer values. A response time of up to 168 hours (1 week) can be
specified. After that, the unit of measure must be days.

If you are not using an escal ation sequence, Call Maintenance uses
the response time to calculate the Next Status Date and Time values
according to the following rule:

Next Status Date/Time = (Event Date/Time) + Response Time
For example, acall has a service type with the following
characteristics:
Response: 3
Response UM: H
Coverage Days. M-F
Coverage Hours: 08:00 - 17:00

For this service type, you expect to respond within three hours of
taking the call. It also means you provide this service only Monday
through Friday, 8:00 AM to 5:00 PM.

Contract Price List. Enter avalid contract pricelist defined in Service
Pricing Maintenance (11.17.1). The system usesthis price list asthe
default price list code for contract quotes and contracts based on this
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service type. It determines what to charge the customer for coverage
of items on the contract.

The contract price determines the amount the customer isinvoiced for
the contract itself. Invoicing for service activity is separate.

Restocking Charge. The restocking charge is a percentage deducted
from the credit price of areturned item on an RMA. Customers can
perceive restocking charges as penalties, but you might apply them to
cover the labor and expense of refurbishing and repackaging returned
items.

Call Price List. Enter avalid repair price list defined in Service
Pricing Maintenance (11.17.1). The system uses the pricelist here as
the default in Call Quote Maintenance and CAR for calls covered by
this service type.

Repair price lists can specify prices for items consumed in a service
activity and labor and expenses recorded in CAR. The Call Price List
also determines credits for items exchanged in CAR, using the
Exchange UM value from the Call Management Control File, and
fixed prices using the Fixed Price UM value.

If you set up an expense cost price list with the same code as for Call
PriceLigt, Call Activity Recording usesit to determine standard costs
for expense items.

Credit Price List. During the receipt segment of RMA processing, the
system uses the credit price list you assign to the service typeto
determine the credit amount for areturned item. If you define a
restocking charge on the service type, the system reduces the credit
price by that percentage.

Ship Before Return (Y/N). Thisflag affects processing of linked RMA
receipt and shipment lines. If itis No, you process the receipt of a
defective item before you can issue a replacement. You can print a
packing list, but you cannot ship. If thisflag is Yesyou can issue
replacement items regardless of the number of items received.

RMA Only (Y/N). A reference-only field that indicates whether this
service typeis exclusively for processing RMASs.

Comments (Y/N). Indicates whether you want to enter transaction
comments for this service type.

Tip

Set up RMA credit
pricelistsin the
PO/RTS/Sched/
RMA Receipt
Pricing menu
(1.10.2).
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Fig. 5.13
Contract Coverage
Frame

Tip

To indicate 24-hour
coverage, enter a
range of 00:00 to
23:59. In most
processor time
clocks, 00:00 isthe
same as 24:00.
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Priority. The Priority field sets the opening priority of callsin Call
Maintenance. The lower the number, the higher the priority. For
example, acall with apriority of 1 is more urgent than a priority 50
call.

You can also assign call priority by end user in End User Address
Maintenance (11.9.1). The system uses any honzero call priority on

an end user’s record instead of the service type. You can also set call
priority in Service/Support User Preferences. Escalation sequences
can affect call priorities.

Service Coverage Frame

Once you define the header information for the service type, you can
specify the days and hours of coverage.

— Contract Coverage

SUN:l\nn— Start: (00: 00 End: (00:-00
M[IN:IyT 17:00
TUE:[yes |
WED: [yes |
THU: [yes |
FRI: |ves

SAT: |no 00: 00 00: 00

Holidays: |no Inn:nn 00-00

17:00

17:00

17:00

17:00

The service coverage schedule defines the days and hours you provide
service, according to a 24-hour clock. To define coverage from 8:00 AM
until 5:00 PM, you create a service contract type that has service coverage
starting at 08:00 and ending at 17:00 hours. To indicate no coverage, enter
a range of 00:00 to 00:00.

Call Maintenance uses service coverage in conjunction with Response
Time to schedule the call's next status date and next status time.

Coverage Limits Frame
Specify coverage limits in one of three ways:
1 Set Total = Yes to specify a total amount covered.

2 Enter a value in the Invoice Sort field to specify limits for a particular
invoice sort.
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3 Enter avalueinthe Work Codefield to specify limits for awork code
and service category combination.

You can enter avauein only one of thesethree fields at atime. Typically,
a service organi zation chooses to track costs by invoice sort or by work
code and service category, athough it is possible to combine the two
methods.

Contract Type Maintenance
User Menu Edit Queue Options Help

Conlract Type: SC-1
Prod Line: 1YRC

Description: BASIC SERVICE CONTRAI
Restocking Charge: 5_00%
Call Price List: S5M1
Credit Price List: F5-CR

Duration: 12 RMA Only: no

Response: a Comments: no
Response Time UM: H

Contract Price List: 55M1

Ship Before Retum: yes Prioity: a0

Coverage Limits
Totak |no Invoice Soit: |ITEMS Work Code: || EI"Z usn |

Svc Cat Start End Date Amount Used/Consumed %Cvy Det

Total (Y/N). If Yes, the value in the Amount column defines alimit to
charges accumulated on a contract using this service type. The
percentage of coverage and other data apply as ageneric record when
no other applicable record exists.

Invoice Sort. If you specify avaue here, the limit data appliesto this
invoice sort. A value in the Amount column indicates a total for the
service categories associated with thisinvoice sort, regardless of the
work code.

Work Code. If you specify avalue here, also specify a service
category. Use any work code except awork code with fixed price set
to Yes. The associated limit data appliesto thiswork code and service
category combination.

Curr. For contract types and warranties, the system base currency
displays. For contracts, the contract currency displays. The system
converts the amounts from base currency to contract currency.

Svc Cat. Specify a service category when you enter awork codein
the previous frame. The associated limit data applies to this work
code and service category combination.

Start and End Date. Determines the effective period for these service
limits. One or both dates can be blank, in which case the system

Fig. 5.14
Coverage Limits
Frame

IQAD



190 MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

Fig. 5.15
Limit Detail
Pop-Up
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considers the limits open ended. The system prevents you from
creating overlapping effective dates.

Amount. A value expressed in the system base currency indicating a
preset limit on coverage. You cannot update thisfield if Contract
Limitsis No in the Contract Control File.

Used/Consumed. Display-only field that is not used for contract and
warranty types. When limits are consumed on an actual contract, the
amount posted against that limit (consumed), or recorded in Call
Activity Recording (used), displaysin thisfield.

%Cv. The coverage percent determines how much of a particular
chargeis covered and how much you can invoice. If labor costs
$200 dollars and %Cv is 75%, $150 is covered and the system applies
it to any limit.

Det (Y/N). Indicates whether the Limit Detail pop-up window
displays.

Limit Detail Frame

When Det is Yes, a pop-up for limit detail appears.

Contract Type Maintenance
User Menu Edit Queue Options Help

Contract Type: SC-1 Description: BASIC SERVICE CONTRAI
Prod Line: 1YRC Restocking Charge: 5_00%
Duration: 12 Call Price List: S5M1 RMA Dnly: no
Response: a Credit Price List: F5-CR Commenl ts: no
Response Time UM: H Ship Before Retumn: pes Prioiity: a0

Contract Price List: 55M1

Coverage Limits
Fnlalz no Invoice Sorit- LABOR Work Code: Curr: USD

Svc Cat Start End Date Amount Used/Consumed %Cvy Det

50

Linit Detail — —
List Price Limit: [0 B
Charge Code: |Contract ‘

Dver Limit Charge Code: |Billable

Thefieldsin the Limit Detail frame are optional.

List Price Limit. If you specify an amount in this field and record an
item or service category with a price exceeding this amount in Call
Activity Recording, theitem isnot covered even if limits have not yet
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been consumed. Coverage always defaults to zero for such an item,
regardless of charge code.

Charge Code. Charge Code determinesthe charge code Call Activity — Tip

Recording uses when services are within the service limit. The code 'afsé’é’g a‘:g g‘éth arge
in Contract Type Maintenance normally has Contract set to Yesin code with the
Charge Code Maintenance. In Warranty Type Maintenance, it Hgfhtehge?’aﬁ?“
normally has Warranty set to Yes. Contract or

When service charges on a contract exceed the limit or 0% coverage ooty charge

is defined, the system switches the code in CAR to the over-limit Charge Code
charge code. Maintenance.

You can also specify a charge code with Covered set to Yes for the
under-limit charge code. However, limit its use to service types that
provide generic coverage, such as the call default service typein the
Call Management Control File.

Important Never specify a covered charge code on any service type that
isthe basis of acontract or warranty.

Over Limit Charge Code. Determines the charge code Call Activity
Recording uses when service costs exceed the service limit. This
charge code must have the Billable flag set to Yesin Charge Code
Maintenance.

If you do not associate an over-limit charge code with the limits, the
system uses the billable charge code in Default Charge Code
Maintenance instead. You can override the billable charge code with a
giveaway charge code in particular instancesin CAR.

IQAD
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» See Chapter 2,
“Installed Base,”
on page 21.
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Warranty Types

You have probably seen statements like “...backed by a 90-day warranty
on parts and labor” in advertisements or sales brochures. A warranty is an
agreement between you and your customer that says you will provide a
certain level of service for an item from the date of purchase through a
specified warranty period, usually measured in days.

Many customers base purchasing decisions on the terms and conditions of
a product’s warranty. In this sense, the warranty is a feature of the product
or item. Similarly, Service/Support Management treats a warranty as a
part of the item and keeps the warranty information in the installed base
record. MFG/PRO can record this warranty information in the installed
base when you ship a warranted item.

Important If you plan to use warranties, you must maintain the installed
base.

What Is a Warranty?

A warranty is a promise that the selling company takes responsibility for
the repair or replacement of an item under the stated conditions.
Warranties specify exact terms, conditions, coverage percentages, and
time limits.

The levels of coverage you define for awarranty influence Service/
Support Management functions dealing with the repair, maintenance, and
replacement of warranted items. The warranty type, which you associate
with the item in Service Item Maintenance (11.3.7), determines the
warranty conditions.

You can attach awarranty to each installed base record. In this way, many
items can have the same warranty code or type of warranty, yet have
warranties that differ (for example, different expiration dates). This
enables you to maintain different kinds of warrantiesin a central location
and tailor warranties to specific customers.

Warranties affect Call Maintenance, RMA Maintenance, and Call
Activity Recording. The warranty information is used when these
functionsrefer to an item in the installed base.
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Setting Up Warranties in the Installed Base

In MFG/PRO, you give the warranty type a code to identify it and then
defineit. You then assign the warranty to itemsin Service Item
Maintenance (11.3.7).

If you are using the interface between sales orders and service that
supports automatic updating of the installed base, the system uses the
default warranty when you add an item to the installed base. Coverage
begins on the ship date. If SO Edit ISB Defaultsis Yesin the Sales Order
Control File, you can change the warranty type before the system creates
the installed base record.

When warranty coverage information is associated with installed base
items, it is aso available to other service functions. The warranty is
specific to an installed base record.

Table 5.7 summarizes setting up warranty codes.

193

Table 5.7
Function  Action Setting Up
11.24 Set Ship to Installed Base to Yes Warranty Codes
11.3.15 Define warranty type
11.37 Attach warranty type to item and set Installed Base to Yes
11.31 Create installed base record manually

7.134 Create installed base record automatically by posting invoice
for sales order

Tailoring Warranties by Type of User

Contract types are the bases of contracts, which are unique documents for
one end user. Warranties are more general than contracts, but you can
tailor them somewhat, based on the end-user type code.

For example, your standard 90-day warranty may not specify arestocking
charge. However, for items sold to OEMs (original equipment
manufacturers), a restocking charge is required. To set up warranties for
types of end users, follow these steps.

IQAD



194 MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

1 Totailor warranties by end-user type, first set up type codesin
Generalized Codes Maintenance for field eu_type.

2 Associate the proper type code with end usersin End User Address
Maintenance.

3 Create abase warranty with ablank end-user type code.

A warranty with ablank end-user type must exist before you can
create one for a particular type of end user. Thiswarranty isa base
warranty. The base warranty can be atemplate when creating unique
versions.

4 Create a second warranty with the warranty codein step 3 for a
specific end-user type.

The warranty header fields default from the base warranty, and you
can modify them.

5 Set up limitsfor the tailored warranty.

When you create limits for the second warranty, the system prompts
you to copy base warranty limits. You can copy and start with these,
or create limits unigue to this warranty.

Now, when you add an item to the installed base for an end user with the
type on the second warranty, the system uses the tailored terms and
conditions, rather than the base ones.

Warranty Coverage Levels

You set up levels of coverage for warranties in the same way as for
contract types. You can track coverage at the high-level invoice sort level,
or using detailed work code and service category combinations. However,
you cannot define limit amounts for warranties, since the system does not
support an accumulation of amounts against alimit.

» See “Charge If you specify under- and over-limit charge codes on a warranty type,
Codes” on define the under-limit charge code in Charge Code Maintenance with
page 103.

Warranty set to Yes.

M QAD
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Deleting Warranties

The system checks a number of conditions before it lets you delete a
warranty:

 You cannot delete awarranty with ablank end-user type codeif other
warranties based on it exist. These have the same code and a hon-
blank end-user type

« You cannot delete awarranty with a blank end-user typeif itis
associated with an item in Service Item Maintenance. You can,
however, delete a warranty with a non-blank end-user type code
under the same condition.

Warranty Effects

Warranty coverage affects processing in most major service functions
including Call Maintenance, Call Activity Recording, and RMA
Maintenance.

Call Maintenance

Warranty information isimmediately available when you create a call
referencing an item in the installed base. Call Maintenance displays the

type of warranty and its duration so the service engineer and the customer
know if the warranty isin effect. If the warranty is active, it determines

the initial setting for the call’'s response time and may determine priority,
if other defaults do not.

Response time is the time within which you should take action on the call.

This action could be to assign an engineer or change the call’'s status and
gueue. The system uses the response time to calculate initial settings for
the next status date and time fields if you are not using call escalation.

Priority is a rating used by the call queue and call escalation managers to
select calls with identical Type, Problem, Severity, and Status settings.

Other settings can override the warranty’s initial call Response Time and
Priority values. Priority can default from the end user if it is defined there.
The response time can default from the initial setting in a call escalation
sequence and be updated accordingly if you are using call escalation.

IQAD
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Fig. 5.16
Warranty Type
Maintenance
(11.3.15)
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Call Activity Recording

The coverage levels for awarranty type determine the coverage for labor,
expenses, and itemsin Call Activity Recording. This, in turn, determines
the billable totals on the call invoice. If you associate under-limit and
over-limit charge codes with the warranty limits, the system uses them by
default in CAR.

RMA Maintenance

The percentage of coverage on awarranty type determines the discount
percent in RMA Maintenance, which determines the billable totals on the
RMA sales order and invoice.

Like contract types, the warranty type supplies defaults for the RMA
credit price list and restocking charge, and determines if you can process
RMA issues before receipts. You can set up the Service Management
Control File to have the system use warranty product lines.

Warranty Type Maintenance

Warranty Type Maintenance (11.3.15) isalmost identical to Contract Type
Maintenance. The fields that are different are described here: End User
Type and Duration. You cannot specify a contract price list for warranty

types.

‘Warranty Type Maintenance
You can set up User Menu Edit Queue Options Help
warranties by : i) =i
end-user type: Warranty Type: W-1 Description: [STANDARD 90 DAY WAR |
. End User Type:
SomEthlng yOU Prod Line: lm—l Restocking Charge: |0. 0o0s:
cannot do with Duration: [0 Call Price List: RMA Only: [ne |
contracts. Response: |2 Credit Price List: |F5-CR Comments: lnn—
Response Time UM: |H Ship Before Return: |yes Priority: ln_
Wa”anty — Warranty Coverage
. A SUN: no Start: 00:00 End: o0:00
duratlon 1S MON: yes 08:00 16: 00
measured TUE: yes 08:00 18: 00
in days. WED: yes 0s:00 18:00
THU: yes 0§:00 18: 00
FRI: yes 0§:00 18: 00
SAT: no 00:00 00: 00
Holidays: no 00:00 00: 00
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End User Type. An optional code to group end users according to
categories you define. You can base warranty types on the end-user
type. You might have one warranty for OEMs and another for
distributors. You cannot specify an end-user type code if aversion of
the warranty with a blank type code does not already exist.

Duration. Duration defines the default length of awarranty. In service
contract types, the duration is measured in months; in warranties, the
duration is measured in days. In the installed base, the system uses
warranty duration to calculate a warranty expiration date.

Amount. On contract types, thisfield defines avalue expressed in the
system base currency indicating alimit on coverage. You cannot
update this field in Warranty Type Maintenance.

Tip

To standardize
usage, set up end-
user type codesin
Generalized Codes
Maintenance for
field eu_type.

IQAD



198 MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

M QAD



CHAPTER 6

Automatic Pricing

You can define more than one kind of pricelistin MFG/PRO. This
chapter discusses the price lists you set up in the SSM module, which
support features unique to service. Service price lists are for contracts;
for items, labor, and expenses recorded in Call Activity Recording
(CAR); and for expense costsin CAR.

Service price lists also support fixed repair pricing and credit you offer
customers for reusable components they return during service activity.

Other MFG/PRO Pricing 200
Service PricelLists 201

Contract Price Lists 204

Repair PriceLists 206

Expense Cost Lists 211

Field Validations 212

Service Pricing Maintenance 213

Service Price List Copy 217
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» For Detailson
APM, see User
Guide Advanced
Pricing
Management.
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Other MFG/PRO Pricing

You can define two kinds of price lists using the Price List and Discount
Menu (1.10). Each price list structure appliesto different functions. For
complete information about setting up and using these pricing structures,
refer to User Guide Volume 6A: Master Files.

In addition, an optional Advanced Pricing Management (APM) moduleis
available. If you are using APM, it replaces the functions available on the
SO/SQ/RMA Issues Pricing Menu (1.10.1).

SO/SQ/RMA Issues Pricing Menu

The price lists you define from the SO/SQ/RMA |ssues Pricing Menu
(1.10.1) determine prices in sales quote and sales order maintenance
functions. These price lists take advantage of a sophisticated coding
schemathat enabl es the system to determine best prices based on
predefined rules.

In the service module, RMA issues are similar to sales orders. When you
issue an item on an RMA, the system searches for apricejust asit would
search if you sold the item on a sales order. When it finds the price, it
applies the coverage percent of the warranty, contract, or service type on
the RMA to the price.

PO/RTS/Sched/RMA Credit Pricing Menu

You define pricing structures for other functionsin MFG/PRO from the
PO/RTS/Sched/RM A Receipt Pricing Menu (1.10.2). Purchase orders and
scheduled sales orders use these pricing structures, as do two service
functions: returns to suppliers (RTS) and RMA Receipts.

An RTSisakind of purchase order. Since you are returning an item to the
supplier where you purchased it, the same purchase order pricing
agorithm determines pricing on an RTS.

The credit for areturned item does not necessarily have a direct
connection to its original sales price. The credit price also does not
require the advanced features of sales order pricing. For example, it
would not make sense for the system to look for a best credit for a
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returned item. For this reason, you define RMA credit price lists like
purchase order pricelists.

Service Price Lists

Service price lists help you to automate pricing for two service areas:
contracts and Call Activity Recording. Automated pricing streamlines
management of the financia side of service activity. You can change the
prices the system suggests. However, to prevent arbitrary changes, you
can set up password protection on pricing fields.

Implementation Issues

You can set up service price listsin several ways. One way may be more
or less suitable, depending on your business practices. Some of the issues
to consider in setting up price lists include:

« Should price lists be for individual items or based on some kind of
item grouping?

« Should prices be the same no matter what kind of work isinvolved?
 Arefixed prices and exchange prices needed?
» When should prices be effective?

Service pricelists enable you to embed the special codesrelated to service

activity in your pricing structure. You can base prices on work code,
service group, and service category.

Common Attributes of Price Lists

Service pricelists are similar to theitem price listsin the Price List and
Discount Menu (1.10). Create and maintain them in Service Pricing
Maintenance (11.17.1) or Service Price List Copy (11.17.4).

While service price lists are similar to other price lists the system uses,
there are some important differences.

» Service Attributes. Service price lists can indicate specia service
attributes: work code, service group, and service category. This
enables you to tailor them to service needs.

IQAD
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« Price List Type. When you create a service pricelist, you select a
price list type (C, R, or E). These types have special meaning in
service activities. Type C isfor contracts, type R for repairsin Call
Activity Recording (CAR), and type E for expense costsin CAR.

Each price list type is discussed individually in:
- “Contract Price Lists” on page 204
» “Repair Price Lists” on page 206
- “Expense Cost Lists” on page 211

Some aspects of pricing are common to all types and are discussed first.

Effective Dates

You can specify start and end effective dates when you set up price lists.
Effective dates enable you to set up prices ahead of time and phase them
in when appropriate.

When the system searches for a valid price list, it compares the
transaction date with the price list start and expiration dates. The price list
is valid if the transaction date falls on or between the effective dates. If the
system finds more than one valid price list, it selects the one with the
latest start date that has not expired.

If you use price lists with open-ended dates together with price lists that
use start and end dates, you can get unexpected results. The system selects
price lists with open-ended dates first. Instead of open-ended dates, set
dates beyond the range of expected business operations with a start date
of 1/1/1950 and end date of 12/31/2999.

Currency

You can base price lists on a currency. The system uses a price list only if
the currency on the contract or call is the same as the price list currency. If
it finds no price list with the correct currency, the price defaults to zero.

Define each customer with the appropriate currency. Currency on a
contract or call normally defaults from the customer associated with the
end user.

M QAD
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You can create pricelistsin different currencies using Service Price List
Copy. This program enables you to quickly create alternate price lists
from one base price list, automatically recalculating prices based on a
currency conversion factor.

Units of Measure

The system checks units of measure only for items on contractsand items ~ » See “Service

consumed during service recorded in Call Activity Recording. For the mi;igfe,, on
system to use a price list, the UM of theitemit is pricing must match the page 207 for
UM onthepricelist. Thisenablesyou to set up different prices depending information on

. L spe(:|a| service
on the unit of measure of the activity. For example, you can offer alower units of measure.
price when a case of fluid is consumed than when an individual unitis
consumed.

Amount Types

Service price lists support three of the amount types other pricing
structures use. The amount type determines the way the system cal culates
the price.

« Discount %. Discounts are percentages the system takes from the
item list price in the item master.

» Markup %. Markups are percentages the system adds to the item GL
cost at the relevant site.

« Price. A type P price list specifies a price amount.

Because of the way the system uses service price lists, not all amount

types are valid on each type of list—repair, contract, and expense cost.

How the system uses amount types is discussed in the following sections
on each kind of price list.

The amount type is not part of the unique index that defines a price list.
This means that for any combination of key fields, you can define a price
list with only one amount type.

IQAD
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Fig. 6.1

Contract Price Lists
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Contract Price Lists

Define contract price lists with Service Pricing Maintenance (11.17.1).
Specify prices for items covered on contracts and additional charge items
on thistype of pricelist.

. . = Service Pricing Maintenance [-]-]
Price I|St \\QSEMenu Edit Queue Options Help
type el =
determines Price List SSM1 Type: C  (C/R/E) Contract Pricing
itS use: Type Currency: USD -
R Work Code: Product Line:
C IS fOr Service Group: Service Category:
contracts.
Item: 10-10000 DASIS[TM) CODLING 5Y!
UM: EA UM: EA
Unit of Start: List Price: 2,900. 00
measure for v :
. Amount Type: P [D/M/P) Price
contract price
. Min Qty Price Min Oty Price Min Qty Price
list must " o0 . o o o
match item ,, "o . o . .
unit of ] 0.0 [] 0. [ [
measure. ° 0.0 o 0. o o
] 0.0 [] 0.0 ] []

Associate contract price lists with contract typesin Contract Type
Maintenance. The contract type establishes the default pricelist for
individual contracts.

You can set up contract pricing by item number or by product line. Every
item in the item master must belong to a product line. Pricing by product
lineis especially useful with contract price lists if you offer coverage at
the same rate for al productsin a product line.

Amount Type

You can use any amount type for contract pricing. When you create atype
P list, the system reads the price for aperiod of coverage directly from the
price list in Contract Maintenance. When you create atype D ligt, the
system determines the price for coverage by applying the discount percent
to the price of the item in the item master. When you create atype M list,
the system determines the price for coverage by applying the markup
percentage to the cost set for the item at the contract site.
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Prices for Additional Charges

Some service organizations have other itemsthey include with acontract ~ » See “Contract
that either add to the price or create a discount. Define these chargesin Additional

Ch ¥
Contract Additional Charges (11.5.7). When you define a charge, you pa5é92e457 ?c?r
must specify an amount type of P for percentage or F for fixed amount. details.

Set up prices for additional charge items on a contract price list. Specify
the additional charge item name in the Item field; leave the unit of
measure blank. The additional charge amount type field determines the
amount type of pricelist:

- If the additional charge is afixed amount, the price list amount type
must be P for price. The priceis afixed amount to be added to or
subtracted from the price of the contract for each period.

- |If the additional charge is a percentage, the amount type can be either
D or M. M isthe default. The system interpretsthiskind of price asa
percentage to be applied to the entire contract. The percent is negative
for adiscount price and positive for a markup.

Example Table 6.1 illustrates four kinds of additional charges.

Table 6.1

Additional PriceList Sample Additional
Chargeltem Amount Type Type Quantity Price Charges

FedEx Delivery P (percentage M (markup) 2

Refurb Items P (percentage) D (discount 2

Additional Caler F (fixed amount) P (price) +1 2

Only OneCaler  F (fixed amount) P (price) -1 2

In each example, the pricein Service Price List Maintenanceis 2.
However, the system applies 2 differently based on other factors:

» When you create a contract and specify FedEx Delivery asan
additional charge, the system adds 2% to the contract total.

» When a user agrees to accept refurbished replacement items, the
system takes a 2% discount from the contract total.

» When you create a contract and specify Additional Caller, the system
adds $2 for each period billed on the contract.

» When auser agreesto have only one person call, the system subtracts
$2 for each period billed on the contract.

IQAD
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Fig. 6.2
Repair Price List
for Items

M QAD

Repair Price Lists

Define repair price lists with Service Pricing Maintenance. Associate

MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

them with contract and warranty typesin the Call Price List field. This

price list determines the default price list for activity recorded in Call

Quote Maintenance and Call Activity Recording.

You can record three different kinds of consumption in CAR: labor,
expenses, and items. You set up price lists for labor and expenses
differently than for items.

Pricing for Repair Iltems

Figure 6.2 illustrates arepair pricelist for items.

Service Pricing Maintenance

User Menu Edit Queue Options Help

EE |[e] e[

Work code is Price List: [55M1 Type: [R | (C/R/E) Repair Pricing
. Currency: [USD
0pt|0na|.— Work Code: Product Line:
Service Group: Service Category:
Type R lists
provide priCeS Item: | 44-4000 WIRING UNIT
. . UM: [EA UM: EA
In Ca” ACtI_VIty Start: List Price: 49_o00
Recording. Expiration:
Amount Type: P [D/M/P) Piice
Min Qty Price Min Oty Price Min Qty Price

5 & © 5 Rk

20.0

0.0

0.0

L] -0
[} -0
0.0 [} 0.0
[} -0
[} -0

0.0

When items are consumed in CAR, the system searches the pricelist on

the call header for each item’s price. If a price is not found, the system
looks for the item’s list price in the item master. If the item is not in the
item master, the price defaults to zero. The key factors in the price list

search are the item or item group and the work code.

Items or Item Groups

You can set up price lists for individual item numbers or for a group of

items. The product line and service group provide alternate ways of

grouping items.
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Product Line. Every item in the item master must belong to aproduct line.
The system uses the product line of the item being consumed in the price
list search.

Service Group. Associate items with a service group in Service Item
Maintenance (11.3.7). Service groups provide away for you to group
items according to criteriayou define. If you use service groups as an
important item grouping category, you can base price lists on them. The
system uses the service group of the item being consumed in the price list
search.

Work Code

An item can have different prices, depending on the kind of work being
done. For example, an item’s price may vary depending on whether it is
used during an installation, a repair, or a preventive maintenance visit.

The work code provides an additional layer of differentiation above the
item selection. In addition to a work code, you must still specify an item
number or some kind of item grouping—service group or product line.

Service Units of Measure

In service activities, two units of measure you define in the Call
Recording/Invoicing frame of the Call Management Control File have a
special significance.

 The system uses the Exchange UM in Call Activity Recording to
determine the credit given for an exchanged item. When the return
status you specify indicates an exchange and the item being returned
has no coverage, the system searches for an exchange price with the
exchange unit of measure on the repair price list associated with the
call. This price displays as the default exchange price for the item.

« Fixed Price UM defines the price for afixed price repair. You specify
fixed prices for the item being repaired, not the parts used in the
repair process.

IQAD
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Table 6.2
Search Order for
Repair Item Prices
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Amount Type

You can use any amount type with repair price lists for items. When you
create atype Plist, CAR reads the item price directly from the price list.
When you create atype D list, CAR determines the price for the item by
applying a discount percent to the price of the item in the item master.
When you create atype M list, CAR determines the price for the item by
applying a markup to the cost set for the issuing site.

Search Order

During processing, the system looks for pricesin the sequencelisted in
Table 6.2.

Search Work Service | Product Service Item
Order Code Group Line Category | Number

1 v v
2 v
3 v v
4 v
5 v v
6 v

Included in the price list search are currency, unit of measure, and
effective days.

Labor/Expense Pricing for CAR

Price lists for labor and expenses consumed in CAR are based on service
category. You can define as many service categories as you need, each
representing a particular kind of labor or expense charge.

For example, if you are tracking travel expensesin CAR you might set up
three service categoriesfor ranges of hotel room expenses: room1, roomz2,
and room3. Then you set up prices for each service category using
Service Pricing Maintenance.
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Figure 6.3 illustrates arepair price list for alabor service category.

Type R lists = Service Pricing Maintenance n g
provide prices User Menu Edit Queue Options Help
in Call Activity "_
. Price List: [SSM1 Type: [R  [C/R/E) Repair Pricing
Recordlng' Currency: |USD
JE— Work Code: Product Line:
Work COde' Service Group: Service Category: |Labr-0T
service group,
and product Ttem:
H UM- UM:
||n_e are Stark: List Prige:
0pt|0na|. Expiration:
Amount Type: P [D/M/P) Price
Labor is pl’iced Min Qty Price Min Oty Price Mip Qty Price
by SerVICe [ 200.0 L 0.0 o 0.0
t 0 0.0 L 0.0 o 0.0
category. 0 0.0 0 0.0 o 0.0
0 0.0 L 0.0 o 0.0
0 0.0 L 0.0 o 0.0

The system can consider other factorsin the search for labor and expense
prices. work code, service group, and product line. For example, the price
for installation labor may be different than for repair labor. If you include
service group and product line when you set up prices, they refer to the
service group and product line of theitem being repaired. Thisisdifferent
than for item price lists, where service group and product line refer to the
item being consumed.

If the system finds no price for the labor or expense on the list, it defaults
to zero.
Unit of Measure

Set up labor and expense prices with a blank unit of measure.

Price Lists for Less than One Unit

For the system to calculate prices for partial units, set up a price for a
minimum quantity of 0. The system uses this price if, for example, you
record a half hour of labor. Thisis especially important for labor and
expense price lists, since they are more likely to be used for partial units.

Fig. 6.3

Repair Price List
for Service
Category

IQAD



210 MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

Table 6.3

Search Order for
Labor and Expense
Prices
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Amount Type

Pricesfor labor and expenses cannot use a discount amount type, because,
unlike items, thereis no list price to discount. Costs, on the other hand,
are available for both labor and expenses. The system derives labor costs
from the work center associated with a standard operation, arouting step,
or the Service Work Center in the Call Management Control File. If you
define expense costs on an expense cost list, you can use both amount
type M and P with labor and expenses.

When you create atype Plist, CAR readsthe price of the labor or expense
from the price list. When you create atype M list, CAR determinesthe
price for the labor by adding a price from the price list to the standard
labor cost associated with the service work center. Similarly, the system
determinesthe price for an expense by adding the pricelist priceto thelist
price defined on an expense cost list. In either case, if the system does not
find a cost, the priceis zero.

Search Order

During processing, the system looks for pricesin the sequence listed in
Table 6.3.

Search Work Service Product Service Item
Order Code Group Line Category Number

1 v v v

2 v 4 v

3 v v

4 v v

5 v v

6 v

Included in the price list search are the call currency and effective days.
Set up labor and expense prices with a blank unit of measure.
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Expense Cost Lists

You also define expense cost lists with Service Pricing Maintenance.

Type E lists = Service Pricing Maintenance [-]<]
define standard UserMenu Edit Queue Options Help
5, B
expense costs ‘ B .
Price List: |SSM1 Type: l\E- [C/R/E) Expense Costs

n CAR Currency: (USD

Work Code: Product Line:
Work code, — Service Group: Service Category: |Lunch

service group, -
Ttem:
and product i il
line are Start: List Price:
optionaL Expiration:
Amount Type: P [D/M/P) Price
SpeC|fy an Min Qty Price Min Oty Frice Min Qty Price
expense 1 5 0 [ o 0
service 0 0 L 0 0 0
category. 0 0.0 [ 0.0 [ 0.0
gory 0 .0 ] ] ] ]
0 .0 ] ] ] ]

The cost list determines the standard cost for expenses recorded in Call
Quote Maintenance and Call Activity Recording. The cost list must have
the same price list code as the corresponding repair price list specified on
the service type. If the system finds no cost, the standard cost for the
expense defaults to zero.

Note Cost lists apply only to expenses. The system derives the cost of
labor from the work center specified for standard operations and routing
steps or the default service work center in the Call Management Control
File. It determines the cost of items from costs you specify in the item
master or costs per site.

Set up cost listsjust like expense price lists, using the service category as
a base and optionally including work code, service group, and product
line. The system uses the same search algorithm, with the call currency
and a blank unit of measure. The only amount type you can use with
expense cost listsis P for price.

Fig. 6.4
Cost List for
Expenses
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» SeeTable 6.1
and Table 6.2 for
valid field
combinations.
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Field Validations

Because you can create three different types of price lists with Service
Pricing Maintenance, the field validations can be complex. The system
displays a message if you do not follow these guiddlines.

» Setupapricelist of any type by entering at least one of the following:
work code, service group, product line, service category, item.

« Useawork code in combination with other codes. For labor and
expenses, the work code qualifies the service category. For items, the
work code qualifies service group, product line, or item.

 Use service category or item number, but not both. For labor and
expenses, the service category isthe equivalent of an item number.

» Use service group, product line, or item number alone, not in
combination. Base repair price lists for parts on service group with or
without work code, on product line with or without work code, or on
item with or without work code.

« Leave the unit of measure blank when you specify an additional
charge item on a contract pricelist. Thisis also true for repair price
lists for labor and expenses and expense cost lists. If you enter a unit
of measure, the system clearsit and displays a message.

Match the unit of measure to the unit of measure of theitem in the
item master when you specify an item on a contract pricelist. The
system adjustsit if you enter any other unit of measure.

« For repair price lists for items, match the UM to the item’s UM in the
item master, or the fixed or exchange unit of measure in the Call

Management Control File. If you specify any other unit of measure or

leave the field blank, a message displays.

» Base contract price lists on product line or item number; the work
code, service group, and service category fields do not apply and
must be blank.

- Base type R labor and expense price lists on a service category. The
system checks that the service category specified has one of the labor
or expense flags set to Yes; otherwise, a message displays.

« Specify Amount Type P or M for labor and expense repair price lists.
You cannot use discount prices.
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- Basetype E expense cost lists on a service category. You cannot leave
this field blank and you must specify a service category with one of
the expense flags set to Yes; otherwise, a message displays.

- Specify additional charge items only on a contract price list.

« Specify Amount Type P for expense costs, since thereis no base for a
discount or markup.

« Specify Amount Type P for afixed amount additional charge.
» Specify Amount Type M or D for percentage additional charge.

» Specify aminimum quantity of one or lessfor a percentage additional
charge. A percentage additional charge appliesto an entire service
contract. Therefore, you cannot set up multiple pricesfor it.

Service Pricing Maintenance

Figure 6.5 illustrates Service Pricing Maintenance (11.17.1). Remember
when setting up price lists that you cannot use all fields for each type of
price list, and not all combinations of fields are valid. Table 6.1 and
Table 6.2 summarize valid combinations.

Service Pricing Maintenance Fig. 6.5
User Menu  Edit  Queue Options Help Service Pricing
Maintenance
Price List: SSM1 Type: € [C/R/E) Contract Pricing (11.17.1)
Cumency: USD
‘Work Code: Product Line:
Service Group: Service Category:
Item: 10-10000 DASIS[TM) COOLING 5Y!
UM: EA UM: EA
Start: List Price: 2,900.00
Expiration:
Amount Type: P [D/M/P] Price
Min Oty Price Min Qty Price Min Qty Price
1 100).0 [ 0. 0 0.0
] 0.0 ] 0. ] 0.0
] 0.0 ] 0.0 ] 0.0
] 0.0 ] 0. ] 0.0
] 0.0 ] 0. ] 0.0

Price List. Price list codes identify a pricing structure that defines
specific prices at different quantity levels. State prices in terms of the
company base currency or any other valid currency defined in
Currency Maintenance (26.1). These tables determine the prices the
system suggestsfor items and additional items on contracts; for items,

IQAD
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labor, and expenses consumed in Call Activity Recording; and for
expense costs in CAR, depending on the price list type.

Type. Select apricelist type. Choices are:
- C for contracts
» Rfor repairs
- E for expense costs

Currency. Enter the currency of the prices on this pricelist. The
system uses this price list only if the currency of the service
transaction isthe same asthe pricelist currency. If you do not set up a
pricelist in the currency of the service transaction, item prices
defaults from the Item Master list price or are blank and you must
specify them.

Work Code. Work codes designate what type of work is performed
during service activity. Set up prices based on the kind of work being
done. For example, preventive maintenance labor may cost less than
repair labor or installation labor. Work Code does not apply to type C
lists.

Service Group. If you assign each item you set up with Service Item
Maintenance to aservice group that represents your grouping scheme,
you can base repair and cost prices on the group. For items consumed
in CAR, thisisthe service group of the item consumed. For labor and
expenses, thisisthe service group of the item being repaired.

Product Line. Each item in the item master must belong to a product
line. Base contract, repair, and cost prices on product line. For
contracts, thisisthe product line of the item being supported. For
items consumed in CAR, thisisthe product line of the item
consumed. For labor and expenses, thisisthe product line of theitem
being repaired.

Service Category. Set up repair price lists for labor and expenses and
expense cost lists by service category. If you specify a service
category, you can also specify a product line, service group, or work
code; item number must be blank. Service category must by for
expenses or labor.

Item. A warning displaysif the item is not avalid item number in the
item master or an additional charge item defined with Additional
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Charge Maintenance. However, you can define prices for itemsyou
do not manufacture. You can specify item numbers only on a contract
or repair price list, and then only if service group, product line, and
service category are blank. Specify additional charges only on a
contract pricelist.

UM. Indicates the unit of measure associated with this price list
structure. For service price lists, thisis normally blank. For an
inventory item, unit of measure can be blank; If you specify avalue
here, it must be the item’s unit of measure as defined in the item
master or one of the special service units of measure. Leave UM
blank for the other price list structures and for contract additional
charge items.

- If thepricelistisfor itemsconsumedin CAR, you can specify the
exchange unit of measure, defined in the Call Management
Control File, for credit amounts for items returned.

« You can use the fixed price unit of measure defined in the Call
Management Control File to specify an amount for afixed price
repair. In this case, the item number refersto the item being
repaired, not an item being consumed.

UM and List Price. If you specify an item defined in the item master,
the primary description, unit of measure, and list price in Item Master
Maintenance display for reference.

Start and Expiration. Enter values to determine the effective dates for
this pricelist. If blank, the pricelist is always effective. When
determining which price list to use, the system compares the
transaction date with the price list start and expiration dates. If the
transaction date falls on or between these dates, the system selectsthe
price list with the latest start date that has not expired.

Important The system finds aprice list with a blank effective date first,
so make sure you use effective dates consistently.

Amount Type. The default is P unless thisis a percentage additional
charge item, in which case it defaultsto M. Possible values are:

- D (Discount %). Discounts are percentages the system takes from
the item list price defined in the item master. Use the type D
amount type for contract prices and percentage additional
charges, and for repair pricesfor items.

215
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« M (Markup %). Markups are percentages the system adds to the
item GL cost at the relevant site. Use the type M amount type for
contract prices and percentage additional charges; for repair
prices for items, labor, and expenses.

« P (Price). A type P price list specifies a price amount. Use the
type P amount type for contract prices and fixed additional
charges; for repair prices for items, labor, and expenses; and for
expense cost lists.

Min Qty. The minimum order quantity required for this price
structure to apply. Quantity sets different prices at different order
guantities. For example, you may offer alower price when more than
5 items are consumed in CAR or more than 10 hours of labor are
used. The system allows up to 15 different quantity levels. Enter
quantity levelsin ascending sequence.

If you want the system to calculate prices for partial units, set up a
price for aminimum quantity of 0. The system uses this price if, for
example, it records a half hour of labor.

For an additional charge item of type P for percentage, Min Qty must
be 0 or 1 and you can specify only one quantity and price
combination.

Price, Discount %, Markup %. The price the system uses when
calculating prices for this quantity level. The label of thisfield
changes depending on Amount Type. Price represents an amount if
the amount type is P; it represents a discount percent if Amount Type
isD, and amarkup percent if Amount Typeis M.
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Service Price List Copy

Service Price List Copy (11.17.4), illustrated in Figure 6.6, is similar to
Price List Copy (1.10.2.5), with additional selection criteriafor service
attributes. Useiit to quickly create alternate price lists from one base price
list, automatically recalculating prices based on currency exchange rates.
You can also adjust existing price lists by increasing or decreasing prices
with an adjustment percent.

" Servee Pre Lt opy e | Fig. 6.6
UserMenu Edt Queue Options Help %’Vlce Pnce L|st
6| Copy (11.17.4)
Source Price List: S5M1 Target Price List: SSM1
Source Currency: USD Target Currency: CAD UM:
Work Code: To:

Item: To:

Start: 09729798 Expiration:

Adjustment 2: i Cur Conv Factor: |1.55

Clear Target List: [no
Create Target List: Iyes

Round to Two Decimal Places [x.xx]) : Update:

Round to Nearest Whole Humber [x.00] : Print Audit Trail:
Round to Nearest Ten (x0.00) -
Round to Nearest One Hundred (x00.00) -
Round to Nearest One Thousand [x000.00] :

Output:
Batch 1D:

Source Price List. Enter a service pricelist code for the system to use
as the source of the dataiit copies to the target price list.

Source Currency. Enter the currency of the prices being copied. The
system copies pricing information and currency rate from the source
price list to the target price list for the range of work codes and item
numbers you specify.

Target Price List. Enter the code for the system to use asthe
destination of the information being copied. The target and source
price list can be the same. In this case, the system adds an ending
effective date to the source list and a starting effective date to the
target list. If the target list is not the same as the source and does not
exist, you can createit. If it does exist, you can clear it or add to it.

Target Currency. Enter the currency for the system to use on the target

prices. The source and target currency can be the same—Ileave blank
for the system to default the source currency. If you are copying from
one currency to another, the system calculates and displays a default
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Currency Conv Factor using the exchange rate effective on the price
list start date. The system adjusts prices on the target list using the
conversion factor you specify.

UM. Unit of measure for the target prices. The system copies only
pricesin this unit of measure from the source price list. Leave blank
to copy prices regardless of the unit of measure.

Work Code and To. Enter arange of work codes for the system to use
as selection criteriain choosing prices to copy.

Item and To. Enter arange of item numbers for the system to use as
selection criteriain choosing prices to copy.

Start. Start date defaults to today’s date and defines the start date for
the new pricing structure created by the copy. The system applies this
field differently in different situations:

- If the source and target codes and currency are the same and the
date you enter matches the start date currently on the source price
list, the system does not create a new price list. Instead, it
modifies the existing price list according to any adjustment
percentage you enter.

« In other cases when the source and target codes and currency are
the same, the system uses the Start Date value as the start
effective date on the target list and adds an ending effective date
on the source list—the day before the target’s start date.

- If the source and target codes are different, the system uses the
start date on the target and the source list is not affected.

Expiration. If you specify avalue here, the system uses the expiration
date as the end effective date for the target pricelist.

Adjustment %. Defaults to 100.00%. The system multiplies specific
prices (amount type P) by the adjustment percent, then rounds to the
specified number of decimal places. It also multiplies discount and
markup percentages (amount types D and M) by the adjustment
percent. If the percentage is greater than 100%, amounts are
increased. If the percentage isless than 100%, amounts are decreased.

Cur Conv Factor. Enter a conversion factor to use when the source
and target pricelist currencies are not the same. The system calculates
and displays adefault Currency Conv Factor using the exchange rate

M QAD
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in effect on the price list start date. If effective exchange rates are not
found, Cur Conv Factor defaultsto 1. You can modify the conversion
factor, if needed. However, the value cannot be 0.

Clear Target List. Defaultsto No. Determines if the system clearsthe
target pricelist before copying in the new prices. If No, the system
adds the prices to the existing target pricelist. If Yes, it clears the
target pricelist first and then copies the new prices.

Create Target List. Defaults to Yes and indicates that the target price
list should be created if it does not exist. If Yes, the system creates a
listif one does not exist; if No, it doesnot. If Create Target ListisYes
and the list exists, Clear Target List determinesif the system clears
the list before the copy, or if it adds an end effective date to the old
prices.

Round to Two Decimal Places, Round to Nearest Whole Number,
Round to Nearest Ten, Round to Nearest One Hundred, Round to
Nearest One Thousand (x000.00) (Y/N). Set only one of theseto Yes,
indicating the rounding method for the system to use when creating
the new price list structure.

Update. Defaults to No. Determinesiif the system updates the target
price list based on the values specified. No is usually specified to
create areport of potential changes before they are made. Run Service
Price List Copy first using the report-only option by setting Update to
No and Print Audit Trail to Yes. Thislets you review changes before
actually creating or updating the target price.

Print Audit Trail. The default is Yes. Indicatesif the system should
print an audit report. If Yes, the system prints areport showing the
effect of applying the updates to the target pricelist. If No, the system
does not print areport.

IQAD
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CHAPTER 7

Taxes In SSM

You set up tax structures for each database and the system applies them
to all taxable transactions. However, the service functions have some
unique tax features, especially Call Activity Recording and Call Invoice
Recording. This chapter provides an overview of how taxes are applied
to service functions, then highlights specia service features.

Important This chapter does not detail tax setup. Review User Guide
\Volume 6: Master Files for details on how to set up and manage atax
environment.

Introduction 222
End-User Tax Detail 222
Taxes for Call Activity 223

Generating and Reviewing Call Invoices 228
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Introduction

You select the tax system for a database in the System/Account Control
File (36.1) and use the functionsin the Addresses/Taxes modul e to set up
tax rates and other necessary tax controls. Tax setup depends on the tax
system you use. Global Tax Management (GTM) requires more extensive
setup.

Different tax methods use tax rates, tax classes, and exemption codes
somewhat differently. For U.S. taxes, tax codes specify reasons for tax
exemption and are for nontaxabl e transactions. For VAT and Canadian
taxes, tax codes are for taxable and nontaxabl e transactions, specifying
VAT classes and GST classes, respectively. For GTM, tax codes help
determine the tax environment, which consists of applicable tax types.

In MFG/PRO, customers, suppliers, product lines, and items have flags
that determine whether they normally are taxable. In SSM, you set up tax
defaults for end users (GTM only) and for service categories. Service
categories play the samerole for expenses and labor that item master
itemsdo for items.

SSM uses the taxable status and tax codes to determine defaults for
RMAs, RTSs, service contracts, and call invoices. The system calculates
taxes for RMASs and service contracts like it does for sales orders. It
calculates taxes for RTSslike purchase orders. This chapter concentrates
ontaxesin Call Activity Recording (CAR) and Call Invoice Recording
(CIR), which are unlike any other ordersin MFG/PRO.

End-User Tax Detall

Standard MFG/PRO functions derive tax-related data from the customer
address. For most service functions, the customer record associated with
the end user determines the taxable status of the order. The exception to

thisis global tax management.

With GTM, you can define additional tax datafor an end user in End User
Address Maintenance. The system uses this data to determine the taxable
status of the end user for service activities.

Figure 7.1 illustrates the pop-up in End User Address Maintenance that
displays when you are using GTM.
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[ End User Addess Mamenance e e S ]
UserMenu Edit Queue DOptions Help End-U%r
g% (e(®lr|  TaxDetl
— Customer Address
— Address Tax Data —
Customer: 1001000
Mame: Reliable Centr. faiabedino
Address: Attention: Acc ::'ax ilune: gi:
Pop-up for Address: 300000020 Co h:"uK:;: R
City: Los Angeles o
GTM tax data Country: United States Uets (e | L3 le: USA
in End User Tax ID - Federal:
[ End User Tax ID - State:
Address End User: 00000029 Tax ID - Misc 1:
Maintenance Name: Reliable Centr. Tax ID - Misc 2:
Address: Attention: Acc Tax ID - Misc 3:
Address: 109005 Westw In City: |no
Address:
City: Westwood Clty State: CA Post: 931004 Format: 1
Country: United States of America USA County:
Attention: John Cramer [2]: Susan Dodge
Telephone: 805-566-5274 Ext: 123 [2]: B805-566-5374 Ext: 133
Fax/Telex: 805-221-3882 [2]: 805-223-3884 Language: us

A similar pop-up displaysin Customer Maintenance when you are using
GTM.

Taxes for Call Activity

Generate and review invoices for activity related to acall in Call Invoice
Recording. You use standard sales order functions to print and post call
invoices. In many ways they resemble standard sales order invoices.

However, call billing introduces another level of detail into the tax
scenario. Thecall lineitem isthe equivalent of asalesorder lineitem. The
call line can have beneath it any number of other records related to labor,
expense, and item usage. On ataxable call, the tax status of each of these
detail records can vary, adding alayer of complexity to the recording
process.

Note If acal lineisnot taxable, the system ignores the tax setting for
items, expenses, and labor and does not calcul ate tax. It considers lower-
level settingsonly if acal lineistaxable.

Where Are Taxes Edited?

Usually the individual who takes a call has more interest in recording the
call problem and initiating an appropriate response than in tax details for
the eventual billing. For this reason, tax data is not recorded in Call
Maintenance.

IQAD
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Typically, tax detail is only minimally important during the recording of
service activity. In Call Activity Recording, you can specify tax
information at the call header and call line level. You can access tax data
for detailed activity records only in Call Invoice Recording. When you
create the call invoice, the system applies the information for the call line
to the detail recordsin conjunction with defaults you set up for items and
service categories. You modify tax defaultsin Call Invoice Recording.

In summary, the three programs that manage calls enable you to
progressively edit and review tax data:

« In Call Maintenance, you gather information the system uses later to
determine the taxable status of the call.

« In Call Activity Recording, you review and modify tax datarelated to
the call and call line.

« In Call Invoice Recording, you review and modify the tax datarelated
tothecall, call line, and call line usage records. You can also review
and modify tax amountsin the trailer.

Tax Defaults for Labor and Expenses

You can set up defaults to streamline the calculation of taxesin various
service activities. If you carefully plan the defaults for consistency, users
should not need to do much editing. The system simply calculatestaxes as
part of the billing process.

Only items defined with Item Maser Maintenance (1.4.1) can be
consumed in the service of acall. Assign ataxable status and tax code to
these items.

Use Service Category Maintenance (11.21.9) to associate tax status and
tax codes with labor and expense service categories. Since the labor and
expense service category isthe equivalent of anitem, this provides
functionality similar to Item Master Maintenance. The system uses the
taxable status and tax class associated with the service category asthe
default for labor and expense usage records for taxable call linesin Call
Invoice Recording.



Service
category must
have a labor or
expense flag
setto Yes.

You can define
taxable status
and tax class.

User Menu Edit Queue Options Help

= Service Category Maintenance
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Service Category:

Description:
Invoice Soit:

Items:
Consumable Items:

Exchanged Items:

Labor:

Tiavel Labor:

Expense:
Travel Expenses:

Labr-OT

Overtime Labor
Labor

yes

no

e [[ic]

B

Tax Class:

Taxable: [yes

GTH

Taxes for Fixed Price Services

The system handles taxes for service activity provided at afixed price

differently than taxes for other kinds of calls. Normally, the system
calculates taxes for each detailed labor, expense, and item usage record.

For fixed price service, it calculates tax amounts by applying the tax rate
to the single fixed price. For thiskind of service activity, the system does

not consider tax data elements associated with detailed usage records.
Taxes are calculated on the tax attributes of the call line.

Determining GTM Tax Defaults

When you are using GTM, additional tax data € ements become important

in caculating taxes. Unlike the other tax systems—U.S., Canadian, and

Fig. 7.2

Service Category
Maintenance
(11.21.9)

VAT—GTM uses five data elements in determining taxes: tax status, tax

class, tax environment, tax included, and tax usage.
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Fig. 7.3
GTM Tax Datain
CAR Header
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Call Header Defaults

When acall istaxable, the Call Activity Recording header displays a pop-
up where you review and modify the five GTM data elements. These
elements default from the end user on the call.

Call Activity Recording
User Menu  Edit Queue Options Help
=
Call Id: CA156 Bill- To: 1001000 End User: 10010009 |
— Bill-To End User
Reliable Central Purchasing Reliable Central Purchasing
Attention: Accounts Payable Attention: Accounts Payable
300000020 Century Blvd 300000020 Century Blvd
Los Angeles cA Tax Usage: [BEGED  [F] |2 29000
Pop-up for United States of America Ta Environment: |USA-CAUDT/CAD | '
GTM tax data AT Tax Class: [GTH 15D Language:
in CAR header Priority: 30 jlgable] ves es GTM 07716796
Contiact: Tax In: [no 210-30
Price List: 55M1 WUeUE: Lustomer swe: 10000
PO: Expire:
Caller: Mark Schnell Reference:
Phone: 213-920-0334 Comments: no Detail: no
Description: PM call generated for a contract PM schedule

The From and To zone values associated with a call and the tax class of

the To address determine the tax environment for the call header. For al

call activity, the geographical location of the end user—county, city, and
country—determine the To zone value. The tax class is the class
associated with the end user in End User Address Maintenance. The From
zone is the site associated with the call header.

Note When you are using GTM, define a site in Company Address
Maintenance to make the required geographic values available. If you do
not define the site on the call header as an address, the system uses the
information for the ~TAXES record in Company Address Maintenance to
determine the From zone. The same logic is used in other order functions
like sales orders and purchase orders.

Call Line Defaults

Most of the information at the call header defaults to the call line. Another
GTM pop-up displays in Call Activity Recording at the call line level,
enabling you to review and modify call line item tax elements.
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Call Activity Recording Fig. 7.4
User Menu  Edit Queue Options Help GTM Tax Datafor
CAR Line Item
Call Id: CA156 Bill-To: 1001000 End User: 10010009 |
Item Selection
Line Senal Item WK Code Svc Type Report
1 A7749/A3 10-10000 PH STANDARD 142
r Iten Detail Tan Usage: [EREE
(o B Tax Environment: [USA-CAOD1/CAp | | Coverage: no
Pop-up for Site: 10000 Tax Class: ,W Taxable: yes GTM
Location: SPARES Taxable: ,— Comments: no
GTM tax data 3 uabler e
Status: | Invoicea Taxln:[ne wit Codes: no
BOM code: PM10-10000 pdate I5B: yes
Routing: PM10-10000

If you change the site associated with the call line from the call header
site, the system recal cul ates the default tax environment.

Note You cannot modify the information in this pop-up if an invoice for
the call exists. Once a pending invoice exists for the line, you can edit tax
detailsonly in CIR.

If thisisafixed price service activity, the call line elements determine the
final tax calculation. No usage details are considered.

Call Usage Detail Defaults

The user does not enter any tax information for call usage recordsin
CAR. However, the system sets up default values you can edit in CIR.
When you are using GTM, the system applies the tax usage and tax
included attributes of the call line by default to the usage detail records for
that line.

Here again the system bases the tax environment on the To zone value—

always the end user’s zone—and the From zone value. The site associated
with the detail usage record determines the From zone. This is the site
where items are located or associated with labor and expense
consumption. This site defaults from the call line, but can be changed in
CAR for individual usage records.

The taxable status and tax class for the usage records default for items
from the values in Item Master Maintenance or from Service Category
Maintenance for labor and expense service categories.

Important If the call line is not taxable, the system ignores these lower-
level details.

IQAD
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Generating and Reviewing Call Invoices

Create call invoices directly from Call Activity Recording if Invoice from
Recording is Yesin the Call Management Control File, or generate them
from Call Invoice Recording.

When you create a call invoice, the system creates billing detail records
for each labor, expense, and item usage record associated with the call. It
creates distinct billing records for items issued, items returned, and items
exchanged, since each may be taxed differently.

Note The system also creates hilling details for fixed price service;
however, they do not include any price information.

In CIR, you can review and change GTM tax details at the header, line,
and usage detail levels aslong asthe call lineistaxable. If the cdl lineis
not taxable, you cannot modify tax data elements at the detail level.

This labor Call Invoice Recording
service User Menu Edit Queue Options Help
category is
taxable and Call selection
GTM | ’7 Call Id: CA156 Bill-To: 1001000 End User: 10010009 |
values
default fi Item Selection
erau rom Ln Item Fix Qty Repaired Met Price Invoice Cost
the call line.
\1{-“][!["] 1 Tax Usage: W 210
Labvrw Tax Environment: [USA-CADDI/CAD ||
. Invoice Sorit: LABOR Tax Class: |GTM ‘
For a fixed Taxable: [yes
- |yes
price service, [~ Labor/Ezpense Deta Tax In: [no
TaXabIe Service Category: RRANT*
Total Cost: 50
defaults from
the call line List Price: 75 Qty ARequired: 1.0
and cannot be Covered Amount: 75
mOd lfled’ tax Description: Perform Routine PM
class is blank. — Taxable: yes GTM Comments: no

If the call line is taxable, the tax status and class on the detail records
default either from Service Category Maintenance or from Item Master
Maintenance. You can modify this.

Important 1f you make additional changesin CAR for acal line, the
system del etes and regenerates the billing records associated with the line.
This meansthat if you have overridden the default tax status or class of a
detail record, you must make the change againin CIR.
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Review and edit tax recordsin the Call Invoice Recording trailer, just like
in asalesorder trailer. If Update Tax Allowed is No for the tax rate in
effect, you cannot edit tax amounts.

Yes in this field
causes
another frame
to display call
billing detail
records.

Call Invoice Recording
User Menu Edit Queue Options Help

Fig. 7.6
Traller Framein
CIR

Gall Selection

"

Call Id: CA156 Bill-To: 1001000  End User: 10010009
Mon-Taxable: 0 Currency: USD Line Total: 6
Tazxable: 6% 0_00% Discount: 0
Tax Date: 07/16/96 Taxable Service 1 0
Tanable Freight n o
Taxable Special 31 - o
Total Tax: 3
Yiew/Edit Taz Detail: yes Total: 15
Cr Inilials: ’E Print Sales Oider: [yes AR Account: [1200
Credit Card: Print Pack List: [yes | Prepaid: |0
Action Status: | Print Inv Hist [yes | FOB Point: [ESCONDIDO
Revision: |0 EDI Inv Hist: [no | Ship Via:
EDI PO Ack: ’n;_ Partial OK: |yes BOL:

If View/Edit Tax Detailsis Yes, another frame displays call billing details.

Fig. 7.7
Trailer Framein
CIR

= Call Invoice Recording
ThiS fleld User Menu Edit Queue Options Help
i |nd|ca.tes Gall Selection
which call line F Call Id: CA156 Bill-To: 1001000  End User: 10010009
IS bemg . Tax Detail Record
reviewed.—— Line: Relaled Doc: T At [
|/~ Trailer: |03 Tax Included: no Non-Taxable Base: L]
Tax By: Line Tax Env: USA-CADODN/CAD Taxable Base:
. Edited: no Tax Type: CA-S5LS Tax Amt:
. The _Traller Tax Date: 07/16/9¢ Tax Class: gtm Recoverable Tax:
fleld dlsplays Tax Rate: 7.25% Tax Usage: 6-5-RSL Non-Recover Tax: a1
the unique Tax Code: 10000002  Califomia State Tax Absorb/Retain: 0
number of the — Total Tax Amounts
call billing Ch-sls: ¢ 0
detail record ¢ ¢
you are . .
VieWing' Total Taxes: 6

In a standard sales order, the Trailer field has a value only when you are
viewing or editing trailer codes. Trailer codes are associated with line
99999. In Call Invoice Recording, the Trailer field also displays the index
number of the billing detail record associated with the call line being

reviewed.

IQAD
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Example You record three lines of labor and four items used for a call
line. The system creates seven billing detail records numbered 01 through
07. You can review the tax amount for each separately.

The system creates tax detail records for items first, then details for labor
and expenses sorted by invoice sort.

If you modify taxes, the system prompts you to recal culate taxes
whenever the invoice is regenerated or whenever you access the trailer
framein CIR. If you have changed the call linein CAR, you normally
respond Yes to this prompt so the system taxes any new transactions
correctly. Recalculating the taxes, however, eliminates any modifications
you have made.

Printing Call Invoices

If Print Tax Detail on Reportsis Yesin the GTM Control File (2.13.24),
tax detail isincluded by the invoice print function. This setting affects call
invoices in the same way it affects sales order invoices.



CHAPTER 8

Service Contracts

This chapter covers creating and managing service contracts and quotes
in MFG/PRO. The contract billing is discussed in Chapter 9 and
preventive maintenance scheduling is discussed in Chapter 10.
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Contract Life Cycle

Service contracts, like warranties, define the contractual agreements for
service with customers. The service contract specifies:

* |tems covered

 Levelsand limits of coverage
- Total coverage

Pricing of service

Duration of contract in months

Chapter 5 discussed service contract types and how to use them as
templates for actual service contracts. The contract type associated with a
contract determines many of its service attributes, including price lists,
coverage hours, and response time.

Some attributes of the contract type provide default values when you
define a specific contract; they can be modified. The system uses others
directly to determine coverage in Call Maintenance and RMA
Maintenance.

From this viewpoint, a service contract is a unique document that ties
together:

 Coverage information from the service type

 Customer or end-user record

« ltemsto be supported
The service contract manages billing issues regarding the repair,
replacement, and support of an item. These issues arise in:

» Call and Call Quote Maintenance, where problems are registered with
the support department.

- Call Activity Recording, where service activity in responseto a call
is recorded, including labor, expenses, and items consumed.

« Preventive Maintenance (PM), an optional routine in Contract
Maintenance that schedules service calls in advance for items under
contract.

» Return Material Authorization (RMA) Maintenance, where you
receive items from an end user and issue replacement items.



SERVICE CONTRACTS 233

Figure 8.1 outlines the life cycle of acontract.

Fig. 8.1
l Contract Life Cycle

Define contract types. Print contracts.

Define contract additional Generate invoices for
charges. contracts.

Optionally create contract Renew contracts one at a time
quote and release to contract. or as a group.

L Delete/archive obsolete
Create and maintain contracts.
contracts.

To use contracts, first set up contract types and, if needed, additional
charges. Many organizations go through a preview process before a
contract becomes effective. To do this, create contract quotes, print them,
and send them to the customer. Once the quote is accepted, you can
release it to a contract.

You can also create contracts directly in Contract Maintenance, or copy
them from existing contracts.

Once acontract exists, it remainsin effect until the specified end date.
Renew contracts that have been fully invoiced to extend their coverage.
Do this one at atime, or use the auto-renew feature to renew expired

contracts as a group.

You can archive and delete fully billed, expired contracts from the system. » See Chapter 9,
The system checks to make sure no active calls reference a contract Bsi"ei;‘gc,,eoiomra"t
beforeit is deleted. The delete/archive can include quotes that have page 281 for
passed the expiration date. information on

contract billing.

IQAD
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Coverage Limits and Contracts

SSM provides two basic approaches to managing coverage levels and
limit amounts. In the first approach, after you set up coverage levels on
contract types, you are done. You simply base contracts on the contract
type, and the contracts refer to the service type for coverage levels.

In the second approach, you copy limits from the service type into the
contract when you create it. The limits become part of the contract itself,
and are not found by referencing the service type. You can edit these
limits or create new ones. Limit consumption can only be tracked with the
second approach.

Options for copying service limits are also available during contract
renewal. You can use the limits directly from the contract or refer back to
the contract type for current effective limits.

The system monitors contract limits asyou record activity in Call Activity
Recording, and CAR warns you if you exceed a limit. Only the
percentage of coverage affects processing in RMA Maintenance.

The approach you take is determined by the Contract Limitsflag in the
Contract Control File.

Contract Limits Flag

Contract Limitsin the Contract Control File determines whether the
system uses limit amounts when you create a contract, and whether you
can view and change coverage records in Contract Maintenance.

When No, you cannot define limit amounts for contract types in Contract
Type Maintenance—only coverage percentages. The system applies these
coverage percentages to the contract as defined. You cannot modify them
in Contract Maintenance; limit prompts and frames do not display.

When Yes, you can copy limits from the contract type into a new quote or
contract and modify them at both the header and line level. Copying
limits is discussed in the following sections.
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Copying Limits

If Contract Limitsis Yes, you are prompted to copy limits when you
complete the second header frame in Contract Maintenance. You are al so
prompted to copy limits for each line item and can choose to copy from
the header or from the contract type. If you have modified limits at the
header level, you may want to use the modified version as atemplate for
each line item.

This prompt initially defaultsto Yesin Contract Maintenance. If you
choose not to copy limits, you are prompted each time you edit the
contract, but on subsequent edit sessions, the prompt defaultsto No.

If you respond with Yes, the system copies the limits as defined for the Tip _
contract type into the header. If you respond with No, limits are not g;‘&;g?{n?’aﬁé'me
copied, but you can define limits unigue to this contract. modifying limits,

rather than starting
Important The calculation of the amount accumulated against alimit over.

occurs only when limits are copied into a contract and become part of it. It
cannot take place for a contract type. If you respond with No to the copy
limits prompt and do not define limitsin Contract Maintenance, the
system appliesthe level of coverage defined for the contract type without
regard to limit amounts.

If you are using limit amounts or list price limits, the system converts » See “Exchange
them to the contract currency when they are copied into the contract using Efgéee 204”6
the effective exchange rate. '

Note If you are generating lines automatically using the Source field in » See

the contract header, you do not have the opportunity to copy limits. The @ggggﬁﬂ%a”y
system creates each line without its own limits. Contract Lines”
on page 253.

Copying Effective Dates into Contracts

When limit records are copied into a contract, the system sets effective
datesif none are defined. If the records have effective dates, the system
ensures that the dates fit within the start and end of the contract.

In asimple case, you can set up limits on a contract type without any
effective dates, then create a contract based on that contract type. The
contract start date is 1/1/98 and end date is 12/31/98. When limits are
copied into the contract, they are copied with these effective dates.

IQAD
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Now consider what would happen if you had two sets of limits on the
contract type with the following effective dates:

06/30/97 - 06/30/98
07/01/98 - 6/30/99

When you create the same contract from 01/01/98 to 12/31/98, you till
have two sets of limits, but they are copied in with these dates:

01/01/98 - 06/30/98
07/01/98 - 12/31/98

Limits at Multiple Levels

The contract type is atemplate for building service contracts. If Contract
Limitsis Yesin the Contract Control File, you can further refine or
customize the limit template at the service contract level and on
individual lines within the service contract.

Asaresult, you can set limits at three levels. contract line, contract
header, contract type. However, whileiit is possible to set up limits at all
three levels, the system uses only one level to determine coverage for a
particular item.

When the system looks for effective limits, it uses atwo-phased approach.
First it finds where limits are defined by searching in the following order:

1 Thecontract line item defined in Contract Maintenance
2 The contract header defined in Contract Maintenance
3 Theoriginal service type defined in Contract Type Maintenance

Once the system finds a coverage record, it examines the termsin this
order:

1 Limitsfor awork code and service category combination
2 Limitsfor an invoice sort related to the service category
3 Limitsfor the Total = Yesrecord

If none of these exist, the system considers the activity being recorded not
covered. In Call Activity Recording, charge code defaults to the billable
charge code, as defined in Default Charge Code Maintenance.
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Important This search algorithm has important implications. If you
decideto set up limits at the contract line level, set up all necessary limits
at that level. You cannot combine limits from the header and theline since
the accumulation of amounts against those limits would become
ambiguous.

Changing Limits

You can change limits on a contract after the contract is effective.
However, if CAR has accumulated any amounts against the limits, certain
restrictions apply:
« The limit record cannot be deleted, nor can the contract line and
contract.

» The limit amount cannot be lowered bel ow the accumulated amount.

 The effective dates cannot be moved inside the range defined by the
call open date of thefirst and last call with accumulating amounts.

If you must make a change, modify the covered amountsin Call Activity
Recording or Call Invoice Recording. If theinvoice for the amounts has
been posted, you cannot modify the records associated with it.

Adding Additional Limit Records

You might need to add limits to an open contract, for example, if some of
the contract is renegotiated. The system prevents this change if any call
lines reference the contract header or line for coverage. Adding limits
could result in invalidating those that currently exist.

To prevent limit consumption at invoice post from not matching
consumption in CAR, limit records cannot be added to a contract until
you post all open call reports.

Example A limit line provides 50% coverage for the Labor invoice sort.
A call references thislimit and the covered amount is based on it. Now
you add alimit record to the contract for work code TECH and service
category LABORL for 25% coverage. This new record appliesto theline
currently open that used the labor invoice sort coverage. When the
invoice is posted, the limit that now applies—work code and service
category—is not the one applied in CAR.

IQAD
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Changing Contract Start and End Dates

The effective dates on limits are related to the start and end dates of the
contract line or header. Asaresult, you cannot always change the contract
dates. When open calls reference limit records, you cannot move the
contract start or end date within the range defined by the open dates of the
first and last call with accumulated amounts.

Example A contract starts on 11/01/98 and ends on 12/30/98. You take a
call on 11/15/98 for an item covered by a contract line and record activity
that consumes limitsin Call Activity Recording. You cannot move the
contract start date after 11/15/98 or the end date before it.

The system only checks for accumulated amounts. Additional calls may
have been opened based on the current contract open date and activity not
yet recorded. When you accessthe call in CAR, the contract coverage will
no longer be valid.

Changing Service Types for Contract Lines

The system uses the service type on the contract header by default for
each line item added. However, you can use a different service type for a
particular line item. If you change the service type when adding a new
line to the contract, the system uses the price list, limits, and product line
associated with the new service type for thisitem.

If you change the service type after adding a line to the contract, the
system must make additional checks. If you are using contract limits
when you change the service type, you are prompted to delete the old
limits and copy in the ones from the new service type.

If you respond Yes, the system attempts to delete the old limits and apply
the new. However, if any amounts have been accumulated against the
current limits, they cannot be changed. Instead, a warning message

displays.
You are also prompted to see if you really want to change the price of

coverage for the item. If you respond Yes, the system changes the price;
otherwise, it does not.

Changing the service type after a contract isin effect is not recommended
and could have unpredictabl e results.
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Renewal and Contract Limits

When Contract Limitsis Yes in the Contract Control File, the system
provides two options for managing limits during contract renewal. The
Renew Limits From flag in the Contract Control File has two values.

« Cindicates that limits should be copied from the old contract. The
system changes the effective dates on the limits to reflect the start and
end dates of the renewed contract. Thisisthe correct choice if you
have created limitsthat are unique to aparticular contract or modified
limits copied from the service type.

- Sindicatesthat limits should be copied from the contract type, just as
when a contract is created. Thisis useful for organizations that want
to phase in changes by setting them up in the contract type using
effective dates. During renewal, the system applies the limits that are
effective for the new contract start date.

Renew Limits From in the control file provides a default in Contract
Maintenance you can modify on a contract-by-contract basis. When one
contract is copied or renewed, you can modify this value. When you
renew in batch, the system checks the value for each contract and
processes it according to the option selected.

Note Whenever limits are copied or renewed, the system resets any
amounts recorded against them to zero.

Effect of Renew Limits From Field

The Renew Limits From field affects all of the programs that copy limits.

 Contract Quote Release to Contract (11.5.1.5). Limits are copied
exactly as defined in the quote, regardiess of the setting of Renew
Limits From. The quote is released asiis, since thisis the way the
customer reviewed and accepted it.

» Contract Quote Copy from Quote (11.5.1.6) and Contract Quote Copy
from Contract (11.5.1.7). You can modify the Renew Limits From
setting before executing these functions. When quotes are being
created, the start date defaults from the start date of the quote or
contract being copied and the system does not verify overlapping
coverage.

IQAD
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« Contract Copy to Contract (11.5.13.6) and Renew Single Contract
(11.5.13.8). You can modify Renew Limits From before executing
thisfunction. The default start date of the new contract is after theend
date of the original contract, and the system verifies that overlapping
coverageis not created.

» Renewal Process/Report (11.5.13.10). You cannot modify Renew

Limits From. The system reads it from each contract as defined in
Contract Maintenance.

Determining New Effective Dates

If you are using option C (contract) when copying limits, the system
adjusts the effective dates of the source contract or quote to fit the date
range of the new contract or quote. If you renew acontract for a 12-month
duration for another 12 months, copying and adjusting the limitsis very
straightforward.

Example Consider a12-month contract effective from January 1, 1997
to December 31, 1997 with two limits:

The first limt is effective from1/1/97 to 6/30/97
The second is effective from7/1/97 to 12/31/98

When you renew this contract for the same date rangein 1998, the system
copies the limits and adjusts the year from 1997 to 1998.

Now renew the contract from 5/1/98 to 4/30/99. The system adjusts the
year and calculates the monthly offset from the old contract start date
(/1/97), which is 4. The system adds the offset to the limits:

1/1/97 to 6/30/97 becormes 5/1/98 to 10/ 30/98

7/1/97 to 12/ 31/98 becones 11/1/98 to 4/31/99

However, contracts do not have to start on the first of the month. What
happens if the original contract is renewed from 5/15/98 to 5/15/99? The
system calculates a month offset (4) and a day offset (14) and adds them
to the original limit dates:

1/1/97 to 6/30/97 becones 5/15/98 to 11/14/98

7/1/97 to 12/ 31/98 becones 11/15/98 to 5/14/99
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Consumption of Limits

When you record activity in Call Activity Recording, the system
accumulates amounts against limits found on a contract line or header. If
you have set up limit amounts using effective dates, the amount applies
from the start to the stop date of the effective range.

Example You might have limits with effective dateslike those in

Table 8.1.
Table 8.1

Invoice Sort Amount Effective Dates Effective Dates

Labor $500 1/1/96 - 6/30/96

Labor $250 7/1/96 - 12/31/96
If $500 of service has not been recorded by 6/30/96, the unused amount
does not carry over. On 7/1/96, the system resets the accumulated amount
to zero and allows only $250.
Items returned for credit in Call Activity Recording do not affect limit
consumption. The system does not reverse consumption based on a credit.
Viewing Contract Consumption History
Two reports give you an overview of how limit amounts have been
consumed.
Limits Consumption Inquiry
The Limits Consumption Inquiry (11.5.13.21.4) displays consumption for
arange of contracts, customers, or dates.

= 0 ption Ing = Fig. 8.2
UserMenu Edit Queue Options Help LImItS
B] MRk Consumption
Number Customer Ordered On or After Dutp‘ll I n u”’
torminel (11.5.13.21.4)
These Iimits __Lii:; Ttem: ememer Ser:al:e - e mgnaf‘:‘“’
apply to the fLimit Qualifier Fmount  Used/Unposted Consumed *Cv

header, since  |lermxs
no Iine number La::iulfss - 0630497 500.00 0.00 0.00 100
07701796 - 06/30/97 5,000.00 000 0.00 50

displays. oM Labr-Reg

0701196 - 06/30/97 750,00 0.00 0.00 100

IQAD



242 MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

Thisinquiry shows limits at both the header and contract line level. If no
line number displays, asin this example, the limits belong to the contract
header.

» Thekind of limit displays under the Limit Qualifier heading. This can
be an invoice sort, awork code and service category combination, or
alimit set for the total (Total Limits).

« Thelimit amount in the contract currency displaysin the Amount
column.

» The Used column displays amounts recorded in Call Activity
Recording but not yet consumed through invoice post. These amounts
are subject to change. For example, modifying the covered amount or
the charge code in CAR may change the amount the system uses
against thislimit.

» The Consumed column displays amounts posted against this limit by
cal invoices.

» The %Cv column displays the level of coverage for this coverage
limit.
Limits Consumption Report

The Limits Consumption Report (11.5.13.21.5) providesinformation
similar to the inquiry with additional options.

Flg 83 =] Limits Consumption Report -u
LImItS UserMenu Edit Queue Options Help
Consumption
Report — Selection Criteria
(11.5.13.21.5) Mumber [ To:
Customer: To:
Order Date: ( £ 7 Toz| 7 7
Language: [ To: [
If Yes’ details ———— Print Call History Detail: [no
about the calls
affect_ing limits [ Clear | Pimt | | Bt
are included.

Sdlection criteriainclude the contract number, customer, contract (order)
date, and contract language. If Print Call History Detail is Yes,
information about each call that affected the limitsisincluded in the
report.

Note Cal detail isavailable to the system if Record Limits History is
Yes in the Contract Control File.

M QAD
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The limits consumption report is more detailed than the inquiry. The
following sample shows only the first six columns of information
reported.

Nunber: 292 Custoner: 100-h Lake Refrigerator Co. Currency: USD
I nvoi ce Sort W Code Svc Cat Start End Date Amount
Total Limits 03/01/96 03/31/96  3,000.00
Cal | Line Item Serviced Report Oper Usage Consuned Act Date
18 7 21-1000 403456 10 21-20  100.00 3/14/96
Line: 1 Item 116 el ectric generator Serial: 9
I nvoi ce Sort Wk Code Svc Cat Start End Date Amount Unpost Aoy
Total Limits 03/01/96 03/31/96 3,000.00 0

The report uses separate columnsto display the invoice sort or work code
and service category used to define the limits. The other columns display
similar amounts as the inquiry.

Call detail includes the call number, line affecting the limit, item for
which service was provided, operation, component part or service
category used on that call line, the amount consumed (posted), and the
activity date. The date in the call history detail isthe date the system used
to search for effective limits, which is the call open date.

Contract Pricing Issues

This section covers issues related to the application of pricelistsin
Contract Maintenance, the influence of contract currency, and the
handling of credit issuesin contracts.

Contract Line Pricing

Chapter 6 introduced issues related to defining and managing contract
price lists. This section discusses some of the special issues relative to
how the system applies price lists in Contract Maintenance.

Fig. 8.4
Limits
Consumption
Report Output

Tip

The system usesthe
call open date to
search for effective
limits.

IQAD



244  MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

M QAD

Contract pricing differsfrom pricing for sales orders in one important
way. In the case of a sales order, the item being sold normally has a price
in ltem Master Maintenance. If the system does not find a price on aprice
list, it uses the item master price and calculates discounts relative to item
master prices.

In the case of contract line items, the equivalent of an item master price
does not exist. The system handles thisin two ways, depending on
whether it finds a price on aprice list for the coverage.

Price from Price List

When the system finds a price on the line item price list, it displaysitin
the Net Pricefield and setsavaluefor the List Pricefield, displayed in the
item detail. From this point on, List Price cannot be changed. If you
modify the net price, the modification displaysin the Discount field as
either apositive or negative discount, relative to the fixed list price. If you
manually enter a discount percent, the system recalcul ates the net price
based on this percentage and the fixed list price.

No List Price Found

When the system cannot find a price for contract coverage, net price
defaultsto zero. In this case, what you enter in Net Price also becomesthe
List Price value. If you then specify a discount in the item detail, the
system recal culates the net price based on this discount. The list price
remains as specified.

So far, this seemsto be the same as what happens when the system findsa
price on aprice list. However, when you change the Net Price valuein
this second scenario, the system resets List Price to the Net Price value
and Discount % to zero. Reenter adiscount if oneisrequired. To aert you
to the consequences of changing the price, the following message
displays when the edit focusisin the Net Price field:

I f updated, net price will becone new list price

This message displays when a price has not been found on apricelist.
However, you are warned in both cases when the system has recal culated
the net price based on a change to Discount %, and prompted to continue.
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Contract Additional Charge Pricing

Pricing for additional items on a contract is similar to contract line item
pricing. In both cases, the system distinguishes between a price found on
apricelist and one you enter when net price defaults to zero.

» When the list price for the additional charge item isfound on a price
list, it never changes. If you change the net price, the differenceis
reflected as a discount.

» When apriceisnot found on apricelist and you enter anet price, any
changes to the net priceresetsthe list price. In this case, you must
renter amanually specified discount.

Fixed additional charge items can represent either a positive or negative
amount, depending on the value for item quantity. However, you cannot
update item quantity when there is a percentage additional charge. For a
percentage additional charge, the system determines whether the item is
an uplift or discount based on the amount type of the pricelist. If the
percentage additional chargeis not on apricelist, the system appliesit as
an uplift. If you want a percentage additional charge item to be treated as
adiscount, define it on adiscount price list.

Contract Currency

When you create a contract, you can specify a currency. The currency
initially defaults from the currency for the customer bill-to associated
with this contract. If the customer has no separate bill-to address, the
customer currency is used. When you create a contract, you can change
the value of currency; once the contract is saved, you cannot.

The contract currency affects the search for a pricelist for items on the
contract. Monetary amounts display in the contract currency. This
includes any contract limit amounts or list price limits either defined in
the contract or copied from a contract type. Limit amounts for a contract
type are defined in base currency.

IQAD
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Exchange Rate

If you enter a non-base currency, the system looks for avalid exchange
rate in Exchange Rate Maintenance (26.4), effective on the contract order
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 contract 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. I n this case, the exchange rate relationship
includes four components. The fixed rate of the EMU currency to the euro
cannot be updated.

This system usesthisrate to convert limit amounts from the base currency
to the contract currency. When you post the invoice for the contract, the
system uses the exchange rate effective on the date of invoice post, unless
you have indicated that the exchange rate is fixed.

Contract Currency in Calls

Contract currency has an important effect on related calls and recording
activity for them. Only one currency can bevalid on acall. Since al the
lines on a call must be in the same currency, the contracts associated with
agiven call must be in the same currency.

You normally specify currency after you begin service activity in Call
Activity Recording. However, when you add alineto a call with contract
coverage, the system sets the call's currency in Call Maintenance.

If you try to add another item to the call that is covered by a different
contract using a different currency, an error displays.

Currency normally defaults from the currency associated with the

contract customer’s bill-to address. If you override this default in Contract
Maintenance, the system warns you, since this may cause problems later

if a call for multiple items for this customer is generated.
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Contracts and Customer Credit

Contracts are atype of sales order and follow most of the rules of sales
orders. If the customer bill-to on a contract is on credit hold, On Hold
Service Level in the Service Management Control File determines
processing. Thisfield can have one of three values:

0. Contracts can be created regardless of the customer’s credit status.

1. Contracts can be created, but a warning displays and the system sets
the contract’s action status to hold.

2. Contracts cannot be created for customers who are on credit hold. An
error message displays, and you cannot create the contract until you
set the customer credit hold flag to No. With this setting, if the
customer is over the specified credit limit but not yet on hold, the
contract can be created. However, a warning displays and the system
sets the contract’s action status to hold.

To remove credit holds, update the Action Status field in Contract
Maintenance.

Contract Additional Charges

You can add additional charges to the service contract. Define them in
Contract Additional Charges (11.5.7).

247

B ComvactAddtonalChages  LIEI LR
User Menu Edit Queue Options Help Contract Additiona
Charges (11.5.7)
Service Type Service Type:
iS blank Description: Options for All Conbtracts
indicating this - ik Dl

Item: Additional Caller

charge can be Desciiption:
USed on any Amount Type: |F Priority: |0

contract.

|F1:Help F2=Go ESC=End F5=Delete Ctrl-X/C/¥=Cut-Copy-Paste

Set up additional charges for a particular contract type by specifying a
value in the Service Type field. If you leave Service Type blank, the
additional charges are available for use on contracts with any service type.

The amount type for an additional charge can be F for fixed amount, the
default, or P for percentage. A fixed additional charge represents an

IQAD
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amount added to or subtracted from the service contract trailer. A
percentage additional charge is amarkup or discount applied to the total
for the items covered on the contract.

To automate pricing, define the prices for additional charge items on a
contract service price list. The amount type of the additional charge
determines the kind of price list you can define.

The priority field is used if you add more than one additional chargeto a
contract to determine the order in which charges are cal culated.

Figure 8.6 illustrates adding an additional charge in Contract
Maintenance.

Contract Maintenance
UserMenu Edit Queue Options Help

| Humber: 210 Customer: 1001000 End User: 1001006

Additional Charges

Ln Svc Type Item Item Qty AT Met Price Disc %
Specify the 1 sci |Baditional Caile] 10 F 10 00 v_vow
additional Billed Count: 1.0 List Price: 10.00
charge in the Start Dale: 07701796 Ext Price: 120.00
Item field End Date: 06720497 Product Line: 1YRC
D iption: Charge for Additional Co Taxable: no 1
Service: BASIC SERVICE CONTRAI Comments: no

Piice List:. 55M1

Set up the additional chargeitem, Additional Caller, in Contract
Additional Charges with afixed type. Then, specify it in the Additional
Charges frame of Contract Maintenance. The system retrieves its amount
type (F) and derivesits price from the pricelist associated with theline. In
this case, the price is $10 per month. The system derives the extended
price by multiplying the net price by the number of months of coverage,
in this case 12.

When modifying or editing additional charge lines, the system appliesthe
same edits as it does for contract lines.

The additional charge displaysin aseparate line on the contract trailer and
on the contract invoice.
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Contract Maintenance
UserMenu Edit Queue Options Help
=
Add itional Number: 210 Customer: 1001000 Bill To: 1001000 End User: 1001006
Charges Mon-Taxable: 2,520.00 Line Total: 2,400 00
. Taxable: o.00 Additional Charges: 120.00
display on a .
. Tax Date: 07/01/96 I Discount: 0_00
separate line Curency: USD Service [ KT
in the contract Freight 0 | - 000
trailer. Special 30 - 0.00
1 0.00% 2 0._00% 3 0.00% Total Tax: 000
0_00 o000 0._00 Total: 2 520_00
0. 00 0.00 0.00
Cr Initials: Print Contract: yes AR Account: 1200
Credit Card:
Action Status:

Blanket Contracts

In some business situations, an organization provides alevel of coverage
to an end user for all products of a certain type. Or, in an even more
genera case, you might provide coverage to an end user regardless of
what product they are using. MFG/PRO provides away to manage these
business requirements through blanket contracts.

Designate a blanket contract by specifying Yesin the Blanket field in the
contract header. Blanket contracts can cover particular items or all items
an end user has.

Blanket Contract for an Item

To create thiskind of blanket contract, add line items to the contract for
each item number that is covered. You do not need to specify serial
numbers. The system allows the Serial field to be blank only when
Blanket is Yes on the contract header.

Now, when this end user reports a problem with any one of these items,
the system finds the blanket coverage.

Note If another contract for a specific item, lot/serial, and | SB reference
number exists, its coverageisfound first.

Fig. 8.7
Additional Charge
Displays on Trailer

IQAD
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Blanket Contract for an End User

To provide blanket coverage for an end user regardless of the items they
possess, set Blanket to Yes and add a contract line with a blank item

number. This kind of blanket contract provides general coverage for all

the end user’s items. When you define a global blanket contract, you
cannot specify a serial or reference number, and the PM item field is No
and cannot be changed.

Pricing for Blanket Contracts

If you use blanket contracts, think about how you want to price for them.
You can set up contract price lists either by item number or by product
line. However, the amount you charge for coverage of one item is
probably not the same as the amount you would charge for a blanket
contract that may cover many items.

To use automated pricing, consider setting up a distinct service type with
unique price lists that are used only for blanket pricing. If you enter an
item number on a blanket contract line, the system finds the price for that
item.

If you are creating a blanket contract that covers all an end user’s items,
automated pricing can occur only by product line. Since there is no item
to establish a product line, the system uses the product line of the service
type in searching for a price for a blanket contract with blank items.

Overlapping Coverage

The system does not allow an item to be covered on two different
contracts with overlapping coverage dates. But some other types of
overlapping coverage are allowed:

« Anitem can be covered by both awarranty and a contract.

« You can add an item to the same contract more than once if the
service type for the two linesis different. You can use this feature to
cover an item for a 24-hour day, but provide different terms and
conditions, based on different service types, for days and nights.



SERVICE CONTRACTS 251

« Anitem can be covered specifically on a contract at the same time it
is covered by ablanket contract, either for the end user and item
combination or for the end user only.

Overlapping Coverage in Calls

When you add an item with multiple coverage sourcesto a call, you can » See “Multiple
select the coverage to be used. A scrolling window lists each coverage ggﬁjggz é’,,f gna"
source, the start and end date, service type, whether a contract is a blanket page 334 for
contract, and the hours of coverage. Thelist is ordered with the more details.

specific coverage sources before the more general ones. This window
may display when you create acall or add morelinesto it in Call
Maintenance or Call Activity Recording.

Managing Overlapping Contracts and Warranties

Most customers prefer to let the warranty cover an item for itsfull
duration—after all, the warranty is free. When the warranty expires, a
service contract should pick up where the warranty left off, perhaps
providing even more thorough coverage than the warranty.

Start from Warranty in the Contract Control File (11.5.24) helps manage
the transition from warranty to service contract. If this is Yes, the system
attempts to prevent contract and warranty periods from overlapping.

If you set Source to | in Contract Maintenance to use installed base
records to add contract lines, the system has information about the
warranty start and end date. If the warranty end date falls after the
contract header start date, the system sets the start date for the line item
forward to the day following the warranty end date. If you manually enter
an item that is covered by a warranty, the system prompts you to change
the contract start date and move it forward.

If Start from Warranty is No, the start date for the line item defaults to the
value on the contract header, which may still be within the warranty
period.

Some service organizations aggressively market service contracts and
may get customers to start more comprehensive service contract coverage
on an item before the warranty expires. This, in essence, sets up
conflicting service dates, since the system is aware of coverage durations.

IQAD



252 MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

» See “Changing
Charge Codes”
on page 412.

M QAD

How does the system resolve the overlapping warranty and service
contract coverage?

If you create a service contract for an installed base item still under

warranty, the system gives you awarning and offers to change the

contract’s start date so it follows the warranty’s end date. The same thing
happens if you extend the warranty end date in Installed Base Item
Maintenance (11.3.1) and a contract would be in effect during the
extended warranty.

If you ignore this warning, both the warranty and contract are effective
during the overlapping period. Whenever you add an item with more than
one source of coverage to a call in Call Maintenance or Call Activity
Recording, a scrolling window displays coverage sources in prioritized
order.

The existence of both avalid warranty and a valid contract affects how
you can override charge codes in Call Activity Recording.

Contract Start and End Dates

Both the contract header and each contract line item have a start and end
date. The dates on the header define the valid range for line dates, as well
as default values. Each line can have a unique start and end date, but they
must be within the range specified by the header.

In many situations, the contract header dates and line item dates are
synchronized. If you change the start or end date on the contract header,
you are prompted to apply this change to each lineitem.

If you are changing the start date and choose to reset the line start dates,
the system updates only lines with start dates that match the old start date.
When the system updates end dates, it modifies the lines to reflect the
contract end date, regardless of whether the dates previously matched.

If the changes are not automatically applied to each line, the system
verifies that the new header start or end date is not within the range
defined by the earliest line start date and latest end date. If it is, the system

displays an error message.
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There are some limitations on changing contract start and end dates:

- If any open calls reference the contract, the contract start date cannot
be moved after any call open date. Correspondingly, the contract end
date cannot be moved before any call open date.

- If billing has occurred, you cannot change the contract start date. The
end date cannot be set prior to the end date of the coverage period
billed.

Contract Line Items

This section discusses a number of issues related to contract line items:
» Generating line items automatically
« Changing line items
 Deleting lineitems

Automatically Generating Contract Lines

You can enter contract lines manually. However, you can also have the
system generate lines based on one of three sources:

- Installed Base. You can create contract line items by selecting from a
list of itemsin the installed base that bel ong to the current end user.

» SalesOrders. If you specify asales order number as the source of line
items, you can select from the sales order lines. The system creates
corresponding contract lines for each item on the sales order selected.

 Sales Quotes. Similar to sales orders, if you specify a sales quote
number as the source of line items, you can select from the lines on
the sales quote. The system creates corresponding contract lines for
each item on the sales quote selected.

When the system creates lines, it assumes that values on the header apply
to each contract line to be created. This also applies to contract limits; the
system assumes that the lines it generates use the coverage limits defined
in the header and do not have their own limits. As aresult, you will not be
prompted to copy limitsinto the lines as you would if you created the lines
manually.

IQAD
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One advantage to adding contract lines based on installed base
information is that it ensures accurate information. If you manually enter
information about installed base items, be careful that lot-controlled items
specify a contract line quantity that matches the installed base quantity.

You can add lot-controlled items to the installed base with a quantity of
more than one. However, the system cannot distinguish one of these items
from another. If you have a contract line for alot-controlled item that was
added to the installed base with aquantity of five, the system suggeststhis
coverage for any one of the five that the end user calls about. This means
that you are effectively covering all five for the price of one unit of
coverage.

To prevent this, awarning displays when the installed base quantity does
not match the contract line item quantity.

Changing Contract Line ltems

Service coverage has important implications throughout the system,
especially in call tracking functions. Once a call exists that references a
contract, the system restricts changesto that line.

Example Item 116, serial 12A is covered on a contract. A call istaken
for thisitem. The contract coverage found by the system determines call
defaults like response time and next event date and time. An engineer
respondsto the call, and reports are opened in Call Activity Recording.
Based on the contract limits, the system cal cul ates coverage and generates
an invoice.

If the system let you change the serial number on the line in Contract
Maintenance, the coverage previously calculated would be invalid.

When a contract lineis referenced by a call, you cannot:

« Change the line’s service type, item number, serial number, and
reference number.

» Deletetheline.

« Movetheline start and end date within the range defined by the
earliest and latest call open dates referencing the call.

« Add new limits when open reports exist.
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If itisreally necessary to make changesto alineitem, the calls
referencing it must be closed and moved to history before you can change
theline.

Deleting Contract Line Items

You can delete line items on a contract except when:

» Theline has been invoiced. To preserve the integrity of invoice
history, the line cannot be deleted. Use Contract Delete/Archive
instead.

« A call referencing the contract line exists. Close the call and move it
to history. Then you can delete the contract line.

Creating a Contract

You can create service contracts in the following ways.
« Enter them manually in Contract Maintenance (11.5.13.1).

» Generate them from an existing service quote with Contract Quote
Release to Contract (11.5.1.5).

 Copy them from an existing contract with Contract Copy to Contract
(11.5.13.6).

» Renew them from an existing contract with Renew Single Contract
(11.5.13.8).

Regardless of how a contract is created, you can modify it in Contract
Maintenance before you print it.

The system does not allow one item to be covered on two different
contracts with overlapping coverage dates. If you use Contract Copy to
Contract to create a new contract, the system setsthe start date of the new
contract after the end date of the old contract. Thisisin essence asingle
contract renewal. However, unlike contract renewal, the system does not
check the billing.

IQAD



256 MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

Fig. 8.8
Contract
Maintenance
(11.5.13.2)
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Contract Maintenance

Use Contract Maintenance (11.5.13.1) to create and update contracts.

Contract Maintenance
User Menu Edit Queue Options Help

Humber: 210

Customer: | [T EII To:

1001000 End User: 1001006
Service Type: 5C-1

End Date: 06/20/97
Price List: 55M1
Purchase Order:

Tanable:
Blanket:

— Sold-Te End User
Reliable Central Purchasing Oregon Reliable Products
Attention: Accounts Papable Building 12
300000020 Century Blvd 13227 Hazel Nut
Los Angeles CA 89000 North Bend OR 97457
United States of America USA
Billing Cycle: MO Credit Terms: 2/10-30 Source:
Master Contract: Salesperzon[1]: JIP Comments: no
Order Date: 06717796 Commission[1]: 10._00% Site:
Start Date: 07/01/96 Multiple: Currency: USD Lang.: US

no 1 Tz Date:
no Channel:
Driginal Start:

Creating the service contract involves the following steps:

1

Fill out header information. Header information determines general
information for the contract as a whole and provides defaults for the
line itemsin the contract. For example, you can change service type
and contract start and end dates later for each line item, but not
Customer, Bill To, and End User values. You can specify a PM
schedule for the entire contract at the header level and create
individual line item schedules.

Optionally modify the header service limits if Contract Limitsis Yes
in the Contract Control File.

Specify contract line items and optionally modify service limits—
again, only if Contract Limits is Yes. Each contract can cover one or
more line items. Each line item can have a different start and end date
for coverage and a different service type. You can modify limits per
line item. When complete, the contract line items specify the pricing
and coverage details. Only one contract can be active for an item at
any one time.

Optionally create line item PM schedules. For items that require
preventive maintenance, you can specify the number of visits and the
first call created.
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5 Specify additional charges. You can apply an uplift percentage or flat
fee as a charge to the entire contract.

6 Complete the contract trailer. Record price totals, miscellaneous
charges, and tax information in the trailer, including line item totals
and grand total, asin a sales order.

Contract Header

Number. Enter a number uniquely identifying a specific contract and
itslineitems. If you leave thisfield blank, the system creates the next
number using Next Contract Number in the Contract Control File.

Customer, Bill To. Enter avalid customer defined with Customer
Address Maintenance. The Bill To value defaults from the customer.

End User, Enter an end user associated with this customer. Or leave
blank to create a new end user.

Service Type. Enter avalid contract type defined in Contract Type
Maintenance. The value specified determines the default service type
for each contract line.

Billing Cycle. Defaults from the Default Billing Cycle valuein
Contact Control File (11.5.24), but you can change it to any other
valid billing cycle. Pricing for service contractsis by the month. The
billing cycle determines how often the contract is invoiced.

Master Contract. Service contracts can be set up in ahierarchy, with
one contract linked to another. For example, you can link a contract
for each piece of equipment in an installation to the master contract
for the entire installation. In this case, enter the master contract
number in this field. The master contract number can be used later as
afilter when printing contracts.

Order Date. Defaults from the system date and is a reference-only
field.

Start Date. Defaults to the first of the following month and indicates
when the contract terms and conditions become effective. After you
create the contract, the system does not recalcul ate the start date, even
if you later change the order date later.

Tip

Set up hilling cycle
codes with Billing
Cycle Code
Maintenance
(11.5.18.1).

IQAD
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If you change the header start date and line items exist on the
contract, you are prompted to override the start dates for each line.
Respond Yes to update all lines that previously matched the contract
start date. You cannot move the start date inside the range defined by
limit effective dates or change it after the contract has been invoiced.

End Date. The system adds the duration of the service typeto the start
date to calcul ate the end date. Although you can add new lineitems at
any time to an existing contract, no end-of-coverage date can go
beyond the contract header’s end date.

If the header end date is changed and line items exist on the contract,
you are prompted to override the end dates for each line. Respond Yes
to update the contract lines. However, you cannot move end dates
inside the range defined by limit effective dates.

Price List. Defaults from the Contract Price List specified for the
service type in effect. This price list becomes the default price list for
items covered on this contract and for any additional charges. You can
change the price list at any time. However, the new price list affects
only new records added to the contract; existing prices are not
recalculated.

Purchase Order. Specify a purchase order number for this contract.
This field is required if the end user owning the item requires a
purchase order in End User Address Maintenance.

Credit Terms. Defaults from the credit terms associated with the bill-
to address of the customer on this contract.

Salesperson[1]. Identifies the salesperson who is to receive a
commission for this service contract. Defaults from the customer, if
specified. The salesperson information on each line item defaults
from the salesperson and commission rate entered on the header. You
can change it on each line item.

Commission[1]. Specifies the commission percentage this salesperson
is to receive.

Multiple (Y/N). Indicates if there is more than one salesperson
responsible for this customer order. If Yes, a pop-up window prompts
you to enter up to four salespersons and corresponding commissions
when you exit this frame.
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Taxable (Y/N). Thevauein this field sets the default value for each
line item. You can then mark each lineitem individually as taxable or
not. Associated with thisfield are atax class and effective date.

Blanket (Y/N). A Yesin thisfield indicates that thisis a blanket
contract. You can set up blanket contracts in two ways.

» Covering aspecific kind of item. In this case, a contract line must
be created specifying each item to be covered.

« For any item the end user reports. In this case, one contract line
must be created with a blank item number.

When a blanket contract exists for an end user, the system usesit if it
cannot find a contract line covering a specific part, serial, and
reference number.

Source. The code in thisfield tells the system where to look for items
to be included on the contract. The possible choices are:

- | (installed base). When specified, ascrolling window of al items
in the installed base that belong to the current end user displays.
Press Enter on alineto select it for processing, asindicated by an
asterisk to theright of the line. When you press Go to exit the
pop-up, the system creates a contract line for each installed base
item selected for processing.

» S(saesorders). When specified, you are prompted to enter a
sales order number. When you do, a pop-up window displays the
lines on the selected sales order. Press Enter on aline to select it
for processing, as indicated by an asterisk to the right of the line.
When you press Go to exit the pop-up, the system creates a
contract line for each line on the sales order selected for
processing.

 Q (sales quotation). When specified, you are prompted to enter a
sales quotation number. Otherwise, Q isthe same as S.

« M or blank indicates that you will enter line items manually,
rather than selecting them from alist.

If the source for contract linesis a sales order or sales quotation, its
number displays on the header for reference.

Comments (Y/N). Defaults from Service Header Commentsin the
Contract Control File. If Yes, apage appears for recording or
retrieving master comments associated with the contract. Once you

IQAD
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select or enter comments, you can specify when you want them to
print.

Site. Defaults from Contract Site in the Contract Control File and
indicates the site responsible for supporting this contract. Thisis
usually the site where repairs are done or repair parts are found. Item
costs are also based on the contract site.

Currency. Defaults from the customer bill-to record associated with
this contract. On the first time through, you can change this value to
any valid currency, but once you move to the next frame, it cannot be
changed. Contract currency sets the currency of acall for covered
items. When a non-base currency is entered, an exchange rate pop-up
lets you override the effective exchange rate and indicate if it is fixed
or not.

Language. Defaults from the language associated with the end user
and then the customer associated with the contract. Language enables
you to print comments on an invoice in the language appropriate for
the receiver.

Tax Date. The effective dates associated with the tax code entered
previoudly.

Channel. An optional code identifying the distribution channel
through which this contract originated. Channel can be afactor in
determining default GL sales and sales discount accounts affected
when you post the contract invoice.

Set up optional sales and sales discount accounts with Sales Account
Maintenance (1.2.17) based on product line, site, customer type, and
channel. The system looks for these accounts during invoice post
based on the product line of the contract line, the contract site,
customer type, and channel.

The product line the system uses in the account search depends on
Use Item Prod Line in the Service Management Control File. If this
is Yes, the system uses the product line of the item on the contract
ling; if No, the product line of the service type on the contract line.

If Display Contract Accountsis Yesin the Contract Control File, you
can modify the default sales and sales discount accounts in Contract
Maintenance.
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Original Start. Thisfield is blank unless the contract has been
renewed.
Second Header Frame

Many of the fields in the second header frame default from the Contract
Control File (11.5.24).

Contract Maintenance Fig- 8.9
User Menu Edit Queue Options Help Contract
Z Maintenance
Number: 210 Customer: 1001000  Bill To: 1001000 End User: 1001006 Second Header
Service Type: SC-1
— So0ld-To — End User
Reliable Central Purchasing Oregon Reliable Products
Attention: Accounts Pagable Building 12
300000020 Century Blvd 13227 Hazel Nut
Los Angeles CA 83000 Morth Bend OR 97457
United States of America usA
Hold Contract: |nn Type:
Bill Arrears: |yes Cancel Date: A Project:
Auto Renew: |ves Mext Bill: 09701796 Renewed From:
Summarize: |no Coverage: 08/01/36 Renewed To:
Visits: [0 Quote: Renew Limits From: ll:_ Contract
Hold Contract (Y/N). If Yes, this contract will not be released for
billing. Thisisuseful if the price for the contract is till in negotiation
and is not finalized with the customer.
A contract on hold can still be used to provide coverage for service » See “Contract
activities asin Call Maintenance. If the contract should not be S;;ete%é)l?o ;
considered valid for coverage, use the contract quotation process details.

instead.

Bill Arrears (Y/N). If No, the customer is billed in advance for contract
coverage. If Yes, the customer isbilled for periods that have already
passed—Next Bill defaults to the first day of the next billing period.
This field defaults from the Bill Arrears field in the Contract Control
File (11.5.24). You cannot modify it after a contract has been

invoiced.

Auto Renew (Y/N). This field defaults from the value for the end user » See “Renewing
in End User Address Maintenance (11.9.1). If Yes, the system Xﬁpgﬁggia“y,,
includes this contract when you run Renewal Process/Report on page 277.
(11.5.13.10).

Summarize (Y/N). Thisfield is not used.

IQAD
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Visits. Specifies the number of preventive maintenance (PM) visits
you want to schedule for items on this contract. The header schedule
isin effect for all items on the contract that have PM item set to Yes
and do not have individual schedules created for them. If left blank,
preventive maintenance schedules can still be generated for
individual contract lineitems.

Type. Thisfield isused for reference only. It is a user-defined
grouping code that can be set up in Generalized Codes Maintenance
for thefield sa_sa type.

Cancel Date. If the contract is canceled, you can enter a date here for
reference.

Next Bill. Displays the next date when an invoice should be generated
for this service contract. If Bill Arrearsis No when you create a
service contract, the system sets thisfield to the start date of the
contract, indicating that it is due for billing. If Bill in Arrearsis Yes,
the next bill defaultsto the first date of the next billing period. Billing
Release to Invoice considers this field when it selects service
contracts due for billing.

Coverage. The date when service coverage becomes effective for the
period to be billed on the Next Bill date. Thisis different from the
Next Bill date only if Bill Arrearsis Yes. Billing Release to Invoice
updates this date; you cannot edit it here.

Consider a contract set up like this:

Bill Arrears No
Start Date 01/01/98
End Date 12/31/98

Billing Cycle  Monthly

After you run Billing Release to Invoice, the Next Bill date and
Coverage date are both 02/01/98. With Bill Arrears set to Yes, Next
Bill date would be 03/01/98 and Coverage date 02/01/98.

Quote. If you generated this contract by releasing a quote, the quote
number displays here for reference.

Project. Project codes identify specific activities for which expenses
are tracked. For example, you can use a project code to represent
engineering design work, production rework, or anew construction
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project. When you specify a project, GL transactions for this contract
reference the project code.

Renewed From, Renewed To. If this contract was renewed from a
different contract, the number displaysin the Renewed From field. If
this contract formed the basis of another through the renewal process,
this number displays in the Renewed To field.

Renew Limits From (C/S). Defaults from Renew Limits From in the
Contract Control File. The system examines this value when a
contract is renewed or copied to determine how to manage limits. It
has no effect if Contract Limitsis No in the Contract Control File

- If thisis C, the system copies the current limits from the contract
and modifies the effective dates to match the new contract’s start
and end dates.

- If thisis S, the system copies limits from the service type,
applying limits effective on the new contract’s start and end dates.

Header Coverage Limits

If Contract Limits is Yes in the Contract Control File, you can modify the
limits associated with the contract service type, both at the contract
header level and the line item level. If this flag is No, the system uses the
limits defined for the contract type. They are neither displayed nor
modified.

If Contract Limits is Yes, you are prompted to copy service type limits. If
you respond Yes, the system copies the limits defined for the contract type
being used into the header. If you respond No, limits are not copied. You
can set up new limits in the contract or define them at the line level.

After you respond to this prompt, the Coverage Limits frame displays.

Fig. 8.10
Header Coverage
Limits Frame

Contract Maintenance
User Menu Edit Queue Options Help

End User: 1001006

Number: 210 Customer: 1001000 Bill To: 1001000
Service Type: SC-1

Coverage Limits ‘

Total: [no Invoice Sort: I Iﬂmk Code: Curr: USD

Svc Cat Start End Date Amount Used/Consumed %Cv Det ”

IQAD
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» See “Levels and

Limits of
Service” on
page 168.

» See page 241 for
details on these

reports.

Fig. 8.11

Contract Line Items

M QAD

If you copied the service type limits, they are displayed in this frame
where you can view or modify them. Thisframeis exactly the same asthe
one for setting up coverage limitsin the service type.

If you have posted any amounts against limits defined on a contract or
recorded any amounts against the limitsin Call Activity Recording, they
display in the Used/Consumed field. You cannot update thisfield
manually. The system updates it when invoices are posted.

Note Use Limits Consumption Inquiry and Limits Consumption Report
(11.5.13.21.4 and 11.5.13.21.5) to view consumed (posted) amounts and
used (unposted amounts recorded in CAR) separately.

Entering Line Iltems

Contracts can have multiple items, each with a different servicetype. The
line item service type overrides the header service type. For example,
specifying a different service type might bring in a different price list or
change the level of coverage. If you change the service type, you are
prompted to update the price from the new pricelist.

If you specified asourcefor items earlier, the system creates lineitemsfor
the selected items.

Contract Maintenance
User Menu Edit Queue Options Help

Number: 210 Customer: 1001000 End User: 1001006 Ln Format S/M: single |
Ln Swc Type Item Item Oty Senal Net Price
2 5Ca 10-10000 1.0 A47837/A3 10000
Serialize: Ref: [0 Taxable: |no
Billed Count: 0.0 Comments: [no Cost: |385.50
Start Date: [07/01/36 Product Line: [1YRC Disc %: 0. 00%
End Date: |06/30/97 PM ltem: |yes List Price: 100._00
Price List: SSM1 Extended Price: 1,200.00
Description: |DASIS[TH]) COOLING SY
Service: BASIC SERVICE CONTRA!

Ln. A number the system generates uniquely identifying this contract
line.

Svc Type. Defaults from the header service type, but can be changed.
If you modify it, the system uses the price list from the new service
type for thisitem, and you can copy the service limits associated with
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the new service type if no amounts were accumulated against the

current limits.
Item. Items are validated according to the settingsin the Service Tip
Management Control File for Items Must Exist and Itemsin Installed ~ Qnceyousavea

. ) line, you cannot
Base. An item can only be covered by one contract at atime. Whena  changetheitem

call istaken for an item, the system searchesfirst for contract lines for number; you must
delete the existing

the specified item, seria, and reference. If they exist, the system uses line and add a new
the contract’s terms and conditions for coverage. :{g?qv\r/]ll}?ngéer other

Item Qty, Serial. The number of items covered on this contract line. If
the Item Qty is 1 and this is a serialized item, enter the serial number
that uniquely identifies it. If the Item Qty is greater than 1 and this is a
serialized item, leave Serial blank and specify Yes to the Serialize
field in the detail. You can then enter multiple serial numbers in a
pop-up window.

If the item is serial-number controlled in Item Master Maintenance, a
serial number is required unless this is a blanket contract.

Net Price. This field defaults from the price list in effect; otherwise, it Tip _

is zero. Define contract price lists with Service Pricing Maintenancecgé‘;{g'tﬁ:é%%h
(11.17.1). You can change the price. If the net price does not defau ord

to zero, List Price is set from the Net Price and never changes. TheProtection.
system considers any change to the net price a discount and displays

it in the Disc field in the item detail. Increasing the price creates a

negative discount; decreasing it a positive discount.

If the price defaultsto zero and you enter a price, the system » See “Contract
considersit to be the list price of theitem. If you change the net price Line Pricing® on

. .. page 243 for
later, list price isrecalculated. details.

The net price indicates the price per unit for one month of coverage

for thisitem. The system calculates the extended price for an item by
multiplying the item quantity by the net price per unit by the number

of periods of coverage—contracts are measured in months. For
example, if one item is covered at a price of $10 per month for 12
months, the extended price is $120.

IQAD
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Tip

If you change the
service type on the
lineitem, the
contract pricelist
associated with the
new service type

displays.

M QAD

Line Item Detail

Serialize (Y/N). Used only if the line item is seria or lot-controlled
and you enter a quantity greater than 1. In this case, Serialize defaults
to Yes. Specifying Yes displays a pop-up that enables you to enter
individual seria or reference numbersfor each item on theline. If you
designate an item as lot or serial number controlled in the Item
Master, enter a number for each item on the contract.

Billed Count. Indicates how many periods of this contract have been
billed through Billing Release to Invoice.

Start Date. Defaults from the header. Each line item can have a
unigue start date for coverage, although it cannot be outside the range
defined by the header start date.

End Date. The system setsthisfield based on the contract header start
date plus contract duration. Individual lineitems can have an end date
prior to the end date on the contract header, but they cannot end after
it. The end date also cannot be before the contract start date.

Price List. Output-only field displaying the price list the system uses
for calculating the lineitem price. If you change the service typefor a
line item, the price list associated with that service typeis used;
otherwise, the price list from the contract header isused. Thisis
normally the price list associated with the contract type specified on
the header, but it might have been changed at the header level.

Description. Displays the inventory description of the line item being
covered. Can be modified.

Service. Displays the description of the service type entered in
Contract Type Maintenance. Cannot be modified.

Ref. Specify an ISB reference number that uniquely identifiesthis
item. Reference numbers uniquely identify itemsin the installed base
without serial numbers.

Comments (Y/N). Defaults from the value of Service Line Comments
in the Contract Control File. Specify Yesto enter comments for this
line item.

Product Line. The product line associated with the either the service
type or the item displays by default. This depends on Use Item Prod
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Linein the Service Management Control File. The system uses the
accounts of this product line for recording revenue from the sale of
this contract for the associated line item.

PM Item (Y/N). Specifieswhether to schedule preventive maintenance  Tip

visits for this item. Defaultsto Yesif Days between PM is any e Aterent
nonzero value in Service Iltem Maintenance (11.3.7). If PM Itemis number of visits for
Yes, the Preventive Maintenance Detail pop-up displays, enabling thisitem, itis

you to specify the number of visits to be scheduled for thisitem. If L’gﬂﬁgét"fx?diny

PM Item is No, thisitem is not included on the PM call generated by schedule.
acontract-wide PM schedule.

Taxable (Y/N). Defaults from the header. Each line item can have a
different taxable status.

Cost. Defaults to the cost for the contract site specified on the header
multiplied by the item quantity. If costs are not set up at this site, cost
iszero. Thisfield is password restricted. Thisfield is for reference
only and is not used in any contract margin calculations.

Disc. The system calculates and displays a discount if the item’s net
price was derived from a price list, setting the list price, and then
changed. You can enter a manual discount, causing the system to
recalculate the net price from the price list or the net price you entered
earlier.

List Price. Output-only field. If the system found the net price from a
contract price list, List Price is the initial net price. If Net Price
defaulted to zero, the system sets List Price to the amount you entered
for Net Price during the last edit session. In this case, List Price
changes whenever you change Net Price.

Extended Price. The system calculates this by multiplying the item'’s
net price by the number of items and the number of months of
coverage.

Preventive Maintenance Detail

shows the default number of visits for the contract. You can change

If PM Item is Yes, a preventive maintenance detail pop-up displays. It » See Chapter 10,
“PM

Scheduling,” on

the value for thisline item. page 297.

IQAD
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Fig. 8.12
Coverage Limits
for Line ltems

M QAD

Contract Accounts Pop-Up

If Display Contract Accountsis Yesin the Contract Control File, a pop-up
window displays the accounts being used. This enables you to manually
edit the Sales and Discount accounts and cost centers.

Changing Level of Service on a Line Item

If Contract Limitsis Yesin the Contract Control File, the system again
prompts you to copy service limits when you finish entering alineitem. If
you respond with Yes, you are then prompted to copy limits from the
contract header or from the service type.

» Respond Contract to copy the limits as defined for the contract header
into the line item.

» Respond Service Typeto use the original limits associated with the
service type.

This option enables you to revert to the contract typeif you have modified
its limits in the contract header. If you set up limits for the line item,
amounts accumulate against these limits, not the contract header’s.

Once you respond to this prompt, the Coverage Limits frame previously
displayed for the contract header displays for the contract line item.

Contract Maintenance
User Menu Edit Queue Options Help

‘ Number: 210 Customer: 1001000 End User: 1001006 Ln Format 5/M: single |

Ln Svciype  Item Ttem Qty Senal Nel Price
z SC1 10-10000 1.0 4478377A3 100. 00
Coverage Limits
Total: [no Invoice Sort: [ITEMS Work Code: [l usp |
Sve Cat Start End Date Amount Used/Consumed %Cv Det

07701796 06730797 50000 0.00 100

You can modify the limits line-by-line, or simply exit the frame and
accept the default limits.
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Adding Additional Charges

You can add charges defined in Contract Additional Charges (11.5.7) toa
service contract. Each one is added as a separate line item with its own
pricing information. When specified, they apply to the value of the entire
contract.

Adding additional chargesis similar to adding contract items, with some
exceptions. Only the fields that differ are described.

Additional charges appear in a separate section of the printed service
contract, after the contract total.

Contract Maintenance Flg 813
User Menu Edit Queue Options Help Addl“onal Charg%
in Contract
Number: 210 Customer: 1001000  End User: 1001006 Maintenance

Additional Charges
Item Qty AT

Ln Svc Type Item Net Piice Disc Z

1 sCA | Edditional Carlcrlilicl L N 10.00 0. 00%
Billed Count: 1.0 List Price: 10_o00
Start Date: 07/01/96 Ext Price: 120 00
End Date: 06/30/97 Product Line: 1YRC
D iption: Charge for Additional Co Taxable: no 1
Service: BASIC SERVICE CONTRAI Comments: no
Price List: S5M1

Item. Enter an additional charge item set up with Contract Additional
Charges for use with the current service type or with al service types.

Item Qty. Thisfield is editable only if the additional charge item has
an amount type of F (fixed). In this case, quantity specifiesthe
number of fixed fees to be added. A negative quantity indicates an
amount to be subtracted from the contract total.

For example, you may have afixed fee for an additional caller and
enter aquantity of 3 for three additional callers. Or you may provide a
site discount based on the number of sites. In this case you could enter
-3 to provide a discount amount for three sites.

If the additional charge item is an amount type of P, Item Qty cannot
be edited. The system determines whether the percentage is a
discount or markup based on the amount type of the price list used. If
a price does not exist on a price list, a percentage additional charge is
treated as an uplift.

AT (Amount Type). Output-only field that defaults from the definition
of the additional charge item. The amount type can be F for fixed or P

IQAD
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Tip

Price update can
be controlled
through password
protection.

Tip

Press Go at the
Discount field for
the system-calcu-
|ated amount to

display.

for percentage. A fixed price additional charge is an amount added to
or subtracted from the service contract trailer. A percentage additional
charge is amarkup or discount applied to the total for theitems
covered on the contract.

Net Price. Thisfield defaultsfrom the pricelist in effect; otherwise, it
is zero. Define contract price lists with Service Pricing Maintenance.
You can change this value. If the net price does not default to zero,
List Priceisthe net price. The system considers any change to the net
price adiscount and displaysit in the Disc field in the item detail.

If the price defaults to zero and you enter a price, the system
considersit the list price of the item but recalculateslist priceif you
change the net price.

Disc. The system calculates and displays a discount when the item’s
net price was derived from a price list—setting the list price—and
then changed. You can also enter a discount manually, causing the
system to recalculate the net price from the price list or the net price

you entered, after you press Go to continue.

When you enter a positive discount, the system applies it so the
customer benefits from a lower price. In the case of percentage
additional charges, this works slightly differently depending on
whether the charge is an uplift or a discount.

When you have an uplift additional charge and enter a positive
discount, the net price decreases; if you enter a negative discount, the
net price increases. Conversely, when you have a discount additional
charge and enter a positive discount, the net price increases to provide
a greater discount to the customer; if you enter a negative discount,
the net price decreases.

Contract Trailer

The contract trailer is similar to that of a standard sales order. The Line
Total field is the sum of the extended prices for each line item. The
Additional Charges field displays the total of either fixed or percentage
uplift additional charges. You can add an overall discount percentage here
for the entire order, along with miscellaneous charges.

M QAD
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Taxable and nontaxable trailer codes default from the Contract Control
File, if defined. Specify up to three tax percentages, depending on the tax
method.

The Total field represents the amount billed to the customer. This may
occur at onetime, or the invoice amount may be divided, depending on
the contract billing cycle—yearly, quarterly, monthly.

Contract Maintenance
User Menu Edit Queue Options Help
Number: 210 Customer: 1001000 Bill To: 1001000 End User: 1001006 |
MNon-Taxable: 2, 520_00 Line Total: 2,400 00
Taxable: o_o00 Additional Chaiges: 12000
Tax Date: 07/01/96 Discount: 000
Currency: USD Service 10 B o0_00
Freight [20 - oo
Special l? B 0.00
1 0.00% 2 0.00% 3 0.00% Total Tax: 0.00
0.00 0.00 0.00 Total: 2.520.00
o_00 0_00 o_00
Cr Initials: Print Contract: yes AR Account: 1200
Credit Card:
Aclion Status:

Cr Initials, Credit Card. Optional user-defined codes defined with
Generalized Codes Maintenance.

Action Status. If the customer is on credit hold, HD displaysin the
action status field. The effect of this status depends on On Hold
Service Leve in the Service Management Control File.

Print Contract. Defaults from Print Sales Contracts in the Contract
Control File. Indicates whether the contract should be printed.
Contract Print includes only contracts with a Yesin thisfield and sets
the flag to No when it completes successfully.

AR Account. Defaults from the customer bill-to record associated
with the contract and indicates the GL account code recording
accounts receivable amounts. When you post an invoice, the system
debits the total invoice amount, including add-on charges and taxes,
to this account.

Fig. 8.14
Contract
Maintenance
Trailer

» See “Contracts
and Customer
Credit” on
page 247.

Tip

If you want to
reprint a contract,
set this field back to
Yes.

IQAD
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Fig. 8.15
Contract Copy
to Contract
(11.5.13.6)
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Contract Copy to Contract

Rather than entering a contract manually in Contract Maintenance, you
can create a contract by copying an existing one with Contract Copy to

Contract (11.5.13.6).

Contract Copy to Contract
User Menu Edit Queue QOptions Help

Humber: 206

Customer: ssm-1

End User: ssm-1

— Bill-To

General Products Co.
Building 1

320 Peach Grove lane
Los Angeles

usa

CA 03047

End User
General Products Co.
Building 1
320 Peach Grove lane

usA

Los Angeles CA 03047

Start Date:
End Date:

Service Type:
Purchase Order:

10/01/96
03/20/97
5C-1

Start Date: (10501797
End Date: |09/30/98

Hew Number:

Service Type: |SC-1 Update Prices:

Contract Price List:

yes

no

Renew Limits From: [C | Contract

Coov Serial Detail: |ves |

Thisfunction is similar to Renew Single Contract. To be copied, a
contract does not have to be fully billed.

To copy acontract, specify its number in the header. Start Date defaultsto
thefirst of the month following the current end date. The system basesthe

end date on the existing contract’s duration. You cannot set the start date
earlier, since this would cause the items on the contract to be covered
twice.

Service type defaults from the source contract but can be changed. You
can specify a new number for the contract, or the system supplies the next
number.

The Renew Limits From field lets you copy limits from the source
contract to the new contract, or look back at the service type and copy
limits from it. This field defaults from the value specified for the source
contract. If the limits on this contract have been heavily customized, you
may want to preserve them. If you have set up effective dates on the
contract type, you may want to look back at the type to apply the new
limits based on the new contract’s start date.

Use this option in conjunction with the Service Type field for full control
over service limits. If you specify a new service type and indicate that
limits should be copied from service type, the new limits are applied.
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If prices or price lists have changed since you generated the previous

contract, you can have the system update the prices. If you want to update
prices, the system uses either the price list associated with the contract’s
service type (Contract Price List = No) or the one associated with the
contract.

A contract or contract quote can have multiple lot and serial numbers
associated with one line when you use the Serialize option. The Copy
Serial Detall flag determines if the system includes the lot and serial
numbers on the new contract.

» When Yes, numbers are copied to the new contract.

» When No, the system creates aline without lot and serial numbers. In
this case, update the new contract manually, since the system does not
find coverage for lot and serial-controlled items if these numbers are
not specified.

Renewing Service Contracts

Contracts always have start and end dates. To remain in effect, the
contracts must be renewed. There are several ways to accomplish this.

1 Use Contract Maintenance to extend the end date.

2 UseRenew Single Contract (11.5.13.8) to renew a particular contract
that is about to expire.

3 For contracts with Auto Renew set to Yes, use the Renewal Procesy
Report (11.5.13.10) to renew selected ranges of contracts.

4 Copy the existing contract to a new contract with Contract Copy to
Contract (11.5.13.6).

When you use either method 2 or 3, the system verifies that the contract
has been fully billed before it can be renewed.

PO Required

If the customer associated with a contract requires a purchase order, the
system carries over the existing purchase order when contracts are
renewed. If anew PO appliesto the renewed contract, change it manually.

IQAD
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Renewal Numbers

Contracts cannot be renewed to the same number. The system retrieves
the next available number from the Contract Control File, except in cases
where a new number can be supplied.

There are several good business reasons for contracts to be renewed with
new numbers. Renewing to the same number reinitializes the existing
contract. This could easily leave alapsein coverage at the end of the year
between the time the contract was renewed and the beginning of the next
year.

Renewing to the same number also removes historical references to
previous terms and agreements, which may be important in answering
guestions about contractual obligations.

Finally, renewing to the same number invalidates any calls that may
currently reference the contract. A call taken on December 31 should be
serviced under the old terms and conditions—not the ones in effect on
January 1.

Renewal and Limits

» See “Renewal If you have set Contract Limitsto Yesin the Contract Control File and
‘L‘ir;ﬁigf’ggad have made contract coverage levels and limits part of the contract, the
page 239 for contract renewal process accommodates the coverage recordsin two
more details. ways. You can copy limits for the new contract from the old contract with

new effective dates, or the system can look back to the service type for
limits and copy them into the new contract.

Which approach the system takes depends on Renew Limits From on the
contract. Set the default for thisfield in the Contract Control File. If you
renew contracts one at atime, you can modify this field. When you do
batch renewal, the system uses the value associated with each contract
being renewed.

If you have extensively customized limitsin a contract, you probably
want to copy them to the new contract. You can also set up limits on the
service type using effective dates and then have the system apply the
coverage records effective for the new contract duration by referencing
the service type.

M QAD
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Renewal and PM Schedules

When you renew a contract with a PM schedule, the system calculates a
schedule for the next coverage period, just asit did when the contract was
created. If Create PM Callsis Yesin the Contract Control File, the system
creates the first call on the schedule. If you are renewing alarge number

of contracts, a corresponding large number of callsis added to the system.

Control the creation of calls by setting Create PM Callsto No and using
the Call Generator to create scheduled calls for specified time ranges.

Service Types and Prices

When you copy or renew individual contracts, you can specify anew
service type to be used. If you do, the system loads the new value into the
header of the new contract and into any lines that matched the header. If
the service type on aline did not match the contract header, it is not
changed. You can also copy limits from the new service type by
specifying Sin Renew Limits From. New lines added to the new contract
will use the new service type by default.

You can update pricing during renewal. Use this option by itself or in
combination with a changed service type. The pricelist for recalculating
prices can be on the service type or on the source contract. The system
uses the start date of the new contract when it searches for effective
prices.

» See “Generating
PM Calls” on
page 366 for
details on the Call
Generator.

IQAD
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Renew Single Contract

Use Renew Single Contract (11.5.13.8) to renew one fully billed contract.

Flg' 816 Renew Single Contract
RmeN Sngle User Menu Edit Queue Options Help
Contract B
(11.5.13.8) Number: 300 Customer: 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 A7 85028 Phoenix A7 85028
United States of America United States of America
Start Date: 12701796 Start Date: (12701797
End Date: 11730497 End Date: |11730/98 New Number:
Service Type: AC Service Type: |AC Update Prices: |ves
Purchase Order: I Contract Price List: |no
Renew Limits From: |[C ~ Contract
Copy Serial Detail: |yes ‘

To renew a contract, specify its number in the header. The new start date
defaults to the first of the month following the current end date. The

system bases the End Date value on the existing contract’s duration.
Service Type also defaults from the existing contract but can be changed.

Renew the contract with a new number. If you leave New Number blank,
the system uses the next available number. If prices or price lists have
changed since you generated the previous contract, you can ask the
system to update the prices. Renew Limits From defaults from the source
contract, but you can change it. You can also copy serial detail associated
with a contract line. This is typically set to Yes during renewal.

M QAD
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Renewing Contracts Automatically

If Auto Renew is Yesin Contract Maintenance (11.5.13.1), you can renew
contracts automatically with Renewal Process/Report (11.5.13.10).

Renewal Process/Report
User Menu Edit Queue Options Help

— Selection Criteria

Number: To: |
End User- To:
Customer- To:

Language: To:

Expiring from: (02714797 To: (04715797

Print Report: |no

Renew Contracts: [no

Create Quotes: |no

Update Prices: |no
Form Code: |1
Company Address:

Master Reference:
Type:
Copy Serial Detail: |yes

Based on date ranges or other selection criteria, you can perform multiple
functions with this program:

« Print reports showing the contracts that will expire within arange of
dates.

- Automatically create quotes based on existing contracts, optionally
updating prices. You can then mail the printed quotes to the customer
or end user for approval and release approved quotes to contract. You
can include arenewal letter by setting one up in the master comments
and specifying the master reference when quotes are generated.

Quotes are created with an Action Status of A. Thisindicates that the
quote was created through automatic renewal and preventsit from
being released to a contract before review. To release the quote to a
contract, remove the A from the Action Status field.

« Automatically renew contracts with auto renew set to Yes, optionally
updating prices.

Figure 8.18 illustrates two methods for renewing contracts, one using
quotes and one going directly from contract to contract.

Fig. 8.17
Renewal Process/
Report (11.5.13.10)

Tip

Define the default
for Auto Renew in
End User Address
Maintenance
(11.9.2).

IQAD
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Fig. 8.18
Renewing
Contracts

Tip

To ensure
consistent results,
execute the report
function first and
review the output
before attempting
to create quotes or
renew contracts.
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Renew by Creating a Quote

Run Renewal Process/

Report. Renew Contracts = No
Create Quotes = No
Update Prices = No

Evaluate list of contracts to I

identify those needing
negotiation for renewal.

v

Update contract price list.

v

Run Renewal Process/

Renew Automatically

Run Renewal Process/

Report. Renew Contracts = No
Create Quotes = No
Update Prices = No

identify customers who will

Evaluate list of contracts to
receive automatic renewals.

v

Update contract price lists.

v

Report.

Renew Contracts = No
Create Quotes = Yes
Update Prices = Yes

release it to a new contract.

Accept new quote and I

Run Renewal Process/

Report. Renew Contracts = Yes
Create Quotes = No
Update Prices = Yes

Renewal Process/Report resets the start and end dates on the contract, so

the start date is the day after the expiration date of the original contract.

The end date defaults from the service type’s duration. The billing process
continues as usual, using the new dates. Contracts are always renewed
with a new number. The system retrieves the next available number from
the Contract Control File.
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Contract Delete/Archive

You can archive and delete fully billed, expired contracts from the system
when they are no longer needed. By setting Contracts to No, the del ete/
archive can also include quotes that have expired.

Contract DeletefArchive Fig- 8.19
User Menu Edit Queue Options Help Contract Delete/
' (22 | Archive
— Selection Criteria (1151323)

Humber: To:
End User: To:

Date: |12/31/95
Contracts: |yes
Delete: |yes
Archive: |ves

Archive File

Clear I Print I | Exit

\F1:Help F2-Go ESC=End Ctrl-X=Cut Ctrl-C=Copy Ctl-¥=Paste

Contract Quotes

MFG/PRO enables you to create service quotes as a preliminary step in
creating a contract. Contract quotes are the same as service contracts,
except they are not yet effective. Create and maintain quotes in Contract
Quote Maintenance (11.5.1.1), which functions exactly like Contract
Maintenance with the exception of one additional prompt.

A pop-up window displays with afield called Release to Contract. If you
specify No to this prompt, the quote cannot be released until you change
this flag in Contract Quote Maintenance.
Just like contracts, quotes can be created in multiple ways:

 Entered manually in Contract Quote Maintenance (11.5.1.1)

» Generated from an existing service quote with Contract Quote Copy
from Quote (11.5.1.6)

» Generated from an existing service contract with Contract Quote
Copy from Contract (11.5.1.7)

Once aquoteis finalized, you can release it as an active service contract.
Until released, it is only aworking document and has no financial impact.

IQAD
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Releasing the Quote

After you create a service quote, you can release it to a contract using
Contract Quote Release to Contract (11.5.1.5), aslong as Release to
Contract is Yesin the quote header. You can release a contract quote only
once.

When a quote is released:
 The system updates the quote with the contract number created.

» The new contract references the guote number.

- If aPM schedule exists for the header or lines of the quote, itis
copied to the contract. If Create PM Callsis Yesin the Contract
Control File, the system also creates the first call.

A number of conditions cause errors during the release process:

- If any quote line overlaps an existing contract, the quote cannot be
released. Since the quote is being released to a contract asawhole,
you need to make a decision about the structure of the entire contract
asit relatesto theline in question.

A quote cannot be released if it has a non-blank Action Status.

 If OnHold Service Level is2 in the Service Management Control
File and the customer on the quoteis on credit hold, an error displays.

- If you defined the customer or end user on the quote asrequiring a
purchase order, one must be specified before the quote can be
released.



CHAPTER 9

Service Contract
Billing

Contract billing does not actually take place in the Service/Support
Management module. Instead, a special billing release to invoice
function turns billing and service contract cash flow over to standard
sales order and GL functions. This means that contract sales only
update GL accounts during invoice post.

Service/Support doesinclude a method for correcting service billings
and specifying how you want to bill for service. It also provides
specialized reports for contract billing information. This chapter covers
these billing functions and the procedure for releasing a contract billing
to invoice.

Control File Settingsand Billing 282
Billing Release to Invoice 287
Reprinting an Invoice 289
Correcting a Billing 290

Financial Reportsfor Contracts 293
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» See Chapter 23,
“Control Files,”
for complete
information on
control file
settings.

Fig. 9.1
Service Contract
Billing Frame
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Control File Settings and Billing

Like most other service functions, contract billing can be approached in
more than one way. The Contract Control File affects contract billing and
you can tailor it to the needs of your business organization. Severa
important settings are discussed here.

How you hill for service depends on how you have designed your service
contracts. Consider these two questions:

» How often do you need to bill your customers for service contracts?
Do you hill quarterly? Monthly? The answer depends largely on the
prices of your service contracts. If a one-year service contract costs
$250, isit worth breaking up the total into smaller monthly
payments? What if the contract costs $24,000 a year? Are your
customers willing to pay that amount in a single payment?

« Do you want to hill in advance of service or in arrears? Thetrend in
aftermarket sales support isto pay in advance of service. Thisistrue
because companies typically like to receive revenue before
committing to service. Often the sale of the service contract coincides
with the sale of a product. However, customer relationships may
dictate another approach where the bill isissued at the completion of
the billing cycle, rather than at the beginning.

Use the Service Contract Billing frame of the Contract Control Fileto
implement the decisions you make regarding these kinds of questions.

Contract Control File

User Menu Edit Queue Options Help

. Service Contract Billing
Generate Mo Charge Lines: |yes Print No Charge Lines: |pes
Bill Arrears: [no Default Billing Cycle Code: [MO |
Period Based Billing: |yes Start from Warranty: |yes
Prorate Partial Periods: |pes Copy Contract User Fields: |pes

Display Contract Accounts: [no
— Billing Control File

Last Due Date Billed: 06730497
Last Cycle Billed:
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Billing Cycles

You bill some contracts monthly, some quarterly, and some annually. To
identify different billing cycles, create and maintain codesin Billing
Cycle Code Maintenance (11.5.18.1).

Billing Cycle Code Maintenance
User Menu Edit Queue Options Help

7]

Cycle: '\_Iﬂ

Desc:
Oty to Bill:

The Qty to Bill value must be a whole number representing a number of
months. When a contract is released to invoice with this billing cycle, the
system calculates the invoice amount by multiplying the unit price by the
number of units covered, and then multiplying this amount by the number
of service periodsin this billing cycle (Qty to Bill).

Example For aquarterly billing cycle code, set Qty to Bill to 3, billing
three months of service each quarter.

Specify adefault billing cyclein the Contract Control File. This value
supplies a default when contracts are created but can be modified in
Contract Maintenance.

You can delete abilling cycle code only if it isnot currently referenced by
any service contracts or quotes.

You can use the hilling cycle as a selection criterion in Billing Release to
Invoice (11.9.13), illustrated in Figure 9.3. However, it is best to bill all
cyclestogether. Enter adate in the Contracts Due Until field. Select adate
greater than or equal to the date to be billed.

Fig. 9.2

Billing Cycle Code
Maintenance
(11.5.18.1)

IQAD
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Fig. 9.3
Selecting aBilling
Cyclein 11.5.18.13
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Billing Release to Invoice
User Menu Edit Queue Options Help

=
— Selection Criteria
Contracts Due Until: (06730796 Last Due Date Billed:
Date Last Billed:
Service Contract: To:
Customer: To:
This field is Next Sales Order: 50000300
Billing Date: |06/17/9¢
norma”y left Billing Cycle: ||
blank, but you Audit Only: [yes
can create Check Detail: no
inVOiCeS Print Report: |no
based on the
- Clear I Print I ‘ Exit
billing cycle.

Period Based Billing

When this flag is No, the system creates contract invoices for periods—
determined by the billing cycle—that begin with the contract start date.
With this setting, the system bills a year-long contract with a start date of
1/15/97 and a monthly billing cycle on 1/15/97, 2/15/97, 3/15/97, etc.
This example assumes Bill in Arrears is No.

If Period Based Billing is No, the system takes into account the length of
the month when the contract start date is at or near the end of a month. For
example, the system bills a contract that started on 1/31 on 1/31, 2/28
(except leap years), 3/31, and 4/30. A contract starting on 4/30 would be
billed on 4/30 and 5/31, not 5/30, since the system knows that 4/30 is the
last day of the month for April, corresponding to 5/31 in May.

When Period Based Billing is Yes, the system invoices on the first day of
the calendar month regardless of the actual start date of the contract. In
the previous example, invoicing occurs on 2/1/97, 3/1/97, and so on.

Prorate Partial Periods

Prorate Partial Periods determines how the system handles partial periods
that do not fit into a monthly cycle. In the previous example, if this flag is
Yes, the system generates a separate invoice for the period of

1/15/97 - 1/31/97. From that point on, invoicing is synchronized with the
first of the month: The system creates a prorated invoice again at the end
of the year for the period 1/1/98 - 1/14/98.
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If Prorate Partial Periodsis No, the covered days that do not fit cleanly
within amonth are essential ly given away. If you want to ensure complete
invoicing, set Prorate Partial Periodsto Yes.

Partial billing periods can result when Period Based Billing is Yes, but
they may also occur if contract start and end dates do not follow monthly
cycles. For example, if Period Based Billing is No and you have a
contract from 1/22/97 to 4/05/97, the system bills for two full months
from 1/22/97 to 2/21/97, and 2/22/97 to 3/21/97. Thisleaves 15 days of
coverage.

The price for coverage isin terms of monthly units. To determine the
price for anumber of days less than a month, the system uses the number
of daysin the month of the last coverage day. In the previous example, the
last day of coverageis April 5. April has 30 days. So the prorated priceis
15 divided by 30, resulting in .5 months. If the last day of coverage was
May 5, the calculation would use 31 days and have a dightly different
result.

Header and Line Periods

The header start and end date determine the billing periods for a contract.
The system then attempts to fit each line within the periods defined by the
header. If a contract line begins or ends on a different day than the
contract header, this can result in partial periods for the line that are then
either dropped or prorated, depending on the control file settings.

For example, a contract has header dates of 1/15/97 to 3/14/97 and a
monthly billing cycle. Period Based Billing and Bill Arrears are both No.
The billing periods for the contract would be 1/15-2/14 and 2/15 to 3/14.
The system bases line item billing on the same periods.

The first line item on the contract has start and end dates of 2/1 and 2/28
respectively. The system billsthis as two partia periods using the header
billing periods. The system bills line coverage for 2/1-2/14 in the first
period and coverage for 2/15-2/28 in the second period. If Prorate Partial
Periodsis No, thisline would generate a 0 invoice amount during both
periods, even though it appearsto be for a month.

285
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Fig. 9.4

Settingup a Service
SO Prefix in
11.5.24
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Billing in Arrears

Contracts are billed in arrears on the day following the end of each hilling
cycle. For example, if you have a contract on a monthly cyclethat is
billed in arrears and the first period is 1/1/97 to 1/31/97, the invoiceis
generated on 2/1/97, the first day of the next monthly billing cycle.

Set a default value for bill in arrears in the Contract Control File. The
system uses this setting for each new contract. You can change it.

Note Default Billing Cycle Code and Bill Arrearsin the control file
provide default values for the same fields on each contract. The value of
Period Based Billing and Prorate Partial Period is read directly from the
control file. If you change these after contracts are billed, future billing
amounts and the Contract Cash Flow Report can be affected.

Service Sales Order Prefix

When you release a contract to invoicing, the system creates a sales order
you can print and post using the Sales Orders/Invoices module. Itis
usually best to set up a prefix and even adifferent number range for
service contract sales orders. This helps distinguish them from standard
sales orders. Do this by specifying values for Service SO Prefix and Next
Service Sales Order in the Contract Control File (11.5.24).

Contract Control File
User Menu Edit Queue Options Help

. Service Contract Control File
Ln Format 5/M: single Buote Prefiz: @
Use_ these Print Service Contracts: yes Mext Service Quote: 102
settings to Company Address: 10000000 Contract Prefix: S
control the Service Header Comments: no Next Service Contract: 213
number used Sernice Line-& Service 50 Prefix: 5
Keep Contract History: yes Create PM Calls: yes
by the SyStem Contract Site: 10000 Contract Limits: ypes
for contract Renew Limits From: C  Contract
inVOiCeS Record Limits History: no

| Next Service Sales order: I |

In this example, the Service SO prefix is S, and the next service sales
order number is 00300.
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Billing Release to Invoice

Use Billing Release to Invoice (11.5.18.13) to generate sales orders that
serve as pending invoices for selected service contracts. Billing cycle
codes control when a given service contract generates a pending invoice.
Do the actual invoicing of service contracts in the Sales Orders/Invoices
module.

Fig. 9.5
senvice Confract Billing Cycle Flow

$50.00/Month
P e —

Billing Sales
Relea§e to Order
Invoice

Invoice
Print

Billing
Rel to <—| Errors
Invoice

Invoice
Post

SO Updates,
AR,
Commissions

i Billing
Credit memo to
AdiustAR | 4] Date «{ Erors )

Correction

Each time a service contract is billed, MFG/PRO updates the Last Bill, Tip

Next Bill, and Coverage dates for the contract and each lineitem. It also :ji';gfs g@g’}ﬂ

maintains a transaction history (1SS-SO). the Contract
Control File,

Before executing this function, perform an audit run by setting Audit ORD-SO transac-
tionsare also

Only and Print Report to Yes. This creates areport listing contracts that
would be selected, without updating them. When you have verified the
service contracts and billing, you can re-execute the function to generate
the pending invoices.

maintained.

The amount to invoice is based on the service contract price and hilling
cycle. Prices on the service contract line items are stated as the price of
service coverage for one installed unit for one month. The system
calculates the amount to invoice by multiplying the line item price by the

IQAD
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Fig. 9.6

Billing Release
to Invoice
(11.5.18.13)
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number of units covered, then multiplying this amount by the quantity to
bill for this billing cycle.

To indicate that the contract has been billed, this function updates the
Coverage and Last Bill fields on the contract header and detail, and the
Next Bill field on the header.

Billing Release to Invoice
User Menu Edit Queue Options Help

— Selection Criteria

Contracts Due Until: |06/30/96 Last Due Date Billed:

Date Last Billed:

Service Contract: To:
Customer: To:

Next Sales Order- 50000300

Billing Date: |06/17/96
Billing Cycle: |
Audit Only: |yes

Check Detail: |no
Print Report: [no

Clear I Print I | Exit

|F1:Help F2=Go ESC=End Ctrl-¥=Cut Cul-C=Copy Ctil-¥=Paste

Contracts Due Until. This date serves as the cut-off date used to
determine the last day of the billing period. Any contract with this
start date or an earlier one is a candidate for invoicing based on its
billing cycle code.

Last Due Date Billed and Date Last Billed. These fields are output
only. Date Last Billed is the date the Billing Release to Invoice was
last run. Last Due Date Billed is the date that was previously in the
Contracts Due Until field. Whenever you run the release program, the
system updates these dates.

Service Contract and To. Beginning and ending numbers determining
the range of contracts to be billed.

Customer and To. Beginning and ending dates determining a range of
contract dates to be billed.
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Next Sales Order. An output-only field indicating the sales order
number to be generated if Audit Only is No. Set up this number in the
Contract Control File.

Billing Date. Defaults from the current date and becomes the sales
order date for any invoices generated. Used by Billing Reversal
Maintenance as Contracts Billed date.

Billing Cycle. Must be avalid billing cycle set up with Billing Cycle
Code Maintenance. If you specify avalue here, the system includes
only contracts with this billing cycle in this execution of Billing
Releaseto Invoice. If thisis blank, the system includes all cycles.

Audit Only (Y/N). Setting Audit Only and Print Report to Yes gives
you areport of what will be billed but does not generate any
transactions.

Check Detail (Y/N). To check all contract detail records, set Check
Detail to Yes. Check Detail looksfor back-billed items. Use thiswhen
you add aline item after you hilled a contract for the current period.

Reprinting an Invoice

Carefully manage the invoice print processin MFG/PRO since you do not
want multiple copies of an invoice sent to a customer by mistake. Two
flags on the invoice manage this process. Ready to Invoice and Invoiced.
For anew invoice, Ready to Invoiceis Yes and Invoiced is No.

The invoice print function examines these flags. Only invoices with
Ready to Invoice set to Yes are printed. When the print function

compl etes, the system switches these flags so Ready to Invoiceis No and
Invoiced is Yes.

Occasionally you need to reprint an invoiceif, for example, it is destroyed
or damaged in processing. To alow reprinting, you can edit these fieldsin
Pending Invoice Maintenance for standard sales order invoices. For

contracts, use Contract Invoice Reprint (11.5.18.15) to reprint the invoice.

Tip

If you want to
differentiate
contract billing
from other sales
orders, set them up
with a unique sales
order prefix in the
control file.

IQAD
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Fig. 9.7

Contract Invoice
Reprint
(11.5.18.15)
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Contract Invoice Reprint
UserMenu Edit Queue Options Help

— Selection Criteria

Invoice Humber: || o

Print Lot/Serial Humbers Shipped: |no
Print Features and Options: |no

Company Address: | 10000000

Form Code: |1

Include Invoices: |yes

Include Credit Invoices: |ves

Message:

Clear I Print I ‘ Exit

|F1=Help F2=Go ESC=End CtlX=Cut Ctl-C=Copy ChlV=Paste

Select invoices to include by number range. You can reprint only invoices
that have not been posted.

Correcting a Billing

You cannot use Pending Invoice Maintenance (7.13.1) to correct invoices
generated through contract billing. Thisis because an incorrect invoice
reflects an incorrect contract, and you must fix the contract in the Service/
Support module.

Service/Support Management offers two paths for correcting billing
errors: one before contract invoices are posted to Accounts Receivable
and one after.

- If you have not printed and posted the invoice, use Billing Reversal
Maintenance (11.5.18.18) to deleteit.

- If you have posted the invoice, create amanual credit and use Billing
Date Correction (11.5.18.19).

Each time you bill a service contract, MFG/PRO updates the Last Bill,
Next Bill, and Coverage dates for the contract and each line item. If a
contract has been billed in error, these dates must be reset. Billing Release
to Invoice uses Next Bill Date to determine which contracts are eligible
for billing. Reverse the Next Bill Date value for an incorrectly billed
contract so it can be re-released to invoicing.
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Correcting an Unposted Invoice

If you have billed a contract in error and the invoice has not been posted,
use Billing Reversal Maintenanceto reverse the effects of the billing. This
program del etes the pending invoice and generates an audit trail in the
transaction history file.

The reversal process resets most hilling dates for the contract, including
the Coverage date on both header and line items and the header Next Bill
date. The Last Bill date is not reset; thisis an information field that
indicates when the last billing activity took place.

To correct an unposted invoice, follow these steps:

1 UseBilling Reversal Maintenance to delete the pending invoice
and reset most hilling dates.

2 Use Contract Maintenance to correct the e ements of the contract that
arein error, such as price, quantity, or billing cycle.

3 UseBilling Release to Invoice to re-rel ease the contract to billing.

Figure 9.8 illustrates Billing Reversal Maintenance.

Billing Reversal Maintenance Flg- 9.8
User Menu Edit Queue Options Help Bl”lng Re\/ersa|
Maintenance
(11.5.18.18)
Contracts Billed: Last Due Date Billed: 06730797
Date Last Billed: 06711736
Service Contract: To:
Customer: To:
Billing Date: |06/21/9¢
Billing Cycle: | |
Audit Only: [yes
Report: |yes Output:

Batch ID:

Use this function to reverse arange of invoices selected by contract
number, customer, or billing cycle. The Contracts Billed field isthe
critical selection criterion; this must match the billing date of the contracts
to be reversed.

Execute this function first with Audit Only and Report set to Yesto
review the potential impact of the reversal before you perform it.

Contracts Billed. The billing date of the pending invoicesto be
reversed. Set this date to match the Billing Date value used when you

IQAD
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ran Billing Release to Invoice for these contracts. Otherwise, the
system selects no data.

Last Due Date Billed and Date Last Billed. These fields are output
only. Date Last Billed is the date Billing Release to Invoice was last
run. Last Due Date Billed is the date you previously entered in the
Contracts Due Until field. Whenever you run the release program, the
system updates these dates.

Billing Cycle. The service contract billing cycle for billsto be
reversed. If you specify aBilling Cycle, Billing Reversal
Maintenance selects invoices only for this billing cycle code. If
Billing Cycle is blank, the system processes all billing cycle codes.

Billing Date. The default is the system date. The system uses Billing
Date asthe Effective Date value in transaction history. No selection is
based on this date.

Correcting a Posted Invoice

If you billed a contract in error and have posted the invoice, you can use
Billing Date Correction (11.5.18.19) to reset the billing dates on the
contract header and contract line items.

Important The financia impacts of service functions are managed
outside the Service/Support module. You must correct the billing itself by
issuing a credit invoice or memo to negate the incorrect invoice amount.

Billing Date Correction works on one service contract at atime. You must
manually correct each contract posted incorrectly. To prevent lengthy
corrections, establish procedures and verify service contract invoices
before you post them. Do this by executing the rel ease function with
Audit Only and Print Report set to Yes before creating the service sales
orders.

To correct a posted invoice, follow these steps:
1 UseBilling Date Correction to reset the billing dates.

2 Manualy generate a credit invoice to eliminate the wrongly posted
invoice with Pending Invoice Maintenance (7.13.1), then print
(7.13.3) and post it (7.13.4).
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3 Use Contract Maintenance to make any necessary changesto the
contract.

4 Use Billing Release to Invoice to re-rel ease the contract to billing.

Figure 9.9 illustrates Billing Date Correction (11.5.18.19).

Billing Date Correction Flg . 9.9
User Menu Edit Queue Options Help B|”|ng Date
Correction

Number: 22 Customer: 100-h End User: 100-h1 | (11'5' 18' 19)
 Bill-To End User

Lake Regrigerator Co. Lake Distributors

321 South Lake Stieet 11200 Wilshire Blvd

Building 47 Suite 215

Los Angeles Ca 93122 Los Angles CA 912218

usa usa

. Service Header

Start Date: 05/31/98 Last Bill: Coverage: [05/31/9%

End Date: 06729799 Heat Bill: |05701798 Bill Arrears: no

Once you select a contract to modify, the system fillsin the other fields
with current data from the contract record. You can modify billing dates
for both the header and line items on this contract. The contract start and
end dates, however, can only be changed in Contract Maintenance.

Financial Reports for Contracts

Two reports are provided for obtaining financial information about
contracts.

» The Contract Cash Flow Report enables you to see what kind of
incoming cash to expect from service contract billings.

» The Contract Deferred Income Report enables the service accountant
to determine, for any given base date, the deferred or accrued income
amount for any invoiced contracts.

IQAD
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Fig. 9.10

Contract Cash Flow
Report
(11.5.13.21.1)
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Contract Cash Flow

Figure 9.10 illustrates the Contract Cash Flow Report.

Contract Cash Flow Report
User Menu Edit Queue Options Help

— Selection Criteria
Customer: | i To:
Service Type: Tao:
Billing Cycle:
Start Date: |06/2a/9¢
Day/wWeek/Month: W
Per Column: |1
Currency:
Clear I Print I | Exit
‘F1=Help F2=Go ESC=End Chl-X=Cut Ctrl-C=Copy Ctrl-¥=Paste

Select contracts to include by Customer, Service Type, and Billing Cycle.
The Start Date value represents the beginning date in the first of six dated
columns. The report is sorted in contract number sequence. Only
contracts for end users related to the customer selection display.

Thelevel of detail of the output is based on the choice for Day/\Week/
Month. The Per Column field enables you to specify how many of the
grouping choices (D/W/M) should appear in each of the six dated
columns. Currency defaults from base currency but can be modified.

Thereport includes columnslabeled Prior and Future. These represent the
amount of cash flow for contract periods prior to the start date and for the
balance of the contract in future periods.

Contract Deferred Income Report

The Contract Deferred Income Report provides information about
deferred and accrued income for invoiced contracts. This may not apply
to monthly contracts; it is more significant for quarterly and annual
contracts billed in advance.

When you receive the payment for the entire period in advance, you can
record only asmall portion as income. Record the balance, via ajournal
entry, into aliability account. Since you still owe the coverage for the
future, you cannot declare it as actual income.
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The deferred income report enables the accountant to take a periodic look
at service contracts to determine how much revenue they must accrue,
and how much they can record, viaajournal entry, as actual income.

Figure 9.11 illustrates the Contract Deferred Income Report
(11.5.13.21.2).

Contract Deferred Income Report
User Menu Edit Queue Options Help

— Selection Criteria

Customer: || F To:
Service Type: Tao:
Billing Cycle:

Base Date: (06/2a/96
Cunrency:

| Clear I Print I | Exit

\F1:Help F2-Go ESC=End Ctrl-X=Cut Ctrl-C=Copy Ctl-¥=Paste

Sdlect contracts for reporting based on customer, service type, and billing
cycle. Base Date defaults from the system date. It is used to determine the
number of days of contract coverage that have already been provided.
Figure 9.12 illustrates a sample report.

fssarp07.p a 11.5.13.21.2 Contract Deferred I ncome Report 07/ 01/ 96

Base Date: 07/01/96

Contr act End User Curr Cyc Begin End Next Bill Billed Realized Deferr
110 00000001 usd Yr 05/01/96 04/30/97 05/01/97 1476 250 122
Report Total : 1476 250 1

* Report includes Al Service Types

Contract 10 has one item, for amonthly amount of $123.00. The total
billed for this contract is $1476.00, 12 monthsin advance. Thisis
indicated by the YR hilling cycle code—Cyc column on the report.

Fig. 9.11
Contract Deferred
Income Report
(11.5.13.21.2)

Fig.9.12
Sample Deferred
Income Report

The contract begins coverage on 05/01/96 (Begin) and ends coverage on
04/30/97 (End). Using 07/01/96 as its base date, the Start Date specified

when the report was run, the report program performs the calculations

listed in Table 9.1.

IQAD



296 MFG/PRO USER GUIDE — SERVICE/SUPPORT MANAGEMENT

Table 9.1
Calculating
Deferred Income

Table 9.2
Deferred Income
Amounts
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Calculated Amount Results

Contract Total Amount = | Billed

Billed / 365 days = Daily Amount

Covered Days = Base Date - Begin Date
Redlized = Covered Days x Daily Amount
Deferred = Billed - Realized

Using the actual values from the sample report, Table 9.2 shows the

calculations.
Calculated Amount Results Actual Amounts
Contract Total Amount = | Billed 1476.00
Billed / 365 days = Daily Amount 4.04
Covered Days = Base Date — Begin Date 182 -94 =62
Realized = Covered Days x Daily Amount 4.04 * 62 = 250.00
Deferred = Billed — Realized 1476.00 — 250.00




CHAPTER 10

PM Scheduling

You create and maintain service contracts for preventive maintenance
just like any other service contract. However, preventive maintenance
involves some unigque issues. This chapter reviews service contracts
from the perspective of these specia requirements.

Business Background 298
Setting Up PM Scheduling 298
Scheduling Dates 301

Creating PM Calls - 302
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Business Background

Preventive maintenance (PM) is managed service that attemptsto prevent
breakdown or serious problems with an item. In preventive maintenance,
calls are created according to a predetermined, regular schedule.

During the PM call, a service technician performs services on an item
dready in theinstalled base. These services typically involve cleaning,
diagnostic checking, and replacement of consumable items such asinks,
lubricants, toner cartridges, and high failure parts. Preventive
maintenance is essential in some industries, such as aircraft maintenance,
and has become standard in others, such as business copiers.

Without preventive maintenance, the traditional service contract is more
or less an insurance policy, an agreement protecting the customer when
something goes wrong with a product. With preventive maintenance, the
service contract becomes a tool for managing an ongoing service
relationship involving regular service engineer visits. Service contractsin
MFG/PRO offer full preventive maintenance scheduling.

Setting Up PM Scheduling

Preventive maintenance scheduling is part of Contract Maintenance
(11.5.13.1) and requires anew or existing service contract. Scheduling
can take place for the contract as awhole, for individual line items on the
contract, or for some combination of the two.



Contract-Wide Schedule

PM SCHEDULING

Figure 10.1 illustrates the header Visits field in Contract Maintenance.

A nonzero
value for
Visits
indicates a
contract-wide
schedule.

User Menu Edit Queue Options Help

Contract Maintenance

Number: 213

Customer: 1001000

End User: 1001005
Service Type: SC-1

Bill To: 1001000

— So0ld-To

Reliable Central Purchasing

End User
Great Northern Reliable

Attention: Accounts Payable Building 14
300000020 Century Blvd 310 Shoreline Ave
Los Angeles CA 839000 Seatle WA 98431
United States of America USA
Hold Contract: Inn Type:
Bill Arrears: |yes Cancel Date: F ) Project:
Auto Renew: [no Neat Bill: Renewed From:
Summarize: ]nn_ Coverage: 07/01/96 Renewed To:
Visits: ]-1|_ Quote: Renew Limits From: E Contract

To create a preventive maintenance schedul e that applies to the contract
asawhole:

1

Specify anumber of visits on the contract header. A nonzero valuein
this field activates scheduling. The number of visits indicates the

number of times during the service contract’s duration that PM visits
will be made to the end-user site. After you complete line item entry,

a Contract PM Schedule window appears, displaying the proposed

dates for the PM visits.

If you do not specify header visits, you can still generate PM
schedules for individual contract line items.

Set the PM Item field to Yes for the items on the contract requiring

299

Fig. 10.1
Fillingin Visits
in Contract
Maintenance
(11.5.13.1)

visits. This field defaults to Yes if Days between PM is any nonzero

value for the item in the Service Item Maintenance (11.3.7). When the
system creates a PM call, it includes all items with PM Item set to Yes
as line items, unless they already have individual schedules.

Note If you create a contract-wide schedule and none of the items on the
contract have PM Item set to Yes, you can still create a call for the first
visit, but it will not have any line items. This can be useful if you want to
generate general follow-up calls at specific intervals.

IQAD
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Fig. 10.2

Setting PM Item to
Yesin Contract
Maintenance
(11.5.13.2)

Fig. 10.3
Generating aLine
Item Schedule

M QAD

Scheduling Visits for a Line Item

The PM Item field in Contract Maintenance must be Yesto set up
preventive maintenance schedules for individua line items. Thisfield
defaultsto Yes if Days between PM is any nonzero value for theitemin
Service Item Maintenance (11.3.7).

= Contract Maintenance ﬂ!
User Menu Edit Queue Options Help
| = 3 f
| Number: 213 Customer: 1001000 End User: 1001005 Ln Format 5/M: single
Ln Svc Type Item Item Qty Serial Met Price
1 S5C4 10-10000 1.0 4487667423 100_00
Serialize: Ref: | Taxable: |no 1
PM Item Billed Count: 0.0 Comments: |no Cost: |285.50
activates Start Date: [07/01/96 Product Line: [1000 Disc % 0.00%
Scheduling for End Date: (06730797 PH Item: [yes List Price: 10000
. - Price List: SSM1 Extended Price: 1, 200_00
this line. s
Description: | 0ASIS[TM) COOLING 5Y
Service: BASIC SERVICE CONTRAI

A Yesin the PM Item field activates a PM detail pop-up window.

Contract Maintenance
User Menu Edit Queue Options Help

Ln Format $/M: single |

Number: 213 Customer: 1001000 End User: 1001005
Ln Svc Type Item Item Qty Serial Met Price
1 S5C4 10-10000 1.0 4487667423 100_00
Serialize: Ref: o Taxable: no 1
Billed Count: 0.0 Comments: no Cost: 285.50
Start Date: 0701796 Product Line: 1000 Disc %: 0.00%
. . End Date: 06/30f97 PH Item: yes List Price: 10000
Visits is Price List: S5M1 . . _ Fxlended Price: 1,200. 00
nonzero and D nas| Preventive HMaintenance Detail
- Contract Visits: a2
5 . BAS
not the same SIEe

Days Belween PM: 265
as Contract Recommended Visits: 1

Visits. Visits: lT

The Contract Visits field displays the value of the Visitsfield on the
header. If you leave Visits in the pop-up window blank or specify the
same number as the contract visits, no special schedule is created for the
line item. Enter a nonzero value that differs from the Contract Visitsfield
to generate a separate PM schedule for this line item.

To help you determine how many visits to schedule for thisitem, the
system displays the Days Between PM value specified for thisitemin
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Service Iltem Maintenance. Based on this number of days and the duration
of the contract, the system recommends a number of visits.

Table 10.1 summarizes the settings for the PM Item and Visits fields.

Desired Effect PM Item Visits
Exclude item from preventive maintenance No N/A
Include item in contract-wide PM schedule Yes 0 or same as contract header

Generate separate PM schedule for thisitem Yes  Any integer other than

contract header value

Changing an Existing Contract

You can add a PM schedule to an existing contract by changing the
number of visits to a nonzero value. When the system calculates the
schedule, it dividesthe number of visitsinto the remainder of the contract
duration.

Once a schedul e exists, the system does not recalculate it since calls based
on it may aready exist. If you change the number of visitswhen a
schedule already exists, manually adjust the dates.

Scheduling Dates

Preventive maintenance visits are calculated by taking the length of the
contract in days and dividing it by the number of PM visits requested for
the covered item. MFG/PRO then back-schedules the visits starting from
the end date of the contract.

service Confract

Preventive Maintenance
Agreement

I I I | 1
Contract Start March 31 June 30 Sep 30 Dec 31
roe end: 123197

Preventive Maintenance Visit Dates

Table 10.1
PM Item and Visits
Field Settings

Tip

If you add more
lineitemstoa
contract that have
PM Item set to Yes,
the system adds
them to any
existing scheduled
call.

Fig. 10.4
Calculating
Schedule Dates

IQAD
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Thisfigureillustrates a a contract that starts on 1/1/97 and ends on
12/31/97. Four PM visits are requested.

1 The system divides the contract length in days by number of visits.
365/4 = 91

2 Then, starting from the last day of coverage, the system back-
schedules visit dates at approximate 91-day intervals. Thiswould
result in calls scheduled for March 31, June 30, September 30, and
December 31.

Creating PM Calls

Thefirst call in the PM schedule can be created directly in Contract
Maintenance. Or you can manage the process yourself using the Call
Generator.

Control File Setup

Create PM Callsin the Contract Control File (11.5.24) determines
whether the system generates PM callsin Contract Maintenance.

Create PM Calls = Yes

If Create PM Callsis Yes, the system generates scheduled calls
automatically.

» Thecall associated with thefirst date on the PM scheduleis generated
before the PM schedule frame displays. While the entire schedule is
predetermined, only one call is opened at atime.

» The next call is created when a scheduled call is closed. The system
uses the schedul e, based on the number of visits and contract duration
information, to determine the next call's date.

Create PM Calls = No

If Create PM Calls is No, PM calls are not automatically generated. The
system calculates dates and displays the schedule, but does not create the
first call.

M QAD
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Note You can till generate acall from this PM Schedule frame by
selecting a schedule date and pressing Go. The system then prompts you
to create the call.

If you do not create calls during PM scheduling, you normally create
them later with the Call Generator. Using the Call Generator, you can
create all PM calls within arange of dates at one time.

Setting Create PM Callsto No is also useful if you want to use the BOM
type feature, described next. If the system creates the call, you do not
have the opportunity to specify aBOM type.

Using BOM Type

You can set up any number of service BOMsfor asingleitem in Service
Structure Maintenance (11.19.5). Similarly, you can set up multiple
routings in Service Routing Maintenance (11.19.17). Service BOMsllist
the items normally used during a service activity, and the routings list the
stepsto follow.

However, you can associate only one PM BOM and routing with an item
in Service ltem Maintenance (11.3.7). The system usesthisPM BOM and
routing by default when aPM call is created.

You may have slight variations on a standard PM BOM and routing
depending on how often you service the covered item. The BOM type
enables you to create variations of a standard BOM and routing based on
atype code. Set up BOM typesin Generalized Codes Maintenance for the
field sap_bom type.

Contract Maintenance
User Menu Edit Queue Options Help

21 R ED

End User: 1001005 Ln Format 5/M: single

BOM type
code is
appended
to PM BOM
and routing
codes.

‘ Number: 214 Customer: 1001000

Ln Swc Type Item Item Qtp Serial MNet Price

10-10000 1.0 44433872742

PM Schedule for Line: 1
BOM Type Assigned Comments

1 SC1 100. 00

Schedule  Actual Call ID

06730798 |‘|' |KWU |‘|'ear|y Maintenance

Your standard BOM and routing may be dlightly different for an annual
visit, a quarterly visit, or amonthly visit. You can create three BOM

types—A for annual, Q for quarterly, and M for monthly—and associate
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» See “Call
Generator” on
page 365.

Tip

Text entered in the
Comment field on
the PM Schedule
frame before the
call is generated is
used for the call
description.

Tip

Use the BOM Type
if you have more
than one standard
PM BOM and
routing.

Fig. 10.5

Contract Line
Iltem PM Schedule
Frame

IQAD
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» See Chapter 20,
“Service
Structures and
Routings,” on
page 613.

» See “Call
Generator” on
page 365.

M QAD

the appropriate one with the scheduled date. When the call is generated,
the system determines the PM BOM and routing associated with the item
in Service Item Maintenance. Then it appends the BOM type letter to this
code.

Example Serviceitem 113 is defined in Service Item Maintenance with
aPM BOM code of 113-pm and a PM routing code of 113-pm. Now, in
the scheduling frame of Contract Maintenance, you specify a quarterly
BOM type (Q). The system-generated PM call would specify aBOM and
routing code of 113-pmQ.

For this feature to work correctly, the BOMs and routings must have been
created with Service Structure Maintenance and Service Routing
Maintenance.

PM Call Default Values

The system uses the following information to determine the default values
for automatically generated PM calls:

» Call default information for the PM work code, defined in Call
Default Maintenance (11.1.21.10)

+ End-user record
* Service contract type

You can control the way this call is defined by setting up special call
defaults for the PM work code. For example, a separate queue is often set
up for preventive maintenance with its own status codes and escal ation
sequences, if you are using call escalation.

Using the Call Generator

Usethe Call Generator (11.1.8) to create PM callsfor arange of datesand
contracts at one time. The most important advantage of using the Call
Generator to create PM callsisit gives you more control over the calls
open date.

When the system generates calls in Contract Maintenance, the call open
date isthe current system date. In the Call Generator, you can specify a
call open date. The call open date is important because it determines
effective limits and levels of coverage.
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Example You have a preventive maintenance schedule for an item that
has ayearly PM interval. Thefirst call is created from Contract
Maintenance on 7/1/96, setting the call open date. The PM schedule date
(6/30/97) setsthe next event date on the call.

A year later, you dispatch an engineer to perform the PM service. Activity
isrecorded in CAR. The system looks for contract limits effective on the
call open date (7/1/96). If you are using effective dates to provide phased
coverage, the coverage effective when the service is performed may be
quite different from the coverage provided ayear ago. Based on the call
open date, the system finds the older coverage.

Another drawback of creating callsfar in advance is the extraload the
calls place on the system for functions that need to search through the
open calls.

For both these reasons, you may prefer to simply set up PM schedulesin
Contract Maintenance and create the calls closer to when the service
needsto be performed. How frequently you generate calls can be affected
by whether you are using engineer scheduling and how far in advance you
want to schedule engineers.

Scheduling Subsequent PM Calls

305

PM calls are processed in Call Activity Recording like any other service » See “Call Status

calls. To schedule each subsequent PM call on acontract, you must first gggg%%g' o
close the preceding one. Close acall by setting its status to the Close more information
status as defined in the Call Management Control File (11.1.24). When on closing calls.

you close a PM call, the system displays the close date in the Actual date
field in the PM schedule frame.

If Create PM Callsis Yesin the Contract Control Filewhen acall is
closed, the system automatically generatesthe next call on the schedule. It
uses the following values when creating the call:

» The next open date on the PM schedule becomes the new call’s next
status date.

- If specified, BOM type determines the BOM and routing associated
with the call.

» The Assigned Engineer on the PM schedule is associated with the
cal.

IQAD
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« Comments on the PM schedule are used for the call description.
» The open date of the new call is set to the close date of the previous
one.

Note When aPM call is canceled, the next call is generated just asif the
call had been closed.

When aPM cdl for an item in the installed baseis closed, the system
updates the installed base record. This update occurs regardless of the
setting of Create PM Calls.

» Thelast PM date is updated to the call closure date.

» The next PM dateis reset based on the last PM date plus the value of
Days Between PM defined for the item.

M QAD



CHAPTER 11

Call Management

A fundamental concern in service is the management of information
flow between end users and your internal service operations. This
means managing incoming calls. Calls record end-user interaction and
maintain visibility over open problems and support needs. This chapter
introduces calls and their management.

What Is Call Management? 308
Setting Up Calls 312

Creating and Updating Calls 326
Call Maintenance - 336

Call Queue Manager 362

Call Generator 365

Call Satus Changes 369
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What Is Call Management?

A call refersto a unique record of communication between the end user
and the service organization. Each call identifies the end user, the nature
of the problem or request, the urgency associated with that request, and
the products involved.

The actual communication related to the call can take any form: telephone
call, physical visit or service call, electronic mail. The call, in terms of
processing, is arecord kept in MFG/PRO to track activity between the
service organization and the end user, and to generate statistics about this
activity.

Call management handles all kinds of end user input, covering a range of
needs. Thisinput can be classified into three broad categories, indicating
the level of response needed.

« Inquiries. These may be genera questions about availability, releases
of product, or marketing-related issues. Not tracking them can result
in lost business. The callers do not have to be current customers.

 Questions. End users may have specific questions about the product.
Some may be simple; others may require research for an answer, or,
in some cases, reveal deeper issues or design problems that need more
complex responses.

 Service Needs. Usually the primary concern of a service and support
organization is to support the installed base. This may include
installing new equipment, fixing broken equipment, correcting faulty
design, or performing preventive maintenance.

When acall is created, it is created with the ultimate intention of closing
it. Closing a call means the problem, question, or service situation has
been resolved to your standards.

MFG/PRO provides a number of functions that work together to enable a
service organization to:
+ Createcalls
» Maintain visibility over call status
Automatically change call status based on user-defined criteria
» Select an appropriate engineer for the call
Order itemsto service acall
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Record activity—items, labor, expenses—for a call
Create invoices for service activity

Other functions provide alternate ways of resolving calls, such as creating
an RMA, RTS, or service request.

The operation of these functions depends on call setup and control file
settings. These enable each company to tailor the call management
process to their own business needs and requirements.

Setup for Call Maintenance

Call creation can be relatively simple or complex, depending on the
system features you are using. The basic process requires the following:

Implementation decisions about the installed base must be made.

You can create end usersdirectly in Call Maintenance, but at |east one
customer must exist.

At least one service type must exist to provide default coverage. If
you provide warranties or contracts, you must define them. Associate
warranties with service itemsin Service Iltem Maintenance.

Set up codes, including call statuses, call types, and call queues, using
the appropriate maintenance function. In addition, you should define
some generalized codes.

Set up call defaults to streamline data entry during call creation.

Review and define the settings in the Call Management Control File
to reflect your business practices.

To record the service activity required to resolve acall and produce an
invoice, set up the codes required for Call Activity Recording.

Other optional features you may want to set up include service structures
and routings, escalations, areas, and engineers. Figure 11.1 illustrates
functions related to supporting and resolving call.

» See Chapter 2,
“Installed Base,”
on page 21.

» See Chapter 3,
“Service Setup,”
on page 79.

IQAD
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Fig. 11.1
Functions
Supporting Call
Management

M QAD

Call Setup Call Management
Contracts &
-------------- Warranties
' i 2
Installed | CALL CA222 Senlee
i Engineer
Base
' Orders
e e ] Customers & 12/5/98 SR
,.-J ----------- End Users 10:32am Maintenance
| Service | Contract 112 Call
| Structures/ | Activity [
' ; i :
:____RPEEITE_!f___: —— Mr. John Days of Recording call
Universal Boxes Inc.
I IR Codes Queue
| k called to report a problem M.
[ 2 L L call anager
| . | with a strapping machine 2
1 Escalations : (#22167). Invoice |
_____________ Recording call
P I CalllCGodes Escalation
' I Monitor
| Engineers/ | RMA
E Scheduling | Maintenance
i
----------- Areas

[
it = optional

Call Management

Onceacall exists, you use other functions to manage and direct it through
the system. Again, these functions are optional, since acall can simply be
opened and closed. However, to meet the need captured by the call record,
most organizations require a call management process that incorporates
some or all of the features provided by the system.

Since call management covers a broad scope, different chapters cover
different functions. This chapter covers the following main functions.

Call Setup (11.1.21). Definition of cal codes, including statuses, types,
and queues, and creation of call defaults.

Call Maintenance (11.1.1.1). Records calls and assigns service engineers.
Records call information such as queue, status, date and time stamp,
comments, and any other categorization of the call as it moves toward
resolution.

Call Queue Manager (11.1.6). A call monitoring tool that sorts calls by
attributes such as status, assigned-to, and priority. It also enables you to
find acall and edit it directly in Call Maintenance.

Call Generator (11.1.8). This utility enables you to create a number of
callsat once for arange of PM schedules or arange of installed base items
and end users. If you use preventive maintenance scheduling but choose
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not to create calls directly from Contract Maintenance, use the Call
Generator to create them later. Generating calls for installed base items
can be useful in case of a product recall or general upgrade.

The remaining call and call-related functions are covered in other
chapters.

Call Quotes (11.1.1.7). Some service organizations, especially those that
repair large and expensive items, go through a preview process before
creating calls. The call quote functionality supports the creation of quotes
for one or more line items with estimated labor, expenses, and itemsto be
consumed. When the quote is accepted, you can turn it into a call.

Escalation Monitor (11.1.13.13). Call escalation is an automated process
that helps ensure calls are resolved. When enabled, the Escalation
Monitor examines every call in the system and escalates each according
to the set of escalation instructions you attach to the call.

Call Activity Recording (11.1.1.13). Supports recording and tracking the
items, labor, and expenses used in servicing a call. This data formsthe
basis for generating a call invoice.

Call Invoice Recording (11.1.1.15). Call Invoice Recording gives
supervisory personnel atool for reviewing call activity call-by-call and
generating and correcting a pending invoice for the activity.

Service Requests (11.1.15). You can link calls to service requests, which
require longer-term changes to the product design, rather than to an
individual item. Use service requests to relay information from the
support staff to engineering. Repeated calls concerning the same problem
can be handled by a single service request.

Return Material Authorization (11.7.1). A call can be linked for reference
to areturn material authorization (RMA). Thisistypically the case for
items that require a simple replacement. This may occur when the item
arrives in an unusable condition or the wrong item is ordered. If your
organization does not do call billing, you can handle all repairs with work
orders generated from RMAs.

Service Engineer Orders (11.13.19). You can use a Service Engineer
Order (SEO) to order the items required to complete the activity required
by acall. The SEO isthen linked to the call and the items ordered on it
must be consumed in Call Activity Recording or returned to stock.

» See Chapter 12,
“Call Quotes,” on
page 379.

» See Chapter 15,
“Call Escalation,”
on page 511.

» See Chapter 13,
“Call Activity
Recording,” on
page 395.

» See Chapter 14,
“Call Invoice
Recording,” on
page 471.

» See Chapter 18,
“Service
Requests,” on
page 561.

» See Chapter 21,
“Return Material
Authorizations,”
on page 633.

» See Chapter 19,
“Service
Engineer
Orders,” on
page 571.

IQAD
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» See Chapter 16,
“Engineers and
Scheduling,” on
page 523.

» See Chapter 17,
“Area
Maintenance,” on
page 555.

» See Chapter 20,
“Service
Structures and
Routings,” on
page 613.

Table 11.1
Call Setup Menu
(11.1.21)
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Service Engineers and Schedules (11.13). The individuals in the service
organization who are responsible for resolving calls are normally set up as
engineers. Use engineer scheduling functionality to streamline the
assignment of engineersto callsin Call Maintenance. Engineer paging
functionality enables an engineer to be paged when anew call isassigned.

Area Management (11.15). Set up and associate service areas with end
users and engineers to assist in the call scheduling process. You can also
set up default sites by area.

Service Sructures and Routings (11.19). Service structures (BOMSs) list
the items normally required to complete a service activity, and service
routings define the steps or operations that must be taken. If these are
defined, you can specify them on a call and print them on the call as
instructions to the engineer. You can also load them automatically into
Call Activity Recording, greatly streamlining the data entry process.

Setting Up Calls

This section discusses setup issues directly related to calls. call status
codes, call type codes, call queues, call defaults, and call control file
settings. Table 11.1 lists functions on the Call Setup Menu (11.1.21).

Menu Number Description Program
111211 Call Status Code Maintenance fscn004.w
11.1.21.2 Call Status Code Inquiry fscasig.p
11.1.214 Call Types Maintenance fsfctmt.p
11.1.215 Call Types Browse fsbr028.p
11.1.21.7 Call Queue Maintenance fscn012.w
11.1.21.8 Call Queue Browse fsbr026.p

Setting Up Call Status Codes

A call is managed according to its status, which relates to the call’s
position in its life cycle. Is the call active, pending, an emergency, or
closed? Calls are moved from status to status either manually or by the
Escalation Monitor. Call Activity Recording also can make certain call
status changes.
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Create status definitionsin Call Status Code Maintenance (11.1.21.1).
You can set up as many status definitions as you need. Define up to fivein
the Call Management Control File for the system to apply. Unlessyou are
using call escalation, you must apply other status changes manually.
Therefore, you may want to keep the call life cycle simple.

Call status codes are user defined and can take any format an organization
chooses. Some service organizations prefer numerical status codes or
abbreviations. Others use more intuitive names.

For example, when anew call comesin, its status can be OPEN. L ater,
when you assign an engineer to the call, the status becomes ASSGND.
When the problem is resolved, the call statusis CLOSED.

Call Activity Recording uses call status codes when it processes calls and
makes decisions. In CAR, you assign statuses to the call and to the call
lineitems.

Special Statuses

Certain statuses have special meaning to the call management programs.
Define these specia statuses in the Call Status frame of the Call
Management Control File (11.1.24).

Open Satus. Thisisthe general status for an open call and the initial
status for anew call, unless you are using escalations. An open cal is
dynamic; its item line and other data can change at any time.

Hold Satus. The hold status preventsrecording new activity or generating
aninvoicefor acall or linein Call Activity Recording. A service engineer
order cannot be ordered for acall on hold. For anything further to happen
to the call, change its status. You can still generate an invoice for existing
activity in Call Invoice Recording, if necessary.

Complete Satus. The complete status means the call is ready for

invoicing—at least one invoiceable report with detail exists. However,

Tip

Meaningful codes
make it easier to
understand quickly
whereacall isinits
lifecycle.

you can still modify related data, order service items for it with a service

engineer order, and record new activity.

IQAD
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» See “Call Status
Changes” on
page 369 for
details on the
requirements
and effects of
call closure.

Fig. 11.2

Call Status Code
Maintenance
(11.1.21.1)

M QAD

Close Satus. The close status isthe final status of a call and indicates al
service activity for this call isfinished and ready for invoicing. Once a
call is closed, you cannot record more activity or create service engineer
ordersfor it. However, you can reopen closed calls by changing their
status. You can move closed calls to history and delete and archive them
when they are fully invoiced.

Cancel Satus. Canceling acall issimilar to closing it, but only a call
without service activity can be canceled. You cannot generate an invoice
for acanceled cal since you cannot record activity for it.

These statuses are especially important in Call Activity Recording and
Call Invoice Recording.

Call Status Code Maintenance

Define call status codes with Call Status Code Maintenance (11.1.21.1).

Call Status Code Maintenance
User Menu Edit Queue Options Help

TEIRE

S tatus Description Sts ID Next Sts Next Queue

HEW Just Received Call 10 PENDING
PEMDING Pending Assignment 20 ASSIGN
ASSIGN Assigned 30 COMPLETE
ALERT Nothing Done - Call Mar. a0

COMPLETE Completed Call 50

| i

Status. Enter a unique name identifying this call status. Making the
name recognizable can help users quickly identify its purpose.

Description. Enter up to 24 characters describing the code to help
users identify its use and purpose.

Sts ID. Thisfield can indicate the order in which statuses occur in the
life cycle of acall. A scrolling window displays call statusesin
numeric order as defined by the status I D, rather than alphabetically.

Next Status. Specify the next status that normally follows this status
in the call life cycle. The next status specified here provides a default
for the Next Status field in Call Escalation Maintenance when you
define an escalation with a call status as part of the key. The system
also usesit in the Next Statusfield of Call Maintenance if no other
default is found.
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Next Queue. Specify the next queue to which the system should route
calls with the next status. Thisfield isfor reference; you can use it
when setting up escal ations.

Call Types

The call type code provides a user-defined way to categorize cals. Types
are best for broadly classifying the reason for calls. For example, you may
want to define different call types for marketing and sales cdlls, for
operational gquestions that you often answer immediately, and for
problems that require the attention of field service personnel. These
business situations often require different kinds of call management.

Within each call type, you can use other call parameters such as work
code to further qualify the call.

Define call types with Call Type Maintenance (11.1.21.4).

Fig. 11.3
Call Type

Call Types Maintenance
UserMenu Edit Queue Options Help

(11.1.21.4)
Call Type: lﬂm—m

Description: INFORMATION DMLY

Call Type. Enter a unique name or code for this call type.

Description. Enter up to 24 characters describing the code to help
users identify its use and purpose.

Call Queues

You can place each call in a call qgueue when you createit. The queueisa
holding area you define to indicate who is responsible for the call. You
also use queues with escalation sequences to redirect incomplete calls
automatically so they obtain needed attention.

Maintenance

315

IQAD



316 MFG/PRO UsSER GUIDE — SERVICE/SUPPORT MANAGEMENT

Fig. 11.4
Sample Call
Queues

Fig. 11.5
Cdl Queue
Maintenance
(11.1.21.7)

M QAD

Sample Queues

Each queue is a unique place where calls are routed according to their
problem, status, or other criterion. Queues are tools for locating and
tracking calls. Use the Call Queue Manager to review and update calls
according to queue. You define call queues to fit your service process.
Figure 11.4 illustrates some sample queues.

Dispatch Queue

Call ID Status

C234 Pending

C239 Dispatch

€233 Pending Supervisor Queue
Call ID Status

A C210 Emergency
Engineer Queue #1 Co12 Hot

C226 Urgent

Call ID Status

C215 Open

C230 In Process

C232 In Process

In Figure 11.4, new, unassigned calls are placed in the dispatch queue,
where they await assignment to an engineer. The engineer queueis for
calls that have been assigned to engineers and are being resolved. The
supervisor queue is for calls that must be brought to the attention of a

supervisor. Each call has a status reflecting its urgency.

Call Queue Maintenance

Define as many call queues as you need in Call Queue Maintenance
(11.1.21.7). Specify two queues—a default call queue and default quote
gqueue—in the Call Management Control File. Unless you are using call
escalation, you must move calls from one queue to another manually.
Therefore, you may want to limit the number of queues to a well-defined
set.

Call Queue Maintenance
UserMenu Edit Queue Options Help

(P CUS TOMER il

Description: General Customer S ervice

Queue. Enter a name or code uniquely identifying this queue.
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Description. Enter up to 24 characters describing the code to help
users identify its use and purpose.

Setting Up Call Defaults

For most service organizations, calls generally fall into asmall number of Tip

typical patterns. Streamline the data entry required for recording call ﬁ up defaults for

. . . . . . quotes with the
information by setting up multiple sets of default call information. to be same maintenance
applied to calls when they are created. function.

The call defaults serve as templates for the typical kinds of calls you take
and are often based on work code. You can override the defaults for
individual calls. For example, you might need to assign a problem/skill
other than the default. To minimize changes for new calls, enter default
information that is appropriate for as many calls as possible.

In the Service/Support module, you can create calls directly and
indirectly. Create them directly with Call Maintenance (11.1.1.1) or the
Call Generator, or by releasing aquoteto acall. Calls are created
indirectly in either of two ways.

» The system creates PM calls as part of the scheduling associated with
Contract Maintenance (11.5.13.1). PM calls are always created with
the PM work code, as defined with the Call Management Control
File, and any defaults set up for it in Call Default Maintenance. The
PM call is set up in the same currency as its associated contract.

» The system creates installation calls when you post a sales order or
RMA invoice and an item on the order is defined as requiring an
installation call. Installation calls are always created with the install
work code, as defined with the Call Management Control File, and
any defaults set up for it in Call Default Maintenance. Theinstall call
is set up in the same currency as the sales order that initiated it.

IQAD
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Fig. 11.6
Cadll Defaults Used
in Cal Creation

» See “Call Default
Precedence” on
page 322 for
details on the
order in which
call defaults are
processed.
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Direct Indirect
(User specifies (System specifies
work code) work code)
Call Svc. Contract
Maintenance Maintenance
Code = PM
Call Quote Sales Order
Maintenance Maintenance

Mass Call
Generator

Regardless of how the call is created, MFG/PRO searches for an
appropriate set of defaultswhen it builds the call record. When you create
callsor call quotes manually and call or call quote defaults exist, a pop-up
enables you to specify the values for the system to usein searching for
appropriate values. If no defaults exist, this pop-up does not display.

Using Call Defaults with Escalations

You can use call defaultsin conjunction with escalations. If both arein
effect when you create a call in Call Maintenance, some defaults may not
be used. When you create acall directly in Call Maintenance, the

escal ation sequence always determines the values for Status, Next Status,
and Queue.

Calls created by the system in the background—installation calls from
invoice post and PM calls from contract schedules—are not initially
affected by escalations. This is because these calls are normally scheduled
some time in advance. The system escalates the call only after the call
reaches the next status date and time initially set by the system.
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Default Key Values

Call defaults are built around three key call attributes. work code, model,
and service group. When you define a set of defaults, you use one or more
of these keys. Then when you create a call in Call Maintenance, you can
select the set of defaults you want to use based on this key.

If the system cannot find a set of defaults that matches the values
specified on the Call Defaults pop-up, it continues looking for less exact
matches. The system looks for call defaults with any combination of
valuesin the key in the sequence listed in Table 11.2.

Table 11.2
Search Service Search Order for
Order Work Code Model Group Call Default Key
Values
1 v v v
2 v v
3 v v
4 v v
5 v
6 v
7 v
8

Note Thevaluethe system usesfor category in the search is determined
by the program executing the search. From Call Maintenance, category is
aways call. From Call Quote Maintenance, category is aways quote.
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Call Default Maintenance

Define default call information with Call Default Maintenance
(11.1.21.10).

Fig. 11.7
Call Default
Maintenance
(11.1.21.10)

» See “Work
Codes” on
page 82.

Tip

Set up codes in
Generalized Codes
Maintenance for
field pt_model.
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Call Default Maintenance

User Menu Edit Queue Options Help

Category: Call [Call, Quote]
Work Code: tech
Model:

Service Group:

Call Severity: |A Call Status: |NEW
Call Type: | SERVICE Call Next Status: |Pending
Call Problem: |ELEC Call Queue: | Customer
Call Duration: (003 : 00 Escalation:
Call Description: | General Emergency Call Taken in Call Maintenance
Remarks: ||

Category (Call/Quote). Category must be either Call or Quote and
determines where the defaults are used. Call Maintenance uses only
call defaults with a call category. Call Quote Maintenance uses only
defaults with a quote category. To define a set of generic defaults for
al calls, specify call in the Category field and |eave the other key
fields blank.

Work Code. Thisfield can be blank. If specified, it is part of the
default search key, and enables you to base call defaults on the kind of
work being done. Work codes provide a general means for
categorizing the kind of work needed to address acall, and tie into
invoicing and service limits. Define work codes with Work Code
Maintenance (11.21.1).

Define default work codesin the Call Management Control File
(11.1.24). The system uses these defaults when calls are created: the
technical work code when calls are created with Call Maintenance,
theinstall work code for automatically generated installation calls,
and the PM work code for automatically generated preventive
maintenance calls.

Model. This field can be blank. If specified, it is part of the default
search key. Specify the model when you set up an item with Service
Item Maintenance (11.3.7). Model is maintained as part of the
installed base record also.
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Service Group. Thisfield can be blank. If specified, it is part of the
default search key. You can assign an item to a service group in
Service Item Maintenance (11.3.7). Service groups provide away to
group service cost according to any user-defined criteria.

The remaining fields on this frame, except for Remarks, define the actual
default information the system uses in Call Maintenance or Call Quote
Maintenance. The Remarksfield isfor reference only; useit to enter
remarks about the current defaults.

Example Call default information is established for a preventive
maintenance call (work code PM).

Call Default Maintenance

User Menu Edit Queue Options Help

Eaff=] [l

Category: Call

Define
defaults for the
PM work code.

Work Code: PM
Model:
Service Group:

Call Severity: [B
Call Type: [PM

Call Problem: |Elec

Call Duration: |00z: 00

[Call. Quote]

Call Status: |New

Call Next Status: | Pending

Call Queue: [Customer

Escalation:

Call Description: |F‘M call generated for a contract PM schedule

Remarks: [Used in fscamt_p

When a user reviews a system-created PM call, it looks like Figure 11.9.
The system has loaded the correct default information into the call.

Call Maintenance

User Menu Edit Queue Options Help

User Selection —
Call ID: CA132 Call Date: 06724796 Time: 20:00
Serial: 44493883/A21
End User: 1001005 Great Northern Reha
Item Humber: 10-10000 Ref: o DASIS[THM) COOLING 5Y!
Conbract: Service Type: STANDARD Area:
Start Date: Install date: Seatle WA 98431
End Date: ‘Warranty End: Response: o HOURS
PO: Comments: no
Call Info
Defaults Caller: [Sarah Jordan Phone: |

display when = ||

Description:

PM call generated for a contract PM schedule

. Work Code: |PM Queue: | Customer
you view the Severity: |B Status: |New
PM Ca” in Type: |FM Mext Status: | Pending
Call Prob/5kill: ’F Next Status Date: ’m
Maintenance_ Assigned: ’— Mext Status Time: ’W
Priority: ’T From Quote:

Comments: [no
Event Date: |06/2a/96

Event Time: | 20: 00
Escalation: |[ESC1 (]

Schedule: |yes

321

Tip

Set up codesin
Generalized Codes
Maintenance for
field pt_svc_group.

Fig. 11.8
Call Defaults for
PM Work Code

Fig. 11.9

Call Defaults
Displayed in Call
Maintenance
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Table 11.3
Call Default

Precedence Rules

M QAD

Call Default Precedence

To provide the most flexibility in setup and implementation, MFG/PRO
enables you to define call defaultsin anumber of ways. Service

organizations with simple requirements may set up only afew very

generic defaults. Asrequirements grow and change, you can refine these

defaults.

Since in complex scenarios defaults may exist in more than one place,

MFG/PRO follows defined rules to determine precedence, summarized in

Table 11.3.
End Call Escal. Cont./ |User |Control

Field User Default | Seq. War. Pref. |File Other

Description 1

Duration 1

Escalation 1 2 3 4

Next Status 1

Date/Time

Next Queue 1 2
Call
Status

Next Status 2 1 3
Call
Status

PO Required |1

Priority 1 May 4 3 2

bump Def Serv | War/
Type Serv

Type

Problem

Queue 2 1 3 4

Service Type 1 2

Severity

Status 2

Time 1

Window

Type 1 2




CALL MANAGEMENT 323

End Call Escal. Cont./ |User |Control
Field User Default | Seq. War. Pref. |File Other
Work Code 1
Structure 1 2
Window

Note Calls created by the system in the background—installation calls
from invoice post and PM calls from contract schedules—are not initially
affected by escalations. This is because these calls are normally scheduled
in advance. The call is escalated only after the call reaches the next status
date and time initially set by the system.

Control File Settings

The Service Management Control File (11.24) and the Call Management P See Chalpterl 23,
“Control Files,”

Control File (11.1.24) affect call creation, call tracking, escalations, and on page 697 for
call queue management. This section discusses some settings in these complete
; ; i descriptions of
functions that are especially important. control file
settings.

For Which Items Can You Take Calls?

The Service Management Control File determines whether you can take
callsonly for itemsin the installed base, for any item defined in the item

master file, or for any item at all.

» Set Iltems|n Installed Baseto Yesto restrict the calls you take to items
in the installed base. Setting this flag to No enables you to take calls
for any item.

« Items Must Exist determines whether you can take calls only for
items that exist in your item master. This setting is generally used to
restrict service to items you manufacture and sell.

Default Call Service Type

If you are using warranties or contracts, most items referenced on calls
aready have terms and conditions of coverage. If you are not using these
sources of coverage or if not all items you service are covered, specify a
service type to determine basic coverage conditions required by the call.

IQAD
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» See “Charge and
Revenue
Management” on
page 103 for
more information
on charge codes.
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Specify the default service type in the Call Management Control File
(11.1.24). It sets the response time, priority, and coverage hours for items
that have no coverage.

The service type in the control file must be a contract type defined with
Contract Type Maintenance. Normally, this contract type is used when
you bill for time and materials and provides no coverage. If any coverage
is provided on this service type, create it with an associated charge code
of Covered.

Calls from Unknown Users

Every call must reference avalid end user, and every end user must be
attached to avalid customer. Some service organizationsregularly receive
calls from end users who are not already registered in the installed base.
Thisistypical for products sold through retail outlets when the customer
does not contact you unless something goes wrong.

Since Call Maintenance is often used in an interactive mode, you can take
calls for unknown end users without having to set up avalid customer in
Customer Address Maintenance. You first create adummy customer in
Customer Address Maintenance. Then you specify this customer number
in the Temporary Customer field in the Call Management Control File.

Now, when you take a call, leave End User blank. A pop-up window
enables you to create a new end user. By default, thisend user is
associated with the temporary customer. In thisway, the call is taken
smoothly and arecord established.

Whether you can record activity against this call or close it depends on the
Call Activity with Temp flag in the Call Management Control File. If you
do not want activity recorded against the temporary customer, set thisflag
to No.

In this case, create a customer for the end user in Customer Maintenance
and then add the caller as an end user of this customer, using End User
Address Maintenance (11.9.1). Finally, modify the call to reference the
valid end user.



CALL MANAGEMENT 325

Assigning Engineers to Calls

Two approaches can be used to assign engineersin Call Maintenance,
represented by two flags in the Call Management Control File.

» Schedule New Calls. If Yes, the Schedule field defaultsto Yesin Call
Maintenance, initiating the engineer scheduling sequence. This
sequence follows a set of rulesin ranking potential engineers and
enables you to select one or more to be assigned to the call.

- Assign Primary Engineer. Rather than scheduling engineers, you can Tip _
designate an engineer who typically works on an end user’s items. gigge?g'twgréd
Assign Primary Engineer is Yes, the system assigns, by default, th&ser in End User

end user’s primary engineer to new calls. ﬁgndggss'\/'aime“

If both these fields are Yes in Call Maintenance, the system assigns the
primary engineer and you can assign additional engineers. Note, however,
that if you select the primary engineer again, the system creates two
engineer transaction records for the primary engineer, each with an
estimated number of hours the system considers part of the engineer load
for scheduling purposes.

If you use engineer scheduling, you probably also want to set Call Time
Window to Yes in the Call Management Control File. When this field is
Yes, the Travel and Estimated Time window appears in Call Maintenance,
enabling you to enter an estimated time for the engineer. If this window
does not display, the system uses the default estimated times for the
appropriate work code in the Call Management Control File.

The estimated call length is important, because it is used to calculate
engineer availability during call scheduling if Display by Calls is No in
the Engineer Schedule Control File.

IQAD
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Fig. 11.10
Call Maintenance
(11.11.1.2)
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Creating and Updating Calls

The primary program for managing callsis Call Maintenance (11.1.1.1).

Call Maintenance controls cals from avariety of perspectives.

Call Information. Whereis acal placed in your support organization
(Queue)? How isit categorized (Problem, Type, Severity)? When should
it be updated (Next Status Date and Time)? Whereisthe call in relation to

the call life cycle (Status)?

Management. How should the system manipulate the call to ensure that it

is addressed in atimely fashion (escalations)?

Engineer Assignment. Which service engineer should be assigned to work
on thiscall? Who is best equipped for the particular problem? Who is

available to do the work?

Repair Information. What items and procedures should be used when

servicing the call

Service Summary Information. What problems were encountered on this

items?

call? How were they resolved?

Call Entry Overview

Enter callsin Call Maintenance (11.1.1.1), illustrated in Figure 11.10.

Call Maintenance
User Menu Edit Queue Options Help

. User Selection
Call ID:

Serial:

End User:

Item Humber:

Conbract:

CA132 Call Date: 06721796
44493883/A21

1001005

10-10000 Ref: o

Service Type:

STANDARD

Time: 20:00

Great Northen Relia
DASIS[THM) CODLING SY!

Area:

Start Date: Install date- Seatle WA 98431
End Date: ‘Warranty End- Response: o HOURS
PO: Comments: no
— Call Info
Caller: |Sarah Jordan Phone: H
Description: [PM call generated for a contract PHM schedule
Work Code: [PM Queue: | Customer Comments: |no
Severity: |B Status: |New Event Date: 06724796
Type: |PM Mext Status: | Pending Event Time: |20:00
Prob/Skill: |ELEC Hext Status Date: [06/25/9¢ Escalation: |[ESC1 lll_
Assigned: Mext Status Time: |08: 00
Priority: T From Quote: Schedule: lyes_
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Entering callsin Call Maintenanceis easy, since it is often used in an on-
line environment where support personne enter information as they
interact with end users. Some of the features that facilitate data entry
include the following.

» The system automatically generates call numbers from the Call Prefix
and the Next Call ID fields in the Call Management Control File.

- If you receive acall from anew end user, you can define the end user
directly in Call Maintenance, without having to add a detailed end-
user record in End User Address Maintenance (11.9.1).

 You can look up end usersin avariety of ways using the End User
Sl ection pop-up.

» The system retrieves the coverage detail from the warranty defined
with Service Item Maintenance or the active service contract.
Otherwise, it usesthe default service type defined in the Call
Management Control File.

« If the end user has been set up to require a purchase order for service,
you can enter it on thefirst frame. This prevents wasting time on calls
that cannot be serviced.

 You can enter call comments from the first frame, so you can record
the details reported by the end user immediately, and make decisions
about other fields later.

 You can establish various default values for most call fields. » See “Setting Up
Calls” on
page 312.

Call Life Cycles

Once acdll record exists, other service functions can be used to resolveit.

You can print output from data entered on call records. Printed calls are

not simple reports. They are the service engineer’s guide for work to be
performed. Printed calls include information about the customer, end user,
call items, and comments. You can direct the system to print the items and
operations required in the service activity.

Call Maintenance handles incoming calls of all kinds. In Figure 11.11,
four types of calls are routed to separate operations. In actual practice, a
single call might include all these scenarios.

IQAD
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Fig. 11.11

Call Life Cycles
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“THE
PRODUCT

“THE
PRODUCT

“HOW DO |
TURN IT ON?”

ARRIVED DESIGN IS
BROKEN.” FAULTY.”

1. Answer the question. 1. Issue an RMA. 1. Record the call activity. 1. Create service request.
2. Close the call. 2. Close the call. 2. Close the call. 2. Close the call.

Questions

For simple calls, the support engineer answers the caller’'s question and
closes the call. Usually the service organization wants to track these
inquiries. For example, a support department can create a database of
frequently asked questions and use it for training and quick resolution of
calls on the front line. The same database often provides useful feedback
to other departments.

RMAs

Handle simple replacement calls that do not require an on-site engineer by
issuing an RMA.

Call Activity Recording

Calls regarding product failures may require a visit by a service engineer.
Replacement items may be needed, items may need to be returned to the
factory for repair, or an entire system may need to be shipped back and
replaced. Preventive maintenance and installation calls are two other
types of calls that require the intervention of an engineer. Information
from the call is used to resolve billing issues associated with the service
activity.
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Service Requests

Recurring problems reported by calls can result in the creation of a
service request. You can use service regquests internally to track problems
that may require product design changes.

Updating Call Records

When acall islinked to an RMA or an SR, the link is by reference only.
RMA Maintenance and SR Maintenance use information from the call
record, but they do not operate directly on it, other than to create the
reference link.

Thisisnot true of the relationship between Call Maintenance and Call
Activity Recording. Call Activity Recording is an extension of Call
Maintenance. The call record is directly updated from both functions.

Call Record in Call Maintenance

The call record created in Call Maintenance has two parts: the header
information and call line information. Thisdistinction isnot as clear in
Cdl Maintenance asit is, for example, in RMA Maintenance, where line
items are specified in a separate frame. To streamline taking calls and
retrieving information from the installed base, you specify the first call
item directly in the call header. But the logical distinction remains.

Figure 11.12 illustrates the two levels of information. There can be many
call items, but only one call header.

* End user data

« Header service type

« Call data: status, queue, type, work code, priority, site
« Comments

Call Line Items

« ltem data: number, serial, ref, quantity

« Service BOM and routing

¢ Line comments

« Line service type

« Line data: work code, site, engineer, product line

329

Fig. 11.12

Cadl Header and
Call Header Line ltems
» Call dates
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» See Chapter 13,
“Call Activity
Recording,” on
page 395.

Fig. 11.13
Call Header, Line
Items, and Reports
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The call header provides defaults for some of the line item data. You can
modify these elementsin the header and at the line level.

Call Record in Call Activity Recording

In Call Activity Recording, you can update some of the fields of the call
record created in Call Maintenance. Most of the header fields are display-
only in CAR and cannot be changed. Line item data can be changed.
However, CAR adds alayer of data beneath the line item: the report. Use
the report to record the details of 1abor, expense, and item usage.

Figure 11.13 illustrates the addition of the report level, below the call line
item. Each line can have one or more reports.

Call Header

« Call dates

« End user data

« Header service type

« Call data: status, queue, type, work code, priority, site
« Comments

Call Line Items

« Item data: number, serial, ref, quantity

« Service BOM and routing

* Line comments

« Line service type

« Line data: work code, site, engineer, product line

Item Reports

» Status

¢ Labor and expense detail
* Items consumed

After areport has been created for acall line item, you cannot modify
many of the fields associated with theline. Thisistruein CAR and in Cdl
Maintenance, since they update the same record.

» The end user on the call. Contract coverage is specific to end users,
and warranty can be based on end-user type. The end user also
determines the call's customer and default bill-to in Call Activity
Recording.
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« Theitem number, seria, and reference, which define the item being
repaired. The system uses this information to cal culate the service
type and applicable coverage limits, as well as the default BOM and
routing for service activity.

» The quantity of theitem. The system multipliesthe operation run time
and item quantity on the service BOM and routing by the quantity of
the item being serviced and also used in installed base updates.

» The service type and work code. The system uses the work code to
calculate applicable service limits and determine if the repair isfor a
fixed price or not. Once you begin recording activity, you cannot
change these features.

» The site associated with the item, which CAR uses to determine
where service inventory islocated.

« The BOM and routing associated with the item, which are exploded
inthefirst report for theitem in CAR, defining the default set of items
used and operations performed.

Call Currency

You do not normally specify currency for acall until you initiate service
activity in Call Activity Recording, since billing information is created in
CAR. In some cases, however, currency is set in Call Maintenance and
you cannot changeit in CAR.

Only one currency can be associated with acall, which meansthat al call
lines must be in the same currency. This limitation isimposed by sales
order processing, which is the basis of call billing.

Users can also associate a currency with a contract. Any coverage limit
amounts on the contract are defined in terms of the contract currency. To
apply those limits correctly, the call currency and the contract currency
must be the same.

As soon as you add an item to acall that derivesits coverage from a

contract, the call's currency is set in Call Maintenance and cannot be
changed. Any other lines added in Call Maintenance or later in CAR that
are covered by a contract must use the same currency, or an error is
generated.

IQAD
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» See Chapter 4,
“Multiple Time
Zones,” for
complete details
regarding setting
up and using
MTZ.
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Credit Standing and Calls

On Hold Service Level in the Service Management Control File affects
how calls are processed when the customer associated with the end user
initiating the call is on credit hold. Thisfield can have one of three values:

0. Service calls are accepted regardless of the customer’s credit status.

1. Service calls are accepted, but a warning displays when the
customer is on hold.

2. Service calls are not accepted from customers who are on credit
hold. An error message displays and you cannot record the call until
the customer credit hold flag is reset to No.

Call Management and Multiple Time Zones

Multiple Time Zones (MTZ) is an optional feature of SSM that enables
you to manage your response to end users located in more than one time
zone. Activating MTZ affectstime-sensitive datain key service functions
including call management, engineer scheduling, coverage checking,
creation of installed base records, and reports and inquiries that display
dates and times.

MTZ hasits most pervasive effect in Call Maintenance and call-related
functions where most dates and times are displayed relative to the end
user’s time zone.

The screens illustrated in this chapter all assume that MTZ is not being
used. To review alternate versions of the screens with MTZ active, see
“Time Zones and Call Management” on page 141.

Determining Call Coverage

A call record includes information identifying an end user and an item.
Once an item is uniquely identified in Call Maintenance, the system
searches for valid coverage. This search occurs in the first frame of Call
Maintenance, since coverage determines some of the other values of the
call, such as:

» Response time, indicating how long it should take to get back to the
caller.

« Priority, indicating how important the call is.
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 Coverage hours, indicating the business hours service is available.

The system uses coverage hours in conjunction with response time to
calculate the call's next status date and time, which is important for call
scheduling.

Coverage may be found on a warranty or service contract. If the system
finds neither, it uses the Default Call Service Type in the Call
Management Control File.

Coverage and Call Dates/Times

MFG/PRO looks at various information to suggest a timing sequence for
events related to a call. When a call is first created in Call Maintenance,
the event date and time reflect the current system date and time. Event
date and time update each time you access the call from Call Maintenance
or it is escalated by the Escalation Monitor.

If you are not using escalations, MFG/PRO considers two factors when
calculating the call's next status date and time:

» The response time from the call’'s service type. Response time is an
agreed-upon time within which you want to respond to a call from
your customer.

- The coverage hours defined for the call’'s service type. These specify
the days and hours your organization is open for service.

Example You take a call at 4:00 PM (16:00 hours) with default

coverage. The default service type specifies a 4-hour response time. Your
coverage hours are 8 AM to 5 PM, Monday through Friday. If response
time is simply added to the call event time, a next status time of 8 PM
(20:00 hours) would be calculated. This would create a problem, since
you are only open until 5:00 PM (17:00 hours).

Since the system knows your service coverage hours are only until 5:00
PM, it schedules the next event three hours into the next business day.

If you are using escal ations, the calculation of next status dateand timeis  » See “Use

determined by the days and time allowed in the status of the first calendar Days in
escalation step. The Escalation Monitor aso checks the Use Calendar page 522.

Daysin Escalation flag to determine whether to use calendar days or work
daysin the calculation.

IQAD
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Multiple Sources of Call Coverage

For each item on a call, more than one source of coverage can exist, and
each can have different terms and conditions.

« A warranty associated with an installed base record can exist for the
item.

« A contract can exist with aline for the specific item/serial/reference
number.

« A second linefor exactly the same item can exist on the same contract
with adifferent servicetype. This enables you to use different service
types and price listsfor different hours of coverage. In this case, acall

taken during the day could receive one kind of coverage, one taken at
night another.

« A blanket contract may exist for the end user and item, covering all
items with this number.

« A blanket contract may exist for the end user with a blank item,
covering any items for this end user.

Tip Whenever multiple coverage sources exist, you can select the oneto be
TS window can used for the call. A scrolling window lists each coverage source, the start
isplay when you

create acall or add and end date, service type, whether a contract is a blanket contract, and
morelinestoitin T . .
sither Call Mainte- the hours of coverage. The more specific coverage sources are listed first.
L‘@Q,Cve,{’; Sg'c'ording_ Figure 11.14 illustrates how this scrolling window appearsin Call

Maintenance.
Flg' 11.14 = Call Maintenance H!
Coverage Pop-Up
in Call
Maintenance — User Selection
Call ID: Call Date: 06/10/97 Time: 18:27
Sernial: 424
End User: 10010004 Time Zone: PST/PDT GATEWAY APPLIANI
Item Humber: 44-100 Ref: o CONTROL UNIT. HOME
Contract: Service Type: Area:
Start Date: Install Date: 06701797 SAN FRANCISCO CA 92838
End Date: Warranty End: 08730/97 Response:

PO: Comments: no

Coverage For: 44-100f42}) Time: 06/10/97 18:27
Contract Line Start End Svc Type Blanket StCov End Cov

l:l 06/01/97 08f30/97 W-1 02:00 1g: 00
21 2 06/01f97 0531798 Nights no 17:00 08:-00 =
21 1 0601797 05/31798 Daps no 08:-00 17:00
320 1 06/01797 06730798 AC yes 08:00 17:00

Priority: From Quote: Schedule:

M QAD



CALL MANAGEMENT

In this example, four coverage conditions exist for the item. It hasavalid
warranty that expires on 08/30/97. It is covered specifically by contract
271 with two types of coverage: one for daysand onefor nights. Itisaso
covered more generally by blanket contract 272 (Blanket=Yes).

The asterisk in the right-most column indicates the call time falls within
the coverage hours specified on the associated service type. In this
example, the day coverage does not have an asterisk, since the call was
taken in the evening.

The scrolling window lists the coverage recordsin the following
prioritized order.

1 Warranty for an installed base record.

2 Contract with aline for the specific item/serial/reference number
using a service type with coverage hours that include the call open
time.

3 Contract with aline for the specific item/serial/reference number
using a service type with coverage hours that do not include the call
open time.

4 Blanket contract for the end user and item covering the call open
time.

5 Blanket contract for the end user and item not covering the call open
time.

6 Blanket contract for the end user covering the call open time.
7 Blanket contract for the end user not covering the call open time.

It isunlikely that any one item would have all these coverage sources.
The scrolling window appears only if more than one source of coverage
exists. If you do not select one of the listed coverage sources by pressing
Enter, the system uses the first by default.

When it creates calls in the background, the system uses alternate
methods for determining the coverage to select, based on a standard
method of prioritizing coverage sources.

- Installation calls created during invoice post always use warranty
coverage, if available, then the highest prioritized contract coverage.

335
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Tip

If MTZ isactive,
open date and time
arerelativeto the
end user’s time
zone.

Table 11.4
Call Maintenance
Frames

M QAD

» Coverage for calls created in the Call Generator is based on your
input selection of Warranty or Contract.

» PM calls created as part of Contract Maintenance always use the
contract from which they are generated.

Call Open Date/Time and Coverage

When the system searches for call coverage, it uses the call open date and
time. It also determines if the day is a holiday.

For contract coverage to be considered valid, the call open date must be

within the range of the contract line’s start and end dates, and the contract
currency must match the call currency. If more than one coverage source
exists, the system checks the call’'s open time to see if it fits within the
range of available hours for the service type associated with the contract
line.

The same algorithm is used to determine consumption of contract limits
when you post a call invoice. The call open date is used to determine the
effective limits. You cannot update the start and end dates of a contract
header or line to exclude an attached call’'s open date. This is also true of
limit records: you cannot modify the effective dates to exclude the open
date of a call that references them.

Call Maintenance

This section gives field-by-field reference information for Call
Maintenance (11.1.1.1). Some frames are required, others display
depending on flag settings. Each frames, listed in Table 11.4, is described
in detail in the following sections.

Frame Req Purpose

User Selection Y Enter information identifying the item and end user
initiating this call.

End User Selection N If End User isblank, displays so you can select an end
user.

End User N Enables you to create a new end user.
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Frame Req Purpose

Callsfor End User N If new call and other calls exist for end user, enables
you to cancel the call you are creating and switch to an
existing call.

Comments N If Commentsis Yesin call header, enter comments
detailing the problem reported by the user.

Call Defaults N Specify values used to search for applicable call
defaullts.

Call Info Y Enter or modify detailed information related to
the call.

Travel and Estimated N If flag is set in Call Management Control File or user

Time preferences, modify call duration and travel time.

Override Scheduling N If Scheduleis Yesin the Cal Info frame and Override

Options Scheduling Optionsis Yes in the Engineer Schedule
Control File, choose options for limiting engineers for
scheduling.

Call Scheduling N If Scheduleis Yesin the Call Info frame, select
appropriate engineer for call.

Call Engineer N If Scheduleis Yesin the Call Info frame and

Schedule appropriate schedules are available, modify start and

Maintenance end date or estimated time.

Comments N If Commentsis Yesinthe Call Info frame, view or
update call header comments.

Item Service N If flag is set in Call Management Control File or user

Structure Detail preferences, modify site, BOM, and routing
associated with call’s first item.

Call Update Y Enter final details about the call and select other
optional frames.

Paging N If Page Engineer is Yes (see page 356) in the Call
Update frame, page the engineer assigned to the call.

Call Item N If Multi Items is Yes in the Call Update frame, view
details about call item or add more items to the call.

Coverage N If Coverage is Yes in the Call Update or Call Item

Information frame, view coverage information related to this item.

Comments N If Comments is Yes in the Call Update or Call Item
frame, view or enter comments about this call line.

Fault Codes N If Fault Codes is Yes in the Call Update or Call Item
frame, enter codes for this item.

Call Print N If Print Call is Yes in the Call Update frame, enter

output device for the print function.
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Fig. 11.15
User Selection
Frame

Tip

Leavethisfield
blank to create a
new end user or
select end users
based on phone, zip
code, or other
attributes.

M QAD

User Selection Frame

Use the user selection frameto specify or create the end user initiating the
call and record the item and associated information. Once you enter an
item, the system displays its warranty or service contract information.
You can also record comments about the call.

Call Maintenance

User Menu Edit Queue Options Help

[ User Selection
Call ID: Call Date: Time:
Serial: [43268G6/A4
End User:
Item Humber: Ref: |2
Contract: Service Type: Area:
Start Date: Install Date:
End Date: Warranty End: Response:
PO: Comments: |no
— Call Info
Caller: Phone:
Description:
Work Code: Queue: Comments:
Severity: Status: Event Date:
Type: Mext Status: Event Time:
Prob/Skill: Next Status Date: Escalation:
Assigned: Mext Status Time:
Priority: From Quote: Schedule:

Call ID. Enter a number or let the system generate one based on the
call prefix and next call number in the Call Management Control File.
Calls must have a unique prefix to distinguish them from quotes. The
call ID identifiesacall asit moves through its life cycle.

Serial. Enter the serial or ot number of theitem being reported, if
available. If the end user is calling about an itemin the installed base,
you can use thisfield to retrieve end user, item, and warranty
information. If the item you enter in the Item field is defined as serial
or lot-number controlled, awarning displaysif you do not specify a
number. The installed base cannot be updated until a number is
provided.

End User. Enter the end user initiating this call. If specified, the end
user must have been previously defined. If you want to select end
users by attributes other than their name, you can leave this field
blank to display an End User Selection frame. You can also create end
users directly from Call Maintenance by leaving this field blank and
answering Yes when prompted to create a new end user on the
following frame.
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A number of data elements associated with the call can default from
the end-user record. These include: Area, Caller, Phone, Priority,
Assigned, Escalation, Travel Distance, Travel Time, and Time Zone
(if MTZ isactive). The call scheduling sequence uses information
associated with the end user to award points to engineers (area,
primary and secondary engineer, and time zone). The end user also
determines the customer and default bill-to addresses for Call
Activity Recording and Call Invoice Recording.

If you specify Go with ablank End User field, the End User Selection
pop-up appears. Complete the pop-up to bring the cursor to the Call
Info frame. Press Enter on ablank End User field to bring up the same
pop-up. In this case, completion of the pop-up places the cursor in the
Item Number field.

If you are creating a call for an end user that already has other calls,
the system prompts you to display these calls when you press Go.
Selecting a call from this window replaces the call you were about to
create. Use this feature to combine calls for the same end user.

You cannot change the end user associated with a call after you open
reportsin Call Activity Recording.

Item Number. Specify the number of the item requiring service. If the
end user supplied an installed base serial number, the system fillsin
thisfield. If thisitemisin the installed base, it must belong to the end
user entered previously.

If Items Must Exist is Yesin the Service Management Control File,
thisfield isvalidated against items defined in the item master. If Items
in Installed Base is Yes, the item must also exist in the installed base
before you can take acall for it.

If System Level on Callsis Yesin the Call Management Control File,
the next/previous processing in thisfield is affected. Only itemsin the
installed base that have a system type that matches the system type
specified for System Leve in the Service Management Control File

display.
If the item you enter has been set up in the Item Master as serial

number controlled, awarning displays if you do not specify one. The
installed base cannot be updated until a serial number is provided.

Tip

Go and Enter work
differently for this
field.

Tip

Two control file
settings affect the
validation of this
field.
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Tip

Do not confuse ISB
reference numbers
with inventory
reference numbers.

Tip

You can enter
comments at other
pointsin Call
Maintenance.

Tip

If MTZ isactive,
call open date and
time display
relative to the end
user’s time zone.
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Ref. Specify an installed base reference number to uniquely identify
thisitem. If you leave the Ref field blank or enter a question mark (?),
the system suggests the next available reference number by scanning
current | SB records.

Reference numbers are used in the installed base for non-serial
controlled items to ensure the item identification is unique. The I|SB
reference should not be confused with the inventory reference
number. While they both uniquely identify items, the | SB reference
identifiesitemsin the installed base; the inventory reference
identifiesitemsin inventory.

The Contract, Service Type, Start Date, Install Date, End Date, Warranty
End, and Response fields default from any contract or warranty
associated with the specified item/serial/ref combination or the standard
coverage defined in the Call Management Control File. Area defaults
from the end user.

PO. Specify a purchase order number for the service associated with
thiscall. Thisfield isrequired if the end user reporting the problem
has been defined in End User Address Maintenance as requiring a
purchase order. The field for the end user defaults, in turn, from the
end user’s customer.

Comments (Y/N). This field always defaults to No. Specify Yes if you
want to enter comments immediately. This is especially useful if you
are taking information directly over the phone. Specify No if you do
not want to enter comments at this point. When comments are
updated, the system adds a line displaying the current date, time, and
user ID.

When MTZ is active, comment date and time display relative to the
user’s time zone, if the user has defined a preferred time zone in
Service/Support User Preferences.

Call Date, Time. These default to the current system date and time but
can be changed during entry if you are recording a call taken earlier.
The system uses the call open date in the search for valid coverage
sources (warranty or contract), price lists, and service BOMs and
routings.
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End User Selection Frame

The End User Selection frame displays if you leave the end user for this
call blank and press Go or Enter.

= Call Maintenance Hn Flg 11.16
End User Selection
Frame

. User Selection

Call ID: Call Date: Time:

Serial: | 43268G6/A4

End User:
o | —

ltem ™ End User Selection

End User:
Company:

5t

Hame: |
Address:
— pal Address:

City: State: Post:

D Attention:
e:
We Phone:

Severity: Status: Event Date:

Type: Mext Status: Event Time:
Prob/Skill: Next Status Date: Escalation:

Assigned: Mext Status Time:

Priority: From Quote: Schedule:

Thisframe assistsyou in selecting an end user based on four key pieces of
information: number, contact name, zip code, and contact phone number.
These data € ements represent the kind of information that is often
obtained directly from a caller on the phone.

Populate these fieldsin one of three ways: by direct input, by next/
previous processing, or by lookup browses. When you enter avalue, the
system attempts to find an end user or end-user contact record that
matches; otherwise, awarning displays.

When you press Go and the system finds a valid matching record, you are
returned to Call Maintenance with that end-user number. If a matching
record is not found, the system prompts you to create anew end user. The
system carries over any values specified in the End User Selection frame
to the next frame.

Note Where control returns when you leave the End User Selection
frame depends on how you entered it. If you press Go on ablank End
User field, completion of the pop-up brings the cursor to the Call Info
frame. If you pressed Enter on a blank End User field, completion of the
pop-up moves control to the Item Number field.

IQAD
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Fig. 11.17
End User Creation
Frames

Tip

Change the
temporary customer
to adefined oneif
you know the
customer related to
the new end user.

» See “End Users”
on page 26.

» See page 132 for
details.
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End User Frame

This frame displays when you answer Yes when prompted to create a
new end user.

= Call Maintenance ﬂn
User Menu Edit Queue Options Help

— lcaw falactinn

— Customer For End User
Customer: 1001000
Mame: Reliable Central Purchasing

Sort: Reliable Central Purchasing
Address: Attention: Accounts Payable
Address: 300000020 Century Blvd

City: Los Angeles County: 001
Country: United States of America 89000

State: CA
Country Code:

— End User
End User: 1001006
Mame: |Oregon Reliable Products
Address: |Building 12
Address: [13277 Hazel Nut Parkway
Address:
City: |Morth Bend
Country: (USA
Attention: |Alex McClatchy
Telephone: |503-221-8998

Sort: (Oregon Reliable Products

State: [OR Post: (97457

Format: lu_

County:
Language: |US
Fax/Telex:

Ext:[112

By default, the first five lines display information about the temporary
customer, as defined in the Call Management Control File. This enables
you to define an end user without having to attach them to avalid
customer. Thisis essential if you service items sold through distributors
or retailers and end users contact your company directly for service.

The remaining fields on the frame specify basic end-user address
information; specify further details about the end user in End User
Address Maintenance. If you entered values on the End User Selection
frame, they are carried over to the appropriate fields.

If Multiple Time Zonesis active, you are prompted to specify an end-user

time zone, which defaults from the end user’s customer. The time zone
determines how times are displayed and stored in Call Maintenance when
you take a call for this end user.
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Calls for End User Pop-Up

When you are creating acall for an end user with other open calls, you are

prompted to display them. If you respond Yes, you are prompted to
display cal lineitem detail.

You can view calls at the call level or thelineitem level. The call level
provides high-level information about the call; the line item level shows

information related to the specific items on the call, such as part number
and serial number.

In either window, select a call by pressing Enter. This replaces the call
you were about to create with the one you select. This feature helpsto
prevent creating redundant callsin the system. If the call you aretaking is
about a different item, you can add it to the existing call.

The following pop-up window appears if you respond No to the display
call lineitem detail prompt. It displays call level information.

= a a [«
User Menu Edit Queue Options Help
Ee |[ic] B
Ope 0 00100

Call Id Status WK Code Nzt Date Queue Assigned Severity

ca117 NEW PM 06/30/91

CA120 NEW PM 06730797 CUSTOMEF

CA121 NEW PH 0630797 CUSTOMEF

CA115 new Tech 06f18796 CUSTOMEF KwU A

To select acall from this pop-up, press Enter. This call record replacesthe
one you were about to create. You can use the Tab key to aternate the sort
order of the display between queue and assigned engineer.

If you respond Yes to the display call line item detail prompt, adifferent
view of the call information displays.

= a a - |-
User Menu Edit Queue Options Help
EEN |[6E] B
a e lte 0 d User: 100100

Call WK Code Nt Stat Item Serial Status

CAT15 Tech 06/18/96 1043888741 COMFLE

CA115 Tech 10-10000 1043888/A2 new

CA117 PH 06/30/97 10-10000 4430994/A42 NEW

CA120 PH 06/30/797 10-10000 4430994/A42 NEW

CAl21 PH 06/30/797 10-10000 4430994/A42 NEW

343

Tip

Open calls are not
compl ete, canceled,
or on hold.

Tip

Press Go in the
scrollingwindow to
display additional
information about
the call number
selected and its
history.

Fig. 11.18
Open Calls For
End User

Fig. 11.19
Cadl Line ltems
For End User
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» See “Default Key
Values” on
page 319 for the
system’s search
order.

Fig. 11.20
Call Defaults
Pop-Up

M QAD

Use the Tab key to alternate the sort order of the display between item
number and serial number.

Note |f you have entered a serial number in the Call Maintenance
header, the system shows you call lines for items with a serial number the
same as or greater than the one you entered.

Call Defaults Pop-Up

When you enter anew call and call defaults have been defined with Call
Default Maintenance, a pop-up displays between the first and second
frame of Call Maintenance, asillustrated in Figure 11.20. Use this pop-up
to specify the values to use in searching for the most appropriate call
default record for this call.

Gall Info — Work Code: -
Caller: Model:
Description: Service Group:
Work Code: wusue. Cummens.

Work Code. When you create a call directly in Call Maintenance, the
work code defaults from the technical work code as specified in the
Call Management Control File. You can change this, but you must
specify awork code.

Model. If an item number has been specified in the call header, the

system displays the item’s model. For items in the installed base, the
system reads this from the installed base record. For other items, it is
determined from the value specified with Service Iltem Maintenance.
Otherwise, it is blank.

Service Group. If an item number has been specified in the call
header, the system displays the service group associated with the item
in Service Item Maintenance. Otherwise, it is blank.
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Call Info Frame

If you have created call defaults and performed other call setup activities,
most of the fieldsin this frame aready have default values.

— tall Info Flg 11.21
Caller: [Alex McClatchy [*Jone: [503-221-8398 Call Info Frame

Descriplion: |General Service Call
Work Code: [tech Queue: [CUSTOME Comments: [no

Severity: |a Status: new Event Date: |06/19f97

Type: |service MNext Status: |PENDING Event Time: |15:-18

Prob/5kill: [elec Next Status Date: 06719797 Escalation: [ESC1 o

Assigned: [PKH Hest Status Time: |15: 18

Prionty: [0 From Quote: Schedule: [yes

Caller. Defaults from the first Primary Contact associated with the
end-user record, if one exists. If you created a new end user in the
previous frame, Caller defaults from the Attention field.

Description. Brief description of the call. Description may default
from Call Default Maintenance. This description appears on most
reports and places where the call is referenced. For example, when
you select acall in the Call Queue Manager, its description displays
at the bottom of the screen.

Work Code. For acall you created directly in Call Maintenance,
defaults from the technical work code specified in the Call
Management Control File (11.24). Theinstall work code isthe default
for system-generated installation calls, and the PM work code for
system- generated preventive maintenance calls.

Severity. Severity indicates the end user’s perception of how bad theip _
problem is. May default from call defaults set up with Call Default St upvaluesin

. Generalized Codes
Maintenance. Maintenance

(36.2.13) for the
Type. Enter a type defined with Call Type Maintenance (11.1.21.4). field ca_severity.

Types provide an additional way to categorize calls in a user-defined
way. If you are using call defaults, this field may default from Call
Default Maintenance.

Problem/Skill. May default from Call Default Maintenance if you are Tip

; i i i ; Set up valuesin
using call_defaults. Problem/Sklll is an optional code with a dual Genefa”zed Codes
purpose: it represents the kind of problem reported on a call and th&aintenance for
kind of skill required to fix it. If you are using engineer scheduling, arfield fsll.
engineer receives points if he or she has a skill that matches the call’s

problem.
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Tip

Lower numbers
indicate higher
priority.

M QAD

Assigned. Must be avalid engineer defined in Engineer Maintenance.
If Assign Primary Engineer is Yesin the Call Management Control
File, this field defaults from the primary engineer associated with the
end user. You can enter another engineer or leave the field blank. A
warning displays if the engineer specified has a non-available status.

The engineer specified in the Assigned field is considered the call
engineer, and displays by default as the engineer for each new line
added to the call. Assigning an engineer creates an engineer
transaction record.

Yesin the Schedule field initiates the engineer scheduling sequence,
which presents engineers available to service this call prioritized
according to the points defined in the Engineer Schedule Control File.

If you assign an engineer in the call header and also select an engineer
in the Availability frame, another engineer transaction record is
created. Thisistrue even if you select the same engineer again: two
transaction records are created for the same engineer.

If you leave the Assigned field blank and select more than one
engineer during scheduling, the system assignsthe alphabetically first
engineer to the call header.

The system uses information associated with the engineer when
determining the call site, which can also affect the BOM and routing
suggested by the system in the Item Service Structure Detail frame.

The engineer scheduling sequence in Call Maintenance considers
only the engineer associated with the call header when calculating
engineer load. If different engineers are specified for some lineitems,
their availability is not affected.

Priority. Enter anumber to indicate how important thiscall is. In order
of precedence, the value in the Priority field defaults from:

The Call Priority field in End User Address Maintenance (if this
is not zero)

The Priority field in either Warranty Type Maintenance or
Contract Type Maintenance.

The priority of the Default Call Service Type defined in the
Contract Control File

The user’s priority defined in Service/Support User Preferences
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If an escalation isin effect, the system deducts the number of points
in the Bump Priority field from the initial default value.

Queue. Enter the gqueue to which this call is assigned. Set up queues
with Call Queue Maintenance (11.1.21.7). For anew call, thisfield
defaults first from the escalation sequence in effect, then from Call
Default Maintenance, then from any default set in Service/Support
User Preferences, and finally from the queue specified as the Default
Call Queuein the Call Management Control File.

Status. Thisfield can be password protected. I ndicates the position of

this call as it relates to the call’s life cycle. Define call statuses with
Call Status Maintenance (11.1.21.1). For a new call, status defaults
first from Call Default Maintenance, then from the Open status set up
in the Call Management Control File. Statuses are affected by the
Escalation Monitor, if escalation is active.

Next Status. The status code that normally comes next, after the call
completes the first status. The next status can default from Call
Default Maintenance, or you can specify it when you create a status
code. If escalation is active, the escalation sequence sets the next
status and the system escalates calls to the next status within a
specified time period.

Next Status Date, Time. The date and time the system next updates
the call. The system calculates these fields in different ways,
depending on whether escalations are being used:

» When call escalation isin effect, the system sets and updates the
date and time according to the escal ation sequence assigned to the
call—the Days and Time Allowed in Status fields. This date
calculation can be affected by Use Calendar Days in the
Escalation in the Escalation Control File.

« Without call escalation, when you add a call the system bases the » See “Coverage

next status date and time on the response time and coverage days %“nﬂ'eg?'(')r?atey
of the service typein effect. page 333 for
more detail.
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The effect of the next status date and time depends on optionsin Call
Maintenance:

- If you are using call scheduling, the next date and time determine
when the scheduling sequence attempts to schedul e an engineer.
These fields determine the default start date and time in the Call
Engineer Schedule Maintenance frame.

« If you are using escal ations, the next date and time determine
when the Escalation Monitor executes the next step in the
escal ation associated with the call. Each step in an escalation can
change the call’s status, priority, queue, or notify key individuals
about the call.

- If you are not using either of these options, thisfield isfor
reference; manually update and track it.

From Quote. Output-only reference field that has avalue only if this
call was created from acall quote.

Comments (Y/N). Indicates whether aframe for recording call
comments should display. The value in thisfield defaults from the
Call Commentsfield in the Call Management Control File, unless
comments already exist. In this case, Comments always defaults to
Yes.

Event Date, Time. For anew call, the system sets these fields to the
system date and time, then updates them along with the call record. If
escalation isin effect, the system updates these fields when
Escalation Monitor changes an aspect of the call.

Escalation. Enter avalid escalation code set up with Escalation
Maintenance. Defaults, in order of priority, from the end user
initiating the call, call defaultsin effect, user preferences, or the
Default Call Escalation field in the Escalation Control File.

Sequence Number. Represents the next sequence of this escalation to
be run against this call by the Escalation Monitor. A sequenceisa
particular stepin acall escalation. You can override the next sequence
step to escalate the call rapidly.

Schedule (Y/N). Defaults from Schedule New Callsin the Call
Management Control File. If Yes, two frames for scheduling an
engineer display: the Availability frame and the Call Engineer
Schedule Maintenance frame. To use the scheduling feature of Call

M QAD
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Maintenance, create and associate schedules with engineersin
Engineer Maintenance. The Availability frame displays engineersin
an order based on weighted values defined in the Engineer Schedule
Control File.

Travel and Estimated Time Frame

The Travel and Estimated Time frame appears only if Call Time Window
is Yesin the Call Management Control File or if the user executing the
procedure has set Call Time Window to Yesin Service/Support User
Preferences (11.21.23).

If engineer scheduling is being used and Display by Callsis No in the
Engineer Schedule Control File, the system uses the estimated length of
the call to calculate engineer availability.

Note Additional fieldsdisplay if MTZ is active: Event Date and Time,
Current Date and Time, and Current Time Zone.

I I
- Travel And Estimated Time ‘H
nh

Estimated Length:

Travel Dist: |0 M

Travel Time: [000: 00

Estimated Length. Enter the call duration. Defaults first from call
defaults, if you are using them, then from the various call lengths
associated with different work codesin the Call Management Control
File (11.1.24).

You can define five default call lengths in the Call Management
Control File: one each for PM, Install, Update, and Corrective work
codes and a general default that applies to the Technical work code
and any others for which adefault is not found. This enables you to
estimate duration based on the kind of work being performed.

The value you specify for estimated length defaults into the Hours
field of the Call Engineer Schedule Maintenance frame as the amount
of time the engineer needs for this call. The system adds either the
hours for an engineer or the number of calls to determine engineer
load, which is used by engineer scheduling to assign points.

Travel Dist. Designates the distance from the support office to the end
user; defaults from the value specified in End User Address

» Seepage 142 for
detalls.

Fig. 11.22
Travel and
Estimated
Time Frame

IQAD
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Tip

If you want the
engineer scheduling
function to take
travel timeinto
account, add it
manually to the
estimated time.

Fig. 11.23

Override
Scheduling Options
Pop-Up

» See “Time Zones
and Call
Management” on
page 141 for
details.
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Maintenance. If you include travel time as part of the call duration,
you can adjust the estimate based on the travel distance.

Travel Unit of Measure (M, K). M indicates travel distances represent
miles; K indicates kilometers. Defaults from the value specified in
End User Address Maintenance (11.9.1), which in turn defaults from
the Call Management Control File.

Travel Time. Designates the number of hours required to travel the
distance between end-user installation and service office. Defaults
from Travel Timein End User Address Maintenance. Thisfield isfor
reference only and does not affect the estimated call length.

Override Scheduling Options

If you are using engineer scheduling and Override Scheduling Optionsis
Yesin the Engineer Schedule Control File, a pop-up displaysin Call
Maintenance so you can modify the rules by which engineers are included
or excluded from scheduling.

Override Scheduling Options

Limit by Availability: | no
Limit by Service Area: |no

Limit by Problem/Skill: | no

Note Two additional options are available if MTZ is active.

Limit by Availability. Defaults from the Engineer Schedule Control
File and indicates whether the system should consider for scheduling
only engineerswith an available status and available hours or callson
the date being examined.

Limit by Service Area. Defaults from the Engineer Schedule Control
File and indicates whether the system should consider for scheduling
only engineers with a service area that matches the area associated
with the call.

Limit by Problem/Skill. Defaults from the Engineer Schedule Control
File and indicates whether the system should consider for scheduling
only engineers with askill that matches the call problem.



CALL MANAGEMENT 351

Availability Frame

If the Schedulefield is Yesfor this call and you have completed the setup » See Chapter 16,

required for engineer scheduling, a pop-up window displays, where you S'i’;%'gﬁﬁ;g ?g?]
can select one or more engineers. page 523.

You can assigh more than one engineer to a call; however, only oneis
considered the call engineer. Thisisthe engineer code that displaysin the
Assigned field in the call header. If you select multiple engineers for
assignment and no oneis currently assigned to the call, the engineer with
the highest point score is considered the call engineer.

To calculate availability, the system follows these steps:

1 Determines which engineers to include based on their availability
status and the limiting options selected.

2 Determines each engineer’s total available hours or calls based on
working schedules—detail, master, or on-call.

3 Determines how many hours or calls are assigned each day and
subtracts them from the available hours or call load to calculate the
engineer’s final availability.

This window's appearance depends on Display by Calls in the Engineer
Schedule Control File. In Figure 11.24, Display by Calls is Yes.

Call Maintenance Flg- 1124
Call Maintenance
Scheduling
- User Selection
CallID: CAl20 Call Date: 06719797 Time: 15:18
Serial: 43268G6/A4
End User: 1001006 Dregon Reliable Prod
Item Number: 10-10000 Rel: o DASIS[TM) COOLING 5Y!
Contract: Service Type: standard Area:
| d t Start Date: Install Date: Morth Bend OR 97457
naicates
. Availability [Calls) The Week Of: 06{15/97 Call Day: Thu
Display by Engineer Pls Pib  Awea Sched Stast  End  Wed Thu Fri  Sal
Callsis Yes.
Kwu 140 no [ | STANDARD os:vo 17:00 12 12 12
BJw 125 ypes SanDiego STAMDARD og:00 17:00 10 10 10
PKH 125 ypes STAMDARD og:00 17:00 10 9 10
GLE 120 no GLB o0g:00 17:00 10 o 10

The system initially displays available engineers prioritized by point
totals. Pressing the Tab key shifts the display to sort by area.

IQAD



352

Tip

Engineer points are
used only to
recommend
engineersfor acall;
you can still select
any one you want.

Tip
If MTZ isactive,

the engineer’s time
zone displays rather
than the schedule.

Tip

Press Enter ona
selected engineer to
deselect that record.
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The availability frame shows:

» Thetotal number of scheduling points assigned to the engineer. The
system cal cul ates points based on the valuesin the Engineer Schedule
Control File for area, problem, availability, primary engineer, and
time zone (when MTZ is active).

« Whether the engineer’s skill matches the problem (Prb = Yes).
- The engineer’s area.

« The work schedule for the engineer, used to calcul ate availability.

- Thetime of day the engineer is scheduled to start and stop working on
the call's next status date.

» The number of unconsumed hours or calls for the engineer for the day
before and two days after the next status date.

An asterisk (*) under aday of the week indicates the engineer is not
available, and two plus signs (++) indicate the engineer is available as a
result of an on-call schedule. In this example, no engineers are available
on Saturday.

Note When engineers are scheduled, the system uses an infinite

schedule. This means the system does not prevent you from scheduling

more than 24 hours in a day or more than the engineer’s call load allows.
When this happens, the availability points display as a negative quantity.

Press Enter while the cursor is on a particular engineer to select the
record. An asterisk appears to the left of the selected engineer. You can
select more than one engineer to assign to each call line.

If an engineer is entered in the Assigned field on the call header, it is not
necessary to select the engineer again. Select an engineer if you want
more than one engineer assigned to the call. Selecting the same engineer
again creates two transactions for the engineer, doubling the individual's
load, which is probably not what you want.
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Call Engineer Schedule Maintenance Frame

If Scheduleis Yesand you select an engineer, the Call Engineer Schedule
Maintenance frame displays.

Usethisframeto edit the default scheduling information for this engineer. » See Chapter 16,

feQmi ; ; ; ; “Engineers and
It issimilar to the frame displayed in Engineer Call Schedule Maint Scheduling " on

(11.13.15.8), where you can modify the same data. Multiple transactions page 523
can exist for one engineer. Use the Next/Previous keys to display all the for details.
transactions.
Call Maintenance Fig' 11'25.
call Engineer
2] =] ol [ 2 chedule
— Jeer Selection ST S e S Maintenance Frame
Call ID: CA120 Call Date: 06719797 Time: 15:18
Serial: 43268G6/A4
End User: 1001006 DOregon Reliable Prod
Item Number: 10-10000 Ref: o DASIS(TM) COOLING 5Y!
Contract: Service Type: standard Area:
Start Date: Install Date: North Bend OR 97457
End Date: Warranty End: Response: 0 HOURS
PO: Comments: no

Call Engineer Schedule Maintenance
Engineer St Date Start Hours Close Tran Eng Area

IPEH] Inshsln 15:18 3.0 no 17

Note When MTZ isactive, the system enters the scheduled start date and
time in the end user’s time zone, which displays in the Call Maintenance
header frame.

St Date. Defaults from Next Status Date on the call header, but can be
modified. If only one engineer transaction exists for a call, updating
this field also updates the call's Next Status Date value.

Start, Defaults from Next Status Time on the call header, but can be
modified. If only one engineer transaction exists for a call, updating
this field also updates the call’'s Next Status Time value.

Hours. The estimated number of hours required for this engineer to
complete the call. Defaults from the Estimated Length field. If only
one engineer transaction exists for a call, updating this field also
updates the call's estimated length.

Close, Tran. Output-only field of the call transaction number and a
Yes/No field indicating if this call transaction number has been
closed.

IQAD
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Tip Eng Area. Displays the service area associated with the engineer.
If MTZ isactive,
this columnis
replaced by

engineer timezone.  1t€M Service Structure Detail Frame

Thisframe displays only if Call Structure Window is Yesin the Call
Management Control File or if the user executing the procedure has set
Call Structure Window to Yesin Service/Support User Preferences

(11.21.23).
::tlegrnléf\?lce - Iten SE;:gii:e'S::;::cturE Detail
Structure Detail site: [0, [
Frame BOM code: |REP10-10000
Routing: |REP10-10000

Engineer Area. Output-only field that displays the assigned
engineer’s area. If no engineer is assigned, this field is blank.

Site. Indicates the inventory site where repair parts for the item being
serviced reside. Call Activity Recording uses the site when parts are
issued in the repair of this item. This field cannot be modified once
you open reports for this item in CAR. The site associated with the
first call item determines the value for the call site on the CAR
header.

The system follows a sequence to derive a default site, beginning with
an engineer. If an engineer is not assigned in Call Maintenance, the
sequence begins with the third step.

» Thekey site and location the system uses is the one associated
with the assighed engineer in Engineer Maintenance (11.13.1). If
you leave the engineer site blank and specify alocation, the
system uses the area site, but the engineer location takes
precedence over the area location.

- If the engineer does not have a site or location, the system uses
the ones associated with the engineer’s area in Area Maintenance
(11.15.12).

- If these values are all blank, the system uses the default spares
site/location set up in Default Site Maintenance (11.21.13).

- If asite has still not been found, the system uses the site and
location defined when the item was set up in Item Master
Maintenance (1.4.1).

M QAD
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- If asite has still not been found, the system uses the site associated
with the end user’s customer in Customer Maintenance (2.1.1).

BOM Code. Must be a valid service BOM set up with Service
Structure Maintenance. It defaults from the BOM code for the current
work code associated with the item in Service Item by Site
Maintenance (11.3.9) first. If no BOM is specified for the site, the
system looks for a BOM set up with Service Item Maintenance. For
the PM work code, the system uses the PM BOM code; for the install
work code, the system uses the install BOM; otherwise, the repair
BOM code is the default.

This BOM prints on the call to assist the engineer in servicing the
item. It also defaults into CAR and can be auto-loaded into the item
usage frames of CAR. This field cannot be modified once you open
reports for this item in CAR.

Routing. Must be a valid service routing set up with Service Routing
Maintenance. It defaults from the routing associated with the item in
Service Item by Site Maintenance (11.3.9) first. If no routing is
specified for the site, the system looks for a routing associated with
the item 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; otherwise, the repair routing is the default.

This routing prints on the call to assist the engineer in servicing the
item. It also defaults into CAR and can be auto-loaded into the labor/
expense and item usage frames of CAR. This field cannot be
modified once you open reports for this item in CAR.

Note When a call is referenced on an RMA and you release the RMA to
a work order, the system uses the repair routing defined in Service ltem
Maintenance or Service Item by Site Maintenance on the rework work
order, even if you specified a different routing on the call.

IQAD
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Fig. 11.27
Call Update Frame

Tip

To standardize
usage, set up values
for these codesin
Generalized Codes
Maintenance.

Tip

Set up values with
Generalized Codes
Maintenancefor the
field ca_resolve.

M QAD

Call Update Frame
The Call Update frame always displays.

Gall Update
Page Engineer: |yes
Multi ltems: |yes Service Type: |STANDAR
Fault Codes: |ves Entered by: | hme
Resolution: Print Call: |ves
Service Request: Call Printed: yes

Time Spent: (012

Page Engineer (Y/N). Indicates if the Engineer Paging frame should
display to initiate paging. Thisfield defaultsto Yes for anew call if
three conditions are true:

» An engineer has been assigned to the call.
» The Dispatcher field in the Call Management Control Fileis Yes.

» The selected engineer is afield engineer in Engineer
Maintenance.

Multi-Items (Y/N). Indicates whether the Call Items frame should
display. Set thisfield to Yesif problems for more than one item are
being reported on this call, or if you want to view the detail for the
first item specified on the call header.

Fault Codes (Y/N). Defaults from Use Fault Code in the Call
Management Control File. Setting Fault Codesto Yes displaysa
frame where you can enter various fault, problem, cause, and resolved
codesfor the first line item on the call. The title of the Fault Code
framedisplaysasFault Codes for Call Line x,soitisclear
which line the codes are associated with.

Resolution. An optional code you define that identifies how the
problem is going to be resolved. When you enter a service call, the
resolution code may be blank, indicating the call is not resolved. The
resolution code is normally filled in later, once the call is resolved or
forwarded.

Resolution codes can indicate the type of solution, such as the
adjustment or repair that was made, or they can indicate how the call
was forwarded, such as the entry of an RMA or service request. The
call resolution istypically more generic than the resolution codesin
the Fault Codes pop-up.
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Service Request. Validated against service requests created with » See Chapter 18,
Service Request Maintenance. If you associate a service request with Rsee(;‘égsets " on
acall when you create it, the SR number displays by default. Since page 561.

multiple calls can reference the same SR, you can also manually enter
an SR number.

Time Spent. The amount of time spent on this service call.
Calculating time can beimportant to service organizationsthat bill for
telephone support time rather than on-site services.

The system can calculate the time spent. If Total Call Timein the Call
Management Control Fileis Yes, the system tracksthe elapsed timein
decimal hours from the time you enter the Call Info frame. It stops
when you reach the Call Update frame.

If additional timeistaken after this, manually increase the time spent.
Each time you access a call in Call Maintenance, the system adds any
additional time spent to the current total time.

When thisflag is No, the time spent defaults to zero and must be
entered manually.

Service Type. Defaults from the warranty or contract type defined in Tip

the call header. While you can modify the service type currently in g’gtgg‘ﬁg;’]"gﬁjthi s
effect, attributes determined by the previous service type are not field if you do not
changed, including response time, priority, and coverage days. The ‘;Véar’\‘/tigg‘iy%%fau't
system considers the limits associated with the new service type, modified.

however, in Call Activity Recording. This field cannot be modified
once you open areport for the first item in Call Activity Recording.

Entered By. A system-maintained field to record the user ID of the
person who entered this service call. For reference only.

Print Call (Y/N). If Yes, the system prompts you to enter an output
device so the call can be printed directly from Call Maintenance.

Call Printed (Y/N). Thisis an output-only field maintained by the
system. For anew call, thisis always No. When you print a cal, the
system setsit to Yes. Thisfield isfor reference only; it does not
restrict the reprinting of the call.
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Fig. 11.28
Engineer Paging
Frame

Fig. 11.29
Cal Item Frame

M QAD

Engineer Paging Frame

If Page Engineer is Yes, the Engineer Paging frame displays.

Engineer Paging

Engineer: |41 Harvey Phillip
Phone: |1-619-969-9999 Date: 06/19/37

Status: Time:

Transaction:

Press Go to initiate paging. Press End to cancel paging

Engineer. The code identifying the engineer assigned to the call
displays by default. The employee name of this engineer displays
next to the code.

Phone. If the engineer being paged has been set up with a pager
number in Engineer Maintenance, it displaysin thisfield. Thisis
the number the system passes to the paging program.

Date and Time are display only. When you press Go, the system initiates
paging. Set up the paging program and paging statuses in the Paging
Control File (11.13.19.24).

Call Iltem Frame

If Multi-Iltemsis Yes, the Call Item frame displays so you can update
information for each line item.

Call Itenm
Call Line: Engineer: PKH Update ISB: yes
Item: 10-10000 Site: 10000 Fault Codes: yes
Serial: 4328766/a4 BOM code: REP10-10000 Comments: no
Rel: 0 Routing: REP10-10000 Coverage: no
Work Code: Tech Quantity: 1
Swc Type: STANDARD Status: NEW

Call Line. The line number associated with thisitem on the call.

Item, Serial, Ref. Uniquely identifies the item being repaired. The
referenceisthe | SB reference number. These fields cannot be updated
once you open areport for theitemin Call Activity Recording.

Work Code, Engineer, Site. These fields default from the call header,
but can be changed for each line item. If thisisanew line and you
change the engineer, the default site is recalculated based on
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information for this engineer. Once therecord is created, changing the
engineer does not change the site.

Svc Type. The system calculates this field based on the item entered.
If theitem is currently covered by a contract or warranty, the
associated service type displays by default. Otherwise, the system
uses the default call service type from the Call Management Control
File. Thisfield cannot be updated once you open areport for theitem
in Call Activity Recording.

BOM Code, Routing. These default from the BOM codes and routings
defined first for the item in Service Item by Site Maintenance, then in
Service Item Maintenance, based on the work code specified.

Quantity. For an item not in the installed base, quantity defaultsto
one, but can be modified. If theitem added to the call already existsin
the installed base, its ISB quantity displays by default. Thisfield
cannot be updated once an open report exists for thiscall linein Call
Activity Recording.

Status. Thisfield can be password protected. Displays the current
status of the call line. The call line status isimportant in Call Activity
Recording and determines whether the detail recorded for the line
should be included on the call invoice.

Normally, the system sets the line statusin CAR. The statusis
availablein Call Maintenance to give you added flexibility and
control. Each line on acall can have adifferent status. For example,
you can cancel one line found to be unnecessary, while leaving other
lines open.

Update ISB (Y/N). Use this field to decide for each line item on the
call if the system should add it to the installed base, overriding other
settings. It defaults to Yes when:

- Theitemisaready in theinstalled base. In this case, Update I1SB
defaultsto Yes regardless of other settings.

» Thelnstalled Base flag in Service Item Maintenanceis Yes for
theitem, and the Create ISB flag is Yesfor the current end user in
End User Address Maintenance.

» Theitemisnot defined in theitem master, but Create |SB is set to
Yesfor the current end user in End User Address Maintenance.

Tip

Thevalue of Create
ISB for anew end
user defaults from
the Create |SB field
inthe End User
Control File.
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Fig. 11.30
Coverage
Information Frame

» See Chapter 5,
“Levels and
Limits of
Service,” on
page 168 for
details.
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If the item has been set up in the Item Master as serial or lot-number
controlled and a number is not specified, the system sets Update 1SB
to No and it cannot be changed. Lot and serial-controlled items must
be added to the installed base with an appropriate number. If the Item
field is blank, Update 1SB aso defaultsto No.

Fault Codes, Comments. Thesefields are the same asthe comparable
fieldsfor thefirst call linein the Call Update frame.

Coverage (Y/N). Defaults from Coverage Window in the Call
Management Control File. If Coverageis Yes, the following frame
displays coverage information.

Coverage Information Frame

When you create a call, the coverage information for the first item
displaysin the call header. However, each item on a call can be covered
by adifferent contract or warranty. The Coverage Information frame
shows detailed information for any line on the call.

Call Maintenance
User Menu Edit Queue Options Help

=
User Selection
’7 CallID: CA115 Call Date: o6/17796 Time: 09:18
Carial- 1042092741
— Coverage Information
Contract: 213 Line: 1 Warranty Svec Type: W-1
Contract Svc Type: SC-1 Install date:
Start Date: 06701796 ‘Warranty Expiration:
End Date: 06430797
Service Type Used: SC-1 Cumency: USD
Coverage Limits For: Contract 21311
Limit Qualifier Amount Used/Consumed List Price Limit %Cv

Expenses 1,000.00 0.00 0.00 75
Items 1,000.00 0.00 0.00 50
Labor 1,000.00 0.00 0.00 25

The system uses the call open date to search for effective limits. These
limits may be derived from a contract, service type, or warranty, as
indicated in the header of the frame. The system also displays the
currency being used on the call.

If service coverage limits are derived from a contract, the system includes
the amount consumed against the limitsin the display.
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Fault Codes Pop-Up

If Fault Codesis Yes, a pop-up window for recording codes displays as
illustrated in Figure 11.31. Fault codes are tied to aparticular line, as
indicated by the heading of the pop-up window. You typically enter fault
codes after work on the call is complete and specific datais available
regarding the problem and resolution. You can use this datafor generating
custom call reports.

Fault Codes for Call Line 1 Fig. 11.31
Line Problem Cause Resolved Hours] Fault Codes

Pop-Up

z |elec || | 0_00

Line. You can enter more than one line of information. The system
increments the line number.

Problem. Set up problem codes in Generalized Codes Maintenance
for field ccd_problem. These codes are generally more specific than
the call problem on the call header.

Cause. Set up cause codes in Generalized Codes Maintenance for
field ccd_cause. Use these codes to categorize the source of the
problems reported on calls.

Resolved. Set up resolution codesin Generalized Codes Maintenance
for field ccd_resolution. Use these codes to categorize the solution
applied to the reported problem. These codes are typically more
specific than those specified for the Resolution field of the Call
Update frame.

Hours. Indicates the number of hours spent working on the resolution
to the problem recorded on this line. The engineer scheduling
seguence does not consider this figure, but it can be important in
statistical reporting, especialy if one engineer visit addresses
multiple problems.
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Fig. 11.32
Call Print Frame

Fig. 11.33
Cadl Queue
Manager (11.1.6)

» See “Displaying
Call
Information,” on
page 145 for
more
information.
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Call Print

If Print Call is Yes, the system prompts you to enter an output device.

Call Print
’7 Output: |FTETER

When you print from Call Maintenance, the system includes any BOMs
and routings associated with the item in the output.

Call Queue Manager

The Call Queue Manager (11.1.6) is a multipurpose tool for sorting and
manipulating call records. In busy support environments, you usually
need to view and edit calls according to preselected criteria. For example,
asupervisor may scan calls by status, service engineer, or priority.

= Call Queue Manager
User Menu Edit Queue Options Help

— Search For

Call Maint: no Assigned: Status:
Open Only: no Prob/Skill: DIAG Severity:
Priority: 999 Type: Queue:

Area: End User: Customer:
Work Code:

Call ID Pri Status Queue Assigned End User Nzt Date  Time
Area Customer WK Code

CAll2 10 ALERT priority 0100-r 06f02797 11:05
0100-R TECH

CA113 50  aleit emergnecy esc? 06/02797 11:01
oo TECH

CA282 30 assign mgr-rex :l 00000001 06702797 11:05
FTTITIIT  tech

CA229 o PENDING priority 00000002 06f02797 11:10

You can specify any number of search criteriafor reviewing calls.

Note Selecting calls by work code can take noticeably longer than other
selection criteria. Keep thisin mind when displaying a large number of
cals.

When Multiple Time Zonesis active, you can select a display time zone
to use when reviewing calls. The next status date and time of each call
display relative to the time zone selected.
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Display Order

The Queue Manager setting in the Call Management Control File
determines how the Call Queue Manager (11.1.6) sorts and displayscalls.
Anindividual user can override this value with a preference set in
Service/Support User Preferences (11.21.23).

Values can be 0 through 3, and each has a different effect on primary and
secondary sort orders:

0. Displays calls by next date and time. Pressing Tab toggles the sort
order by end user.

1. Groups calls by assigned engineer, then priority. Pressing Tab
toggles the sort order by queue.

2. Sorts by the assigned engineer. Pressing Tab toggles the sort order
by end user.

3. Sorts by area. Pressing tab toggles the sort order by customer.

When you enter the Call Queue Manager, the system displays an
informational message describing the sort method currently in use.

Maximizing Display Area

Because of window size restrictions, information for four calls displays at

one time—five calls in the Windows interface. Before calls are displayed,
you are prompted to retain visibility of the search criteria. If you respond
No, the screen clears before displaying calls. The display area is
optimized so that an additional three calls can be included—a total of
seven in character and eight in Windows.

Editing Calls

You can edit call records directly from the Call Queue Manager in two
ways, depending on the Call Maint field.

Call Maint = No

You can scroll through the list of calls displayed on the window. Press
Enter while your cursor is positioned on a call to update call detail.

IQAD
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Fig. 11.34
Updating aCall in
the Queue Manager

Tip

A call dispatcher is
responsible for
monitoring calls.

M QAD

Not =] Call Queue Manager
. . —gser Menu Edit Queue Options Help
displaying
h
searc
. L Calls
criteria CallID Pri Status Queue Assigned End User Nzt Date  Time
IeaVeS more PD Area Customer WK Code
room for CA112 70 ALERT priority 0100+ 06/02/97 11:05
calls. 0100-R TECH
CA113 50 alert emergncy esc? 06402797 11:01
oo TECH
CA282 30  assign mgr-rev 00000001 0602497 11:05
THIFTTT tech
CAZ229 0 PENDING priority 00000002 06/02f97 11:10
A SUbset _Of 01000000 TECH
call details cAZ31 0 cancel priotity 00000001 06702497 11:10
can be ATV TECH
h d CAl108 0 ALERT priority BJw 10010001 060297 11:05
change AMERICAS 10010001 TECH
when Call Update Call
Maint is set CallID Pri  Status Queue Assigned Prob Nzt Date Mzt Time
CAZ82 Im assign mar-rev DIAG 06£02797 |11: 05
to No. 10010003 TECH

From this frame, you can change call priority, status, queue, assigned
engineer, problem code, and next date and time. A call dispatcher can use
this feature to redirect the calls and assign them to appropriate engineers.

Note In Figure 11.34, the search criteria are not displayed, so that more
calls are displayed.

Call Maint = Yes

With this setting, pressing Enter on acall in the list takes you directly to
Call Maintenance, providing full call editing functionality. This setting is
best suited to service engineerswho must perform detailed editing of their
cals.

The display in the Call Queue Manager is updated automatically, using
the time interval in Queue Manager Pause in the Call Management
Control File (11.1.24).

Displaying Calls by Next Date and Time

You can set up the Call Queue Manager to display callsin the order of
next status date and time (Queue Manager = 0). When set up this way, the
Queue Manager displays the call with the oldest next status date and time
first. In this manner, you can view all overdue calls or calls about to
become overdue. If you run Call Queue Manager by next status date and
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time, you can also view all the open callsfor aparticular engineer ordered
by oldest open call first.

Call Generator

You can use Call Generator (11.1.8) to generate three types of calls:

» The next scheduled call on contract preventive maintenance
schedules

- Callsfor arange of itemsin the installed base
- Callsrelated to field notifications

Input Sourcein theinitial Call Generator frame determines the kind of
call generated.

Fig. 11.35

Call Generator
- A= Initial Frame

Input Source: || P PM Schedules (11.1.8)

1 Installed Base
F Field Notification

Call Generator
User Menu Edit Queue Options Help

\F1:Help F2-Go ESC=End Ctrl-X=Cut Ctrl-C=Copy Ctl-¥=Paste

This section discusses generating calls for PM schedules and installed » See “Field
base items. The chapter on the installed base discusses generating calls B‘gé'g%a?“o” on
for field notifications. '

You can also use the Call Generator to generate PM calls for itemsin the
installed base, apart from a PM schedule—internal maintenance
schedules for your own equipment, for example. Or, you can use it to
generate calls to remind end users without contracts that equipment is due
for PM, thus generating extra service revenue.

Important This utility can generate a large number of calls at one timerip _
If you run it by mistake, it may take some time to eliminate the unneedééghe” generating

o |'s, consider
calls. Menu-level security is recommended. running the

program in batch.
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» See “Using the
Call Generator”
on page 304.

Fig. 11.36
Call Generator for
PM Calls

Tip

To execute the
program in batch,
specify Yesto Print
Report.

M QAD

Generating PM Calls

If Create PM Callsis No in the Contract Control File, the system creates
preventive maintenance schedules, but does not actually generate calls.
Instead of going through the Contract M ai ntenance sequence again,
generate the calls using the Call Generator

Other reasons may influence you to create PM calls with the Call
Generator rather than with Contract Maintenance. The Call Generator
offers more control over the calls, since you can specify a call open date.
Thisisimportant because the system searches for valid coverage limits
based on the call open date.

The Call Generator aso enables you to keep the number of open callsto a
minimum, since calls need not be created until near the time serviceis
due. Theseissues are discussed in more detail in Chapter 10.

Figure 11.36 illustrates the Call Generator when Input Sourceis P,

Call Generator
User Menu Edit Queue Options Help

Input Source: P P PM Schedules
1 Installed Base
F Field Notification

From Date: To:| 7 ¢

Contract Number: To:

Assigned: To:

Call Date: |07/22/9¢6 Print Report: |no

You can generate calls based on arange of schedule dates, arange of
contract numbers, and arange of assigned engineers.

When Create PM Callsis Yesin the Contract Control File, the system
creates only thefirst call on aPM schedule. In the call generator, one call
is created for each scheduled date within the date selection range. If your
date range is wide, more than one call may be created for a particular
schedule.

Example A item on acontract has avisit scheduled every 30 days,
starting on 01/01/98. You execute the Call Generator with a date range of
01/01/98 — 03/01/98. Three calls are generated for this item.

You can generate a report listing the calls created during the execution of
the Call Generator. If you choose not to generate a report, a message
displays when the program completes, indicating the number of calls
created and the range of call numbers.
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Generating Installed Base Calls

You can also use the Call Generator for itemsin the installed base. Use
this feature to meet many needs relative to installed base updates that do
not require the additional level of control provided with field
notifications.

When creating calls for installed base items, specify awork code. The
system uses appropriate defaults set up with Call Default Maintenance, if
available. If you specify the PM work code, one field of the item selection
criteria changes. Instead of selecting installed base items based on ship
date, you can select items based on their last PM date. Thefield labels
change appropriately.

You can also combine calsfor itemsin the installed base, so theitemsfor
one end user are put on one call. Only one currency can be used on the
call.

Itemsin the installed base may include a product structure beneath them.
To limit calls to parent items only, set Top Level Only to Yes.

Figure 11.37 illustrates the Call Generator when Input Sourceis|.

: Call Generator [_[O] =]
UserMenu Edit Oueue Options Help
Input Source: | PH Schedules
Installed Base
F Field Notification
‘ Work Code: UPDATE
From End User: il To:
Item Number: To:
Serial: To:
From Ship Date: L Tao: L
Model:
Top Level Only: |no
Call Date: |07/15/9 Print Repoit: |no
Combine Calls: |yes
Prefenied Coveral ge: [Wananty Select Conlract or Warranty

Work Code. The default is blank. Enter any valid work code defined
with Work Code Maintenance. The system uses the work code
specified for calls generated and finds call defaults created in Call
Default Maintenance.

From End User, To. Thisfield can be blank. If it is not, the system
creates calls only for end users within the range.

» See “Call
Currency” on
page 331.

Fig. 11.37
Call Generator for
Installed Base Calls
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Tip
Setto Yestorunin
batch.

M QAD

Item Number, To. Thisfield can be left blank. If it is not, the system
creates calls only for installed base items with numbers within the
range.

Serial, To. Thisfield can be blank. If it is not, the system creates calls
only for installed base items with serial numbers within the range.

From Ship Date, To. Thisfield can be blank. If it is not, the system
creates calls only for item numbers with a ship date within the
specified range. If you are using the PM work code, these fields
display as From PM Date and To.

Model. If you are tracking installed base items by model number,
enter amodel number in thisfield to include only items with this
model in the calls generated.

Top Level Only. Set to Yesto create call lines only for parent items.
Set to No to create call lines for each item in the installed base
configuration.

Call Date. Defaults from the system date, but can be modified.
Specifying an open date for calls generated during this execution of
the Call Generator gives you more control over when the system
begins processing the calls. This can be especialy significant if you
use effective dates on coverage limits, since the system uses the call
open date when determining coverage terms that apply to an item.

Combine Calls (Y/N). Specify Yesto generate one call for each end
user. The system creates multiplelinesfor each installed base item for
this end user. Specify No to create one call for each installed base
item.

Preferred Coverage (Warranty/Contract). The system uses this value
if overlapping coverage exists for an installed base item.

Print Report (Y/N). Indicates whether the system should generate a
printed report listing the calls created. If Yes, you are prompted for an
output device for the report and Batch ID. If No, areport is not
generated, but a message does display when execution completes
indicating the number of calls created and the range of call numbers.



Call Status Changes

You can define any number of call statuses, representing various stagesin
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the call life cycle. You can move acall from one status to any other,

unless the status is the Complete, Closed, Hold, or Cancel status defined
in the Call Management Control File.

In these four cases, the system checks to ensure that the status change is
valid. Many of these validations are rel ated to the kind of transactions that
have taken place in Call Activity Recording. Table 11.5 summarizes the
validations the system makes when completing, closing, or canceling a
call. The following sections provide more detail.

Complete Close Cancel
No reports Error OK OK
No invoiceable or invoiced detail Error OK N/A
Reports exist OK OK Error
Open SEO OK Error Error
Temporary Customer (Call Activity with Error Error OK
Temp isNo)
Temporary Customer (Call Activity with OK OK OK
TempisYes)
Reports on Hold (call line) OK Error N/A
Reports on Hold (call) Error Error N/A
Status of lineis not closed, complete, or Error Error N/A
canceled
Invoiceable report has unprocessed Error Error N/A

transactions

Completing a Call

The complete status indicates a call is ready for invoicing, or areport has
been invoiced. Since recording activity in Call Activity Recording isa
preparation for invoicing, the system always attempts to set the call line
and call statusto complete, unless Close on Recording is Yes in the Call
Management Control File. In this case, the system attemptsto close the
lines and the call first. If this does not succeed, then the system attempts
to completeit. If that fails, the line and call statuses are unchanged, with

Table 11.5
Requirements for
Call Status Changes
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one exception. If the line was previously complete or closed, the system
setsit to the open status.

Requirements to Complete a Call Line

The system makes a number of checks before a call can be completed, at
three different levels: call, cal line, and line reports. If it encounters any
errors when trying to complete lines, it displays a message.

The status of lines that cannot be completed is unchanged, unless they
were previously closed or completed. This could happen if you added
more detail to apreviously completeline. In this case, they are reset to the
open status. If you try to change the line status to complete, the system
produces more precise error messages.

Existence of a Report

Since completing acall lineis preparation for invoicing and valid
afterward, at least one report must exist with an invoiceable or closed
status and fully processed detail, or a message displays.

Call Status

To complete aline, the current status of the call cannot be closed,
canceled, or hold. If it is, a message displays.

Open SEOs

The system warns the user if open SEOs are attached to the call or call
line. Thisisonly an error when the status is closed. The call cannot be
closed until all quantities on the SEO are either consumed or returned.

Temporary Customer

If the call was created for the temporary customer specified in the Call
Management Control File, Call Activity with Temp must also be Yesin
the control file. Otherwise, an error is generated. This error does not occur
under normal circumstances, since if Call Activity with Temp is No, you
should not be able to accessthe cal in Call Activity Recording to create a
report.
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Requirements to Complete a Call

The requirements to complete a call are more stringent than to complete
aline, since all call lines must be either closed, complete, or canceled. To
complete aling, the system verifiesthat at least one invoiceable report
exists. To complete the call, however, the system verifiesthat all reports
associated with a complete line are either closed or invoiceable with fully
processed detail. If acall cannot be completed, a message displays in the
Call Status frame of CAR.

If you attempt to manually change the call statusto complete, the system
generates more exact errors listing line numbers with open reports.

Open SEOs

The system warns the user if open SEOs are attached to the call or call
line. Thisisonly an error when the statusis set to closed. The call cannot
be closed until all quantities on the SEO are either consumed or returned.

Line Status

To complete the call, al lines must be closed, completed, or canceled, or a
message displays.

Existence of a Report

Since completing acall is preparation for invoicing, at |east one report
must exist with an invoiceable status and fully processed detail. If the call
has since been invoiced, the complete statusis still valid if closed reports
exist. However, if you have canceled the lines on the call, you cannot set
the call statusto complete; you must close or cancel it.

If you are finished with a call without recording activity, you must close
it, but not complete it. Warning messages display if the system cannot
complete the call or line.

Report Status

Two checks are made on the status of reports created for the call in Call
Activity Recording. If areport exists, but has no transaction detail, you
must close it before the call can be completed or a message displays.
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If you create reportsin CAR and record transaction detail, the report
status must be invoiceable or closed. The system sets the report status to
H (hold) if it encounters any errors while issuing inventory. A call with a
report on hold cannot be compl eted.

Closing a Call

A call isclosed when its status is set to the Close Status in the Call
Management Control File. This statusis the final status of acall and
indicates service activity for this call is finished and ready for invoicing.
Once acall is closed, you can record ho more activity. However, you can
reopen closed calls by changing their status.

If you take cals for items that are not in the installed base, the system
creates an installed base record when the status of the call is set to closed.
Normally, however, if any activity has been recorded for the call, the
installed base record is created in Call Activity Recording. You can also
move closed calls that are fully invoiced to history and then archive and
remove them from the system.

Close calls from the following functions:
« Call Maintenance
- Call Activity Recording
 Call Queue Manager
 Engineer Call Schedule Maintenance
With slight variations, each program makes similar verification and

produces similar effects. You cannot use escalation sequences to close
calls automatically.

Effects of Closing a Call

The system takes a number of actionswhen acall is closed.

- If thecall isfor anitem that is not yet in the installed base and no
activity isrecorded in Call Activity Recording, the system can create
an |SB record when the call is closed. You can decide per line item
which itemsto add to the installed base. If activity is recorded, the
ISB record is created in CAR, rather than at call closure.

 Engineer transactions for the call are closed.
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- If the call was generated as part of the PM scheduling sequence in
Contract Maintenance and Create PM Callsis Yesin the Contract
Control File, the system generates anew PM call. It is scheduled for
the next open date on the contract’s PM schedule.

- If the install work code is associated with the call, the system sets the
installation date, next PM date, warranty duration, and warranty
expiration based on the call closure date and time.

» The system clears the call next status field, as well asthe next status
date and time, since no more activity is expected for thiscall. In
addition, the call close date and time are set.

Differences Between Complete and Closed

Both complete and closed can mean you are done with a call except for
creating the invoice. Complete is much less final than closed. You can
close a call with no intention of creating an invoice. However, to be
complete, invoiced or invoiceable reports must exist on the call. Some
other differences include:

» SEOs can be open for a complete call, but not for a closed call.
» Closed calls can be archived and deleted.

Requirements to Close a Call

The system makes checks at three levels before acall can be closed: call,
call line, and line reports. When the system detects an error, it stops
checking and displaysthe error. If possible, it also displays the source of
the error by indicating the line number or the report number that did not
pass verification.

Note A call can be either closed or canceled if no activity has been
recorded. How you want to use these two statuses is up to you.

Multiple Engineers

If more than one engineer has been assigned to the call, it cannot be
closed from Engineer Call Schedule Maintenance. This restriction
prevents one engineer from updating the call status when another
engineer is not finished.
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Open SEOs

No open SEOs can be attached to the call. If an SEO was associated with
the call, the call cannot be closed until al quantities on the SEO are either
consumed or returned.

Temporary Customer

If the call was created against the temporary customer specified in the
Call Management Control File, Call Activity with Temp must also be Yes
in the control file.

Line Status

Each line item on the call with reports must have a status of closed,
complete, or canceled, or amessage displays. You can still close acall
directly from Call Maintenance if you have not recorded any activity
against it.

Report Status

Two checks are made on the status of reports created for the call in Call
Activity Recording.

- If areport has been created but has no transaction detail, you must
manually closeit before the call can be closed. Otherwise, the system
assumes this report still needs to be invoiced and generates an error if
you attempt to move the call to history.

« If you create reportsin CAR and add transaction detail to them, the
status of the report must be invoiceable or closed or a message
displays. The system sets the report statusto H (hold) if it encounters
any errorswhileissuing inventory. A call with areport on hold cannot
be closed.

Report Transactions

If detail has been recorded in Call Activity Recording, the system verifies
that al inventory has been successfully issued. It also verifies that all
labor and expense transactions have been posted to the proper GL
accounts. If not, amessage displays.



Moving Calls to History
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Maintain complete call history on-line by moving closed and canceled
callsto aseparate history file. While closed calls no longer appear on the
Call Queue Manager unless you specifically request them, they do appear
on call browses, inquiries, and reports until you move them to history.
Moving them to history can reduce the number of records you need to

review to find calls being worked o

n.

You can review, but not modify or invoice, datarelated to callsin the
history file with the Call Print with History Report (11.1.1.5).

Closed Call Move to History Flg 11.38
User Menu Edit Queue Options Help Cl Osed Ca” Move
to History
— Selection Criteria (111121)
Call Id: | To:
End User: . To:
Date Closed/Cancelled: | 7 7 To: (06717496
Move Closed: |no Audit Closed: |yes
Move Cancelled: |no Audit Cancelled: |yes
| Clear I Print I | Exit
\F1:Help F2-Go ESC=End Ctrl-X=Cut Ctrl-C=Copy Ctl-¥=Paste
Sdlect callsto be moved by range of call 1D, by range of end user Tip
associated with the call, or by the close date. You can move only closed Cancelingacall
calls, only canceled calls, or both closed and canceled calls matching the in the same way

other criteria by changing the Move Closed and Move Canceled field
values.

You can also produce areport of callsthat would be affected by setting
both Move flags to No and both Audit flagsto Yes. Thereport is
generated to the specified output device.

Executing Closed Call Moveto History (11.1.1.21) copies closed or
canceled calls within the specified date range from the Call Master
(ca_nstr) fileto the Call History (cmh_hi st) file, then deletes the call
from the Call Master. Keep or delete and archive this history with Call/
Quote History Delete/Archive (11.1.1.23).

closing it does.
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You can move
canceled callsto
history and archive/
deletejust like
closed calls.
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Canceling a Call

A call can be canceled only if no activity has been recorded for it. The
cancel statusis an important metric tool. Many times customerscall ina
panic and log a call. When they have calmed down, they realize the
source of the problem and call back to cancel the call.

Tracking the number of canceled calls can be useful in determining if
there is an educational problem with users at a site. It may support an
opportunity to do some marketing for training revenue or update products
so they are more user friendly.

Effects of Canceling a Call

Canceling acall has many of the same effects that closing a call does.

- |If all the conditions are met, the system prompts you to add an item to
the installed base when acall is canceled. Thisis so you can record
that this end user has the item, even though the reported issue turns
out to beinvalid.

 The system closes the engineer transactions for the call if more than
onhe engineer was assigned to it. Any estimated hours calculated as
part of the engineer’s work load for engineer scheduling purposes are
removed.

- If the call was generated as part of the PM scheduling sequence in
Contract Maintenance, the system generates a new PM call and
schedules it for the next open date on the contract's PM schedule.

« The system clears the call's Next Status field, the Next Status Date,
and the Next Status Time, since no more activity is expected for this
call. In addition, the call close date and time are set.

Requirements to Cancel a Call

Two requirements must be met to cancel a call. The system makes the
same checks if you cancel an individual line.
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Open SEOs

Open SEOs cannot be attached to the call. If you associated an SEO with
the call, you can only cancel it when all quantities on the SEO are either
consumed or returned, or a message displays.

No Reports

No reports can exist for the call. An error displays even if no detail has
actually been recorded. If no serviceisrequired for acall and areport has
been opened, you can manually close the report and close the call, but you
cannot cancel it.

Placing a Call on Hold

You can place any call on hold. When acall or cal lineison hold, you
can record activity for it only after you change its status. SEOs cannot be
ordered for it. In addition, an invoice cannot be generated in CAR. Since
you may want to invoice for activity already recorded for a call on hold,
you can generate an invoice in Call Invoice Recording, but awarning

displays.

When placing acall on hold, you are warned if any of the following
conditions exist.

Open SEOs

A warning displaysif an SEO is attached to the call with quantities that
are neither consumed nor returned.

Incomplete Report Transactions

If detail has been recorded in Call Activity Recording, the system warns
you if al inventory has not been successfully issued. The system also
warns you if all labor and expense transactions have not been posted to
the proper GL accounts
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sales 508
accrual
RMA issuelines 652
action status
contract 271
RMA 658
SEO 583
additional charges (contract) 247
amount type 247
pricelists 205
allocations
Call Activity Recording 418, 459
Cdl Quote Maintenance 383

return material authorization (RMA) 638

RMA Maintenance 638

service engineer orders 581, 585, 592

amount type 203, 215, 247
archive/delete
cals 375
contracts 279
field notifications 73
service requests 570
area 555-559
defining 558
deleting 558
end user 30
engineer 529
holidays 559
location 557
points 541
site 557
structure 559
type 558
AreaHoliday Maintenance 559
AreaMaintenance 30, 558
Area Structure Maintenance 559
arrears (billing in) 261, 282
as-built configurations 40
At Supplier Site 685
auto renew contracts 261, 277
end user 32
automatic
loading BOM/routing in CAR 402
locations 97
availability
of engineer 351
status 527

B
Back Order Advice 598
backlog

SEO report 602



billing

arrears 261, 282

cals 472

contracts 281

return material authorization 656
billing cycles 283
Billing Date Correction 293
Billing Release to Invoice 288
Billing Reversal Maintenance 291
blanket

contract 249, 259
BOM Code Maintenance 622
BOM type 303, 619
BOM. See service BOM
booking history

RMAs 639

C
calendar days
in escalations 522
calendars
engineer 551
cal
assigning engineer 346
BOM code 355
calculating next event 333
canceling 376
effectsof 376
requirements for 376
closing 372
effectsof 372
requirements for 373
completing 369
requirements for 370, 371
coverage 332
creating end user from 35, 342
currency 331
default call servicetype 324
defaults 317
category 320
pop-up in Call Maintenance 344
effect of recording activity 329
end user message 29
engineer scheduling 351
estimated length 349
from unknown users 324
hours of coverage 333
installation 47
installed base 367
installed base update 65
moving to history 375
next status 314

INDEX

next status date/time 347
paging engineer 356
PM 366
PM scheduled 302
pricelist 206
servicetype 187
priority 346
end user 28
user preferences 119
priority of defaults 322
putting on hold 377
queue
user preferences 118
queue codes 315
recording activity. See Call Activity Recording
routing 355
scheduling engineer 351
service request linked to 562
severity 345
site 354
status 312
time zones effect 141
travel distance 349
type codes 315
Update ISB 359
work code 70, 345, 367

Call Activity Recording

Close on Recording field 421
currency 399
exchanges 428
frames
Call Line Status frame 466
Call Status Frame 468
Coverage 449
Engineer Order Selection 451
Exchange Rate 439
header 436
Installed Base Detail 447
Item Dates pop-up 467
Item Detail 443
Item Usage Detail 459
Labor/Expenses 451
Labor/Expenses Detail 454
Multi-ltem Return Detail 464
output device 466
Returned Items Detail 462
WIP product line pop-up 448
installed base update 65, 430
inventory issues 416, 418
Invoice from Recording field 422
invoice generation 424
limits consumption 414
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loading SEOs 604
product lines 413, 506
purchase orders requirement 400
reports 419
returns 428
SEO consumption 404
sites/locations 415
status changes 421
time zones 147
variances 506
work orders 505
Call Default Maintenance 320
Call Engineer Schedule Maintenance frame 144
Call Escalation Control File 713
Call Generator 365, 367
fidd notification 71
time zones 149
Call Invoice Recording 472
frames 478
Accounts pop-up 493
Billing Summary 482
header 478, 487
Issue Detail 498
Item Detail 490
Item Totals 497
Items Repaired 490
Labor/Expense Detail 495
Labor/Expense Totals 494
trailer 502
trailer summary 489
invoice detail 473
invoice sort 90
modifying invoices 475
taxes 228
Call Maintenance 336
Availability frame 351, 538
Availability frame (with time zones) 144
Call Defaults pop-up 344
Call Engineer Schedule Maintenance frame 353
Cdl Info frame 345
Call Item frame 358
Call Update frame 356
Coverage Information frame 360
End User frame 342
End User Selection frame 341
Item Service Structure Detail frame 354
Override Scheduling Options pop-up 143, 350
Travel and Estimated Time frame 349
User Selection frame 338
Call Management Control File 703
Invoice Accountsfield 493
Project Code Handling field 427
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return statuses 102
System Level on Calls 43, 46, 57, 339
Call Queue Maintenance 316
Call Queue Manager 362
display order 363
editing calls 363
time zones 148
Call Quote Maintenance 387
Contracts pop-up 388
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lifecycle 381
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overview 380
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releasing 384
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errorsduring 385
time zones 149
call setup 309
call defaults 317
call queue codes 315
call status codes 312
control file settings 323
default call servicetype 324
Itemsin Installed Base field 323
type codes 315
Call Status Code Maintenance 314
call status codes
Call Management Control File 313
cancel status 314
closed status 314
complete status 313
hold status 313
open status 313
Call Structure Window
user preferences 118
Call Time Window 349
user preferences 118
Call Type Maintenance 315
Call/Quote History Delete/Archive 375, 386, 387
Canadian taxes 222
Cash Flow Report (contract) 294
category
cal default 320



service 91
charge code

billable 107

Call Activity Recording 407

contract 105

covered 105

default 114

default billable 116

default contract 115

default covered 115

default fixed billable 116

default warranty 115

definition 103

fixed price billable 106

giveaway 107

limits 183

project mandatory 106

service engineer order 584

usesof 104

warranty 105
Charge Code Maintenance 104
charge product line

definition 107

in Call Activity Recording 507

search order 113
Charge Product Line Maintenance 107, 109
charge types 645
charges (additional) 247
Close on Recording 421
Closed Call Moveto History 375
compliance

return to supplier (RTS) effect 687
Compliance Control File

return to suppliers (RTS) 687, 688
confirming

service engineer orders 591
consume forecast

service engineer orders 585
contacts

end user 33
Contract Additional Charges 247
Contract Cash Flow Report 294
Contract Control File 715

Contract Limitsflag 234

Renew Limits From flag 239

Start from Warranty 251

Start from Warranty field 251
Contract Copy to Contract 272
Contract Deferred Income Report 294
Contract Invoice Reprint 290
Contract Limitsflag 168, 234
Contract Maintenance 256

INDEX

Contract Quote Maintenance 279
Contract Quote Release to Contract 280
contract quotes 279
Contract Type Maintenance 164, 185
contracts 231-280
action status 271
additional charges 247
auto renew 32, 261, 277
bill arrears 261
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 249, 259
changing limits 237
changing service type 238
copying 272
copying effective dates 176
copying limits 235
creating 255
credit hold 247
currency 245
default RMA 644
definition 232
delete/archive 279
end user 257
invoices
correcting posted 292
correcting unposted 291
generating 287
reprinting 289
lifecycle 232
limit effective dates 235
master 257
overlap with warranty 251
pricelists 204
renewa 273
limit effective dates 177
single 276
time zone effect 151
type 162
control file
Call Escdation 713
Call Management 703
Contract 715
End User 728
Engineer Schedule 729

Paging 733
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RMA/RTS 723
Service Management 698
Service Request 714
copying
contracts 272
limits 235
service BOMs 630
service pricelists 217
serviceroutings 630
coverage
for calls 332
for RMAs 640
hours 167
coverage limits. See limits
Create |SB field
end user 31
End User Control File 34, 44
credit hold
contract 247
return materia authorization (RMA) 658
service engineer order 332, 580
credit pricelist 634, 640, 641
servicetype 187
currency
cal 331
Call Activity Recording 399
contract 245
pricelist 202
servicepricelist 202, 214
Custom Program Entry Point Validation 740
Custom Program Insertion Maintenance 741
Customer Maintenance 27
Time Zonefield 140
Customer Ship-to Maintenance
end users 27
cycle codes
contract billing 283

D
Database Time Zone field
Service Management Control File 127, 702
date
call open 336
daylight savingstime 137
default
cal 317
call precedence order 322
cal quote 383
charge codes 114
escalation 514
locations 95
return statuses 102
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service types 163

sites 95
Default Charge Code Maintenance 114
Default Site Maintenance 98
default sites

repair 99

return 98

scrap 99

search algorithm 95

Spares 99

use of 96
Deferred Income Report (contract) 294
delete/archive

cal 375

contracts 279

field notifications 73

service requests 570
detail alocations

RMA 638

service engineer orders 586, 592
discount amount type 203, 215
Display Time Zone pop-up 145
duration

servicetype 186

E
ECOs
tracking with service requests 568
effective dates
contract renewal 177
contracts 235
copying to contract 176
service BOMS 623
service limits 176
service pricelists 202
Employee Maintenance 528
end user 28
area 30
auto renew contracts 32
Cadl Maintenance 338
contacts 33
contract 257
Create |SB field 31
creating directly 26
creating indirectly 34
creating new in call 35, 342
definition 26
deleting 36
escalation 30
invoice sort 32
message 29
modem phone 28



office open/close 28
primary engineer 30
purchase orders required 31
secondary engineer 30
selectingincal 341
tax data 222
time zone 28, 141
time zone change 132
travel distance 30
travel time 30
travel UM 30
type 28, 115
warranty 197
End User Address Maintenance 26, 141
Time Zonefield 141
End User Control File 44, 728
End User Time Zone Change Utility 132
engineer
area 529
assigning primary 325
assigningto call 325
availability by calls 543
availability by hours 544
calls per day 530
current location 529
field 529
group 529
holidays 533
location 525
oncall 537
pager 530
paging 356, 358
primary 30, 531
secondary 30
site 525
status 530
transactions 546
Engineer Availability Inquiry 551
Override Scheduling Options pop-up 552
time zone effect 154
Engineer Calendar 551
time zone effect 154
Engineer Call Schedule Maintenance 353, 546
time zone effect 153
Engineer Delivery Note 598
Engineer Detail Schedule Maintenance 535
Engineer Diary 153, 550
time zone effect 153
Engineer Holiday Maintenance 533
Engineer Maintenance 152, 528
Engineer Master Schedule Maintenance 533
Engineer Order Control File 590

engineer orders. See service engineer orders
Engineer Schedule Control File 30, 541, 729

AreaPointsfield 541

Available Points field 541

Display by Calls 542

Limit by Availability 731

Limit by Problem/Skill 732

Limit by Service Area 732

Limit by Time Zone 732

Override Scheduling Options 733

Primary Eng Points 731

Primary Eng Pointsfield 541

Problem Points 731

Problem Pointsfield 542

Range of Hoursto Consider 732

Time Zone Points 731

Time Zone Points field 542
engineer schedules 523-553

Call Maintenance 351

defining master 533

engineer 529

engineer detail 535

example 548

from call 351

oncal 537

rebuild 547

rules 539

time zone effect 151

transactions 546
Engineer Skill Maintenance 531
Engineer Status Maintenance 527
engineers

assigning primary 346
escalation 511-522

default 514

enabling 512

end user 30

example 513

user preference 118

using calendar days 522
Escalation Maintenance 518
Escalation Monitor 521

pauseinterval 521

time zones 149
exchange rates

Call Activity Recording (CAR) 400

CAR 439

contract 246

return material authorization (RMA) 665

return to suppliers (RTS) 690
exchanges 100

Call Activity Recording 428

INDEX
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return status 102
unit of measure 100, 207, 429
exits (user) 740
expense
cost lists 211
due employees account 504
service account 504
expensed SEO 579
expired
call quotes 386
Expired Quote Move to History 386, 387

F
fault code

call 356

RMA 679
field engineer 529
field notification 67

generating call 71
Field Notification Delete/Archive 73
Field Notification Maintenance 69
field replaceable unit (FRU) 47
fixed prices 445

invoice sort 87

taxesfor 225, 406

work code 85
FRU. Seefield replaceable unit
fsgroup 519
fsskill 345, 531
fstzcon.p 159

G
Generalized Codes Maintenance
service codes 119
generating calls 367
Global Tax Management (GTM)
Service/Support module 225
GMT. See Greenwich Mean Time (GMT)
good
return status flag 101
Goods and Service Tax (GST)
class
end user 222
Greenwich Mean Time (GMT) 139
groups
engineers 529
service 48

H

history
installed base 39
moving call quoteto 386
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moving call to 375
RMA 639

holidays
area 559
calculating availability for 545
coverage on schedule 534
engineer 533

hours of coverage 167, 333

I
installation
BOM 51
cal 47
routing 52
installed base 21-77
as-built configurations 40
business considerations 23
Call Activity Recording 65, 430
Call Maintenance 65
calsfor items 67
generating callsfor 367
history records 39
Invoice Post report 63
ISB Unit Quantity 42
loading structure 699
location 59, 676
marketing letter 76
memo itemsin 38
moving items 73
owner 59
parent 55, 57
parent-component relationships 59
product structuresin 40
record 22
reference 56
restricting support to 38
restricting to inventory items 38
RMA Maintenance 62
sales order update 60, 61
status 59
time zone effect 150
transaction history in 42
update manually 54
updating in Call Activity Recording 446
warranties 193
Installed Base History flag 39
Installed Base Item Maintenance 54
model 56, 447
Installed Base Marketing Letter 76
Installed Configuration Maintenance 59
Installed Item Move 75
Inv Issue field 693



Inv Receipt field 694
inventory
issues
call activity recording 416, 418
return material authorizations (RMA) 654
return to supplier (RTS) 687
receiptson RMAs 654
transfer on SEO 581
inventory allocations
Call Activity Recording 418
Call Quote Maintenance 383
RMA Maintenance 638
service engineer orders 581, 592
Invoice Detail field 88, 480
Invoice From Recording field 422, 472
Invoice Post
cal invoices 477, 488
installed base report 63
Invoice Print
Print Call Invoice Detail 473
Invoice Sort Maintenance 88
invoice sorts 88
Call Invoice Recording 90
definition 85
detail 87
display 86
Display Order field 86, 479
end user 32
fixed prices 87
Invoice Detail field 88
language 87
limitswith 172
service categories 85
service limits 86
Typefield 86, 480
use of 85
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 656
ISB History Browse 39
ISB History Delete/Archive 39
ISB History Report 39

INDEX

ISB Unit Quantity 42, 46

ish_owner 59

ish_status 59

ISBPST.prn 63

Itemsin Installed Base field 38, 323, 339, 698
Items Must Exist 38, 323, 339

L
languages

invoice sort labels 87
letters

installed base marketing 76
Limit Allocations to Avail to Allocate 592, 638
Limit by Availability field

Call Maintenance 350

Engineer Schedule Control File 731
Limit by Problem/Skill field

Call Maintenance 350

Engineer Schedule Control File 732
Limit by Service Areafield

Call Maintenance 350

Engineer Schedule Control File 732
Limit by Time Zonefield

Call Maintenance 143

Engineer Schedule Control File 732
limits

by invoice sort 172

by work code/service category 174

Call Activity Recording 407

call quotes 382

changing on contract 237

charge code 183

contract type 168

copying 235

effective dates 176

list price 182

multiple levels 183

percent of coverage 181

renewing contracts 239

total 180

warranty 194
list price limit 182, 190
Load Available Structure 41, 433, 447
location

area 557

attributes for default 97

automatic 97

default 95

default repair 99

default return 98

default scrap 99

default spare 99
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engineer 525
installed base 59, 676
return materia authorization (RMA) 637

M
markup amount type 203, 216
mass call generator 367
master
contract 257
engineer schedule 533
memo items 38
messages
end user 29
model
call default 320
Installed Base Item Maintenance 56, 447
Service Item Maintenance 47
modem phone 28
moving
call quotesto history 386
calsto history 375
installed items 73
MTZ. Seetime zones
Multiple Time Zones field
Service Management Control File 702
Multiple Time Zones Maintenance 137
Multiple Time Zones Startup Utility 130
Multiple Time Zones. See time zones

N
notification
field 67

o
office open/close 28
On Hold Service Level field
call quotes 385
cals 332
contracts 247
RMAs 658
service engineer orders 580
Service Management Control File 701
On-Call Maintenance 537
Open SEO Report 601
orders. See service engineer orders
over limit charge code 183, 191
overhead
service account 504
overlapping coverage 251
Override Scheduling Optionsfield 154
Engineer Schedule Control File 733
Override Scheduling Options pop-up
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Call Maintenance 350
MTZ active 143
Engineer Availability Inquiry 552
ownership 59

P
page engineer 356, 358
pager 530
Paging Control File 733
parent-component relationships
installed base 59
Pending Invoice Maintenance 290, 635, 657
pending return 101
percent of coverage 181
PM. See preventive maintenance (PM)
PO/RTS/RMA Credit Pricing Menu 200
points
area 541
available 541
primary 541
problem 542
time zone 542
preferences
user 117
preventive maintenance (PM)
bill of material 51
cals 366
days between 48
routing 51
scheduling 297-306
changing 301
creating calls 302
date calculation 301
price amount type 203, 216
Price List Maintenance (1.10.1.1)
return material authorizations (RMA) 649
pricelists 201
amount type 203, 215
cal 206
Call Activity Recording 436
contract 204
currency 202
effective dates 202
expense cost 211
field validations 212
product line 207
repair 206
RMA 641
service group 207
servicetype 166
typeC 204
typeE 211



typeR 206

unit of measure 203

work code 207
pricing 201

fixed 445

PO/RTSIRMA Credit 200

RMA issuelines 648

SO/SQ 200
Pricing Control File

return material authorization (RMA) effect 653
Primary Eng Pointsfield 30, 541, 731
primary engineer 30, 531
priority

bumping with escalations 516

call 346

end user 28

service type 188
problem/skill

cal 345

engineer 531

limit by 732

SR 567
Product Line Maintenance

service accounts 503
product lines

Call Activity Recording 413, 506

charge 107, 507

revenue 111, 508

RMA 641

search algorithm 508

servicetype 165, 185

Use Item Prod Line 108
product structure. See service BOM
project codes

Call Activity Recording 427
Prorate Partial Periods 284
pt_svc_group 48, 320, 321
pt_svc_type 48
pt_sys type 46, 57
purchase orders

requiring 31

requiring in CAR 400

Q
queue manager

cals 316, 362

service request 569

user preference setting 118
queues

cal 315

call quote 391

service request 565

INDEX

quotes
call (Seealso call quotes) 380
contract 279

R
Range of Hoursto Consider field
Call Maintenance 144
Engineer Schedule Control File 732
Ready to Invoice field 488
Rebuild Engineer Schedules 547
receipts
itemson RMA 654
recording call activity. See Call Activity Recording
reference numbers
installed base 56
reg_type 558
releasing
cal quoteto call 384
calculating coverage 385
errorsduring 385
RMA to work order 660
Renew Limits From field 239, 272
Renew Single Contract 276
renewing contracts 273
automatic 277
coverage limits 239
single 276
repair
BOM 50
pricelists 206
routing 50
site/location 99
supplier 51
repairable flag
return status 101
Service Item Maintenance 48
reportsin Call Activity Recording 419
status 419
repricing
RMA issuelines 652
request for service. See service requests
requiring purchase orders 31
response time
servicetype 186
restocking charge
servicetype 187
return material authorization (RMA) 633-682
charge types 645
coverage for 640
credit pricelist 641
issues 654
life cycle 635
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linking issues/receipts 655
locations 637
pricing issue lines 648
pricing receipt lines 647
receipts 654
releasing to work order 660
Sales Order Control File settings 639
return site
definition 98
return status 99
default 102
exchange flag 102
good 101
Good flag 102
Pending flag 103
scrap 101
Scrap flag 102
SEO Direct/Pending Returns 609
Return Status Maintenance 102
return to supplier (RTS) 683-695
compliance 688
issuing inventory 687
receipts 687
tracking inventory 685
returns
Call Activity Recording 428, 607
exchanges 100
pending 101
quantity 610
service account 505
service engineer orders 607
standard 100
updating ISB in CAR 433
revenue product line
definition 111
in Call Invoice Recording 508
search order 113
Revenue Product Line Maintenance 111, 112
RMA Maintenance 654, 661
installed base updates 62
RMA Release to Work Order 621, 660
RMA.. See return material authorization (RMA)
RMA/RTS Control File 636, 723
Display Service Contractsfield 644
routing. See service routing
RTS Maintenance 635, 689
RTS. Seereturn to supplier (RTS)
rules-based engineer scheduling 539
example 548

S
sa_sa type 262
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Sales Account Maintenance

RMAs 641
Sales Order Auto Credit Approval

return material authorization (RMA) 635, 659
Sales Order Control File

effect on return material authorization (RMA) 639

effect on service engineer orders 592
RMA pricing 653
SO Edit ISB Defaultsfield 45
Sales Order Credit Maintenance
return material authorization (RMA) 659
Sales Order Maintenance 60
installed base update 60, 61
Sales Order Price Inquiry
return material authorization (RMA) 652
Sales Order Pricing Report
return material authorization (RMA) 652
Sales Order Repricing
return material authorization (RMA) 652
sap_bom_type 303
schedules. See engineer schedules
scrap
return status flag 101
site 99
secondary engineer 30
SEO Automatic Allocations 593
SEO Backlog Report 602
SEO Confirmation 591
SEQ Direct/Pending Returns 609
SEO Maintenance 575, 581
SEO Manual Allocations 593
SEQ Pending Return Report 612
SEQ Shipment Report 603
SEO Shipments 594
SEQ. See service engineer orders
server time zone
changing 135
setting 131
Server Time Zone Change Utility 135
Server Time Zonefield
Service Management Control File 127, 702
startup utility 131
service accounts
expenses due 504
returns 505
service expense 504
service labor 504
service overhead 504
service area. See area
serviceBOM 616
attaching toitem 619
auto-loading in CAR 402



BOM type 619

Call Activity Recording 621

call creation 620

call quotes 621

copying 630

creating 622

installation 51

PM 51

repair 50

RMA Release to Work Order 621
service category

coverage limits 174

definition 91

expense flags 93

item flags 93

labor flags 93

Service Item Maintenance 49

use of 91
Service Category Maintenance 92

tax data elements 224
service contract. See contract
service engineer orders

allocations 581, 585, 592

cal related 576

confirmation of 591

consumption in CAR 404

engineer 582

expensed 579

lifecycle 574

loading in CAR 604

quantity returned 610

returns 607

Sales Order Control File settings 592

shipto 583

shipping 593

shipping immediately 584

sites/locations 594

without call 578
service group

cal default 321

pricelist 207

Service Item Maintenance 48
Service Item by Site Maintenance 52
Service Item Maintenance 44

installation BOM 51

installation call 47

installation routing 52

model 47

PM BOM 51

PM days 48

PM routing 51

repair BOM 50

repair routing 50

repairableflag 48

service category 49

service group 48

service structure data 49

supplier warranty 47

System Type field 700

usage code 48
Service Management Control File 698

Database Time Zonefield 702

effect on installed base 37

Installed Base History field 39, 701

Itemsin Installed Base 339

Items Must Exist 339

Multiple Time Zones field 702

Ship to Installed Base field 701

System Level 43, 46, 57, 339, 700

time zone settings 126
Service Price List Copy 217
Service Pricing Maintenance 213
service product structure. See service BOM
Service Request Control File 714
Service Request Maintenance 566
Service Request Queue Manager 569
service requests 561-570

delete/archive 570

linking to call 562

queue manager 569

queues 565

setup 564

status codes 564

use of 562
servicerouting 616

attaching to item 619

auto-loading in CAR 402

Call Activity Recording 621

call creation 620

cal quotes 621

copying 630

installation 52

PM 51

repair 50
Service Routing Copy 630
Service Routing Maintenance 624
Service Std Operation Maint 628
Service Structure Copy 631
service structure data

Service Item Maintenance 49
Service Structure Maintenance 622
service structure. See service BOM
service type

Call Activity Recording 407

INDEX
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cal pricelist 187

contract 238

contract pricelist 186

credit pricelist 187

default 163

default call 324

definition 162

duration 186

hours of coverage 167

levels of coverage 168

limits 168

overview 162

pricelists 166

priority 188

product line 165, 185

response time 186

restock % 187

ship beforereturn 187
Service Work Center Maintenance 627
Service/Support Setup menu 79

Service/Support User Preferences 117, 156

setting up

service calls 309

Service/Support Management 79
Ship Immediately field 584
shipments

Open SEO report 601

SEO shipment report 603
shipping

lead time 663

service engineer orders 593
sites

area 557

Call Activity Recording 415

cal line 354

default 95

engineer 525, 594

repair 99

return 98

scrap 99

service engineer order 594

service item valuesfor 52

spare 99
skill codes 531
SO Edit ISB Defaults 45
SO/SQ/RMA lIssues Pricing Menu 200
spares site

definition 99
SR Queue Maintenance 565
SR Status Code Maintenance 564
sir_problem 567
sr_severity 567
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Sir_type 566
standard operations
defining service 628
servicerouting 625
status
availahility codes 527
cal 312
cal line 421

changesin Call Activity Recording 421

engineer 530
installed base 59
reportsin Call Activity Recording 419
return 99, 428
service request 564
suppliers
warranty 47
swapping itemsin CAR 429
System Level field 46, 57
Call Maintenance effect 339
installed base effect 43
System Level on Calls 43, 46, 57, 339
system type 46, 57

-
tax codes 222
taxes
Call Invoice Recording 228
end user data 222
fixed price 225, 406
service/support management 222
Temporary Customer 324
Time Zone field
Customer Maintenance 140
End User Address Maintenance 141
Engineer Maintenance 152
Time Zone Points
Engineer Schedule Control File 731
time zones
activating MTZ 127
Call Activity Recording 147
call generator 149
Call Maintenance 141
call management 332
Call Queue Manager 148
conversions required 128
creating 137
customer 140
Database Time Zonefield 127
display time zone pop-up 145
end user 29, 141
end user (change) 132
engineer scheduling 151, 524



Escalation Monitor 149
installed base 150
introduction 124
limit by 143
limiting by 732
loading default data 128
loading sample 131
range of hoursto consider 144
scheduling options 143
scheduling points 542
start up utility 128
total limit
service types 180
transaction history 42
transactions
consuming an SEO 606
travel
distance
Cadll Maintenance 349
end user 30
time
end user 30
unit of measure
end user 30
type
amount 203, 215
area 558
BOM 303, 619
Cpricelists 204
cal 315
E pricelists 211
end user 28, 115
invoice sort 480
invoice sorts 86
R pricelists 206
schedule 534, 536
system 46, 57

U

U.S. salestax 222

unit of measure
exchange 207
fixed price 207
pricelist 203
travel 30

usage code 48

INDEX

Use Item Prod Linefield
charge product lines 108
return materia authorization (RMA) 641
revenue product line 491
Service Management Control File 700
WIP product line 507
user exits 739-750
user preferences 117
cal priority 119
cal queue 118
Call Structure Window 118
Call Time Window 118
escalation default 118
queue manager 118
quote queue 118

\%
Value Added Tax (VAT) 222
variance

in Call Activity Recording 506

w
warranties

definition 162

end user type 197

overlap with contract 251

supplier 47

types 192

Service Item Maintenance 46

Warranty Type Maintenance 196
WIP product line 448
work centers

service 624

service/support management 627
Work Code Maintenance 84
work codes

call default 320

coverage limits 174

definition 82

fixed prices 85

pricelist 207

uses of 83
Work Order Cost Report 507
Work Order WIP Cost Report 507
work orders

Call Activity Recording 505
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