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Course Description

QAD designed this course to cover the basics of preparing to implement the Service and Support
Management module of QAD Enterprise Edition. The course includes:

« An introduction to the Service and Support Management module

« An overview of key business issues

Setting up the Service and Support Management module

Operating the Service and Support Management module

References to other QAD materials, such as user guides and on-line help

Activities and exercises throughout the course

- Students practice key concepts and processes in the Service and Support Management
module

Course Objectives

By the end of this class, students will:

« Analyze key business decisions before setting up the Service and Support Management
module

- Set up and operate the Service and Support Management module

Audience
« Implementation consultants
« Members of implementation teams
* Operators

Prerequisites
- Initial QAD EE Setup training course
- Basic knowledge of:
- Hardware and network configurations
« QAD EE as it is used in the business
« Working knowledge of:
 The manufacturing industry in general

Course Credit and Scheduling

This course will be completed in 5 days.

QAD Web Resources

From QAD’s main site, you can access QAD’s Learning or Support sites.
http://www.gad.com/

MQAD
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Business Strategy

Business Strategy:
We will be our Customers’
Service/Support Provider

QAD Proprietary SSM-Intro-030

The Service and Support module addresses the needs of companies that have made a fundamental
decision to be a service provider. These companies have recognized that service and support can
play an increasingly strategic role in manufacturing markets and are learning that a well managed
service and support strategy can be leveraged into long-term competitive advantages.

This chapter introduces the basic business concepts addressed by the Service and Support
Management (SSM) module. A general overview of service is presented, followed by a brief
introduction of the chapters to follow.

MQAD
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Role of Service and Support Management

Why?

a Customer satisfaction and confidence (satisfied
customers come back again)

~ Reference customers (presales support, track
record)

a Product performance feedback
~ Profit

QAD Proprietary SSM-Intro-040

Service can be used to build long-term customer relationships or long-term customer loyalty-that
is, service can help build markets, not just sales.

The relationships fostered by a well-managed customer service orientation can lead to more sales
through the testimony of satisfied customers.

Those who service a product often learn as much or more about how it works than those who built
it. Proper management of this service experience can provide visibility of this data through a
service request (SR) system and drive new product development.

The revenue from service contracts extends throughout the lifetime of a product, providing a
financial base for future development and growth.

MNQAD
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Role of Service and Support Management

How?

By having flexible access to information on:

» What products customers have

~ How quickly they expect us to respond

- The scope of service they expect us to provide

QAD Proprietary SSM-Intro-050

The critical requirement to providing excellent and timely service is up-to-date information. This

includes knowledge both about the products a customer has and about their expectations and
understanding of the service relationship.

Using SSM provides a way of capturing this information and making it easily accessible on-
demand.

MQAD



Foundations 9
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Many users who are unfamiliar with the scope of SSM functions think of service as an isolated
area that has little to do with the rest of QAD EE. In fact, Service and Support Management relies
heavily on information that is set up and managed in other QAD EE modules. This figure
illustrates how SSM draws on data from other modules and is fully integrated with them. Modules
with dashed lines are optional; those with solid lines are required to run SSM. The arrows indicate
the direction of data flow.

Service functions do not passively use data defined in other areas of QAD EE. They also actively
affect it. For example, service activity may interact with MRP requirements, allocations, and
forecasting. Service affects general ledger accounts with both cost and revenue. Service activity is
invoiced using standard sales order invoicing functions.

These are just a few examples of the way SSM interacts with other modules.

MNQAD
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Service & Support Arena

Service/Support Arena

Inventory
Management

Service
Billing

Call
Management

Service
Coverage
Conditions

Installed
Base

. Return Return
Service to Material
Reps Supplier Authorization

QAD Proprietary SSM-Intro-070

Service and Support Management lets you set up and manage the interactions required for
supporting, maintaining, or repairing an item, whether it is covered by warranty or service
contract. A broad range of related functions provide a flexible arena capable of modeling many
different kinds of business practices.

MQAD
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Take a Call

1 ¢ Issue Parts

* Record Labor
* Material Usage

Contract

Billing  service
Contract

Product
Sold

Typical Service/Support Time Line

Coverage
Expires

l

Record Activity

QAD Proprietary

Product Warranty Service Contract
Manufactured Period (Renewed)
Take a Take a
cal —~ RMA— RIS g

Generate Invoice

SSM-Intro-080

Service requirements typically begin when a product is sold. If you provide a warranty, the terms
of service coverage are determined by the warranty while it is in force. Once the warranty expires,
a contract may be sold that extends coverage under the same or different conditions. Contracts can
be renewed when they expire. If not renewed, any further service becomes fully billable to the

customer.

This time line illustrates the three main functional areas of SSM:
- Warranties and service contracts
« Managing contacts with end users
« Providing service activity and billing

MNQAD
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Setup

1. Setup

* Define behavior of module.

. Warranties and Contracts

¢ Implement business decisions.
e Set up codes used in other functions.

Define customer relationships (level
of service, duration, billing).

y

. Call Management

Manage interactions with customer.

y

. Service Activity and Repairs

QAD Proprietary

Manage after-market services
performed on calls, including
preventive maintenance, installation,
repairs, and returns.

SSM-Intro-090

These functional areas, along with setup activities, determine a natural flow and logical

progression from:

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 a call) to...

4 Managing the physical response to a customer need, including repairs, installation, preventive

maintenance, and returns.

In this figure, notice that all service activity is driven by the relationships defined in the warranty,
contract type, or service contract supplying the terms of coverage for a particular activity.

MQAD
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Organization of this class

SSM Training Course Outline
~ The Installed Base

a Service Setup
— Various Codes and Statuses
— Revenue and Charge Management
— Pricing
— Multiple Time Zones and Taxes
~ Warranty and Contract Types

a Service Contracts
— Coverage
— Billing and Revenue Recognition
— PM Schedules

QAD Proprietary SSM-Intro-100

Most of the functions in SSM are interrelated: to fully understand one, you need to know
something about all of them. In addition, many features of SSM are optional. Which features you
use will depend largely on your own business requirements.

This course will give you an introduction to the entire scope of SSM, but it does not provide
detailed instructions on all features. It follows the progression illustrated in the previous slide:
setup, warranties and contracts, call management, service activities, and billing.

Most of the activities listed on this slide have to do with what is loosely termed implementation.
Decisions regarding the installed base influence service policy. Warranty and contract types define
your relationships with end users. Contracts drive coverage and billing, allow for deferred revenue
recognition and provide means to schedule PM's.

MNQAD
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SSM Training Course Outline

~ Call Management
— Creating Calls
— Call Queue Manager
— Call Escalation
— Service Requests

a Call Quotes
~ Engineers and Scheduling
~ Service Structures and Routings

QAD Proprietary SSM-Intro-110

Call Management records your daily interactions with end users. Call processing may be relatively
simple or complex, depending on how many of the optional call management features you decide
to use.

MQAD
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SSM Training Course Outline
- Material Orders

a Call Activity Recording
— Call Labor Reporting
— Call Parts Recording

a Call Invoice Recording (CIR)

~ Return Material Authorizations (RMA)
a Returns to Supplier (RTS)

4 Depot Orders

QAD Proprietary

SSM-Intro-120

Call processing includes the recording of service activity to resolve the call, the definition of the
parts and actions needed, the management inventory (both to and from the customer) and the
generation of invoices.

RMAs and RTSs provide alternate ways of managing simple replacements and returns.
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Overview

Installed Base

1
b1 I

QAD Proprietary SSM-isb-010

Service and Support Management (SSM) enables service organizations to maintain information
about the products they sell or service and the individuals who own them. Collectively, this
information is the installed base (ISB). This chapter introduces business considerations related to

the installed base and describes how to manage it.
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Understanding Basic Terms

End User and Installed Base Structure
The customer i the Universal Industries
parent record. End of Los Angeles
Users belong to the Customer 1005000
customer.
Each e”dbuser Universal Industries Universal Industries The
“erueSJ . of Chicago of Los Angeles  Jcustomer
End User 1005A End User 1005000 | code can
customer. 150 be an
l l end user.
Installed Installed
items are Item B Installed
linked to the  Serial No. Item A
112993-1 Serial No.
end user. Installed 112996-5
Item A
Serial No.
112993-2
Installed Base
QAD Proprietary SSM-isb-020

The installed base is a repository of information about items and the organizations that own and
use them. An installed 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 organization that purchased the item, and represents the parent record to which
end users and installed items relate. Each end user must be linked to a customer and, in turn, each
installed item must be linked to an end user. As shown in the figure above, the customer can also

be an end user.

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

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 (7.1.1). The end user is not necessarily the customer.

Each customer can have many end users, but a given end user is linked to only one customer.
Typically, the end user possesses the item, even though it might have been purchased by the main
office.
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Example A parent company buys a forklift and ships it to a warehouse. The parent company is
the customer. The warehouse is the end user. The warehouse did not buy the forklift, but uses it at
that location. Someone at the warehouse usually reports service problems.

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 is always connected to the customer who purchased the item
that the end user possesses.
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The Installed Base

Service Contracts:
Can be built from data
about items in the
installed base

Installed Base Data
» Customers and End Users
> « Installed Items

—_— ¢ ltem Data:

* Serial #

« Warranties
e Dates

Call Maintenance/

Call Activity Recording:
Installed base data can
determine coverage for
call items; ISB updated in
CAR

Warranties:
Apply to items in the
installed base

QAD Proprietary

RMAs and RTSs:

Can reference specific
serial

numbers in the installed
base; ISB updated in
RMAs

SSM-isb-030

Maintaining an installed base is not required to use Service and Support Management. However,
most key service activities refer to and can derive important information from it. This slide
illustrates how the installed base is central to service functions. Every major service function can
refer back to the installed base, and most of them can also update the installed base as information

changes.
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Should You Track the Installed Base?

Should You Track the Installed Base?

~ Do you manufacture or service items that can be
uniquely identified (lot/serial number control)

- Do you provide warranties

- Do you offer product registration and service only
registered products

- Do you offer product upgrades
~ Do your products require scheduled maintenance
~ Are your products subject to recall

- Do you need a complete audit trail to satisfy a
regulatory agency

QAD Proprietary SSM-isb-040

Not every organization needs to track an installed base. For example, a repair center that accepts
products manufactured by many different companies may not need to keep track of installed base
information. The questions on this slide will help you determine if you need to implement an
installed base.

The installed base is normally used only with lot or serial number controlled items, because these
support unique item identifications. If you provide warranties, service only registered products,
perform regularly scheduled maintenance, or face the possibility of a product recall, you will want
keep track of the installed base.
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What Level of Detail is Needed?

What Level of Detail is Needed?

 SSM allows you to track:
— Only the parent item

— The parent item and important components that may
have separate service needs

1 PC, Serial # 222 One PC, Serial # 222
1 Monitor, #874

1 CPU, #888

1 Keyboard, #A-12

/A S\

QAD Proprietary SSMin-ish-050

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

For example, if warranties are offered from the date of purchase, your installed base records need
to have a date of purchase for each item sold. If you are able to limit the warranty to customers
who register the product, you will also need to track whether each sold item has been registered.

Another issue related to detail concerns coverage of components of an item sold. Especially with
configured products, certain options may have warranty coverage distinct from the parent item.
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The Installed Base and Service Policy

The Installed Base and Service Policy

J Service Management Control |

# GaTo = Actions ™ |- CopyT Print 4] Preview
Items in Installed B aze: Ship to Installed Baze: v
Ihems Must E sist| | e Inzstalled Base History:
Load Available Structure: ¥ €y
Swstem Level:g S Travel LIM:| M
tultiple Time Zones: V'
Service Data in ltem Master V' Server Time Zone: PST/APDT
Filter ISB by Classification: ¥ Domain Tirne: Zone:é:

Suppress AP Wamnings:

Service is provided only
for items in the installed
base.

Service is provided only
for items in the item
master.

QAD Proprietary SSM-ish-060

Key business decisions controlling the service activity are set in the Service Management Control
(11.24). Should you take calls for items only in your item master or installed base? Will you load
parents and their components into the ISB after the sales order shipment/invoice post? Do you
utilize multiple time zones in managing service?

If you want to use the installed base as a validation database, you should set Items in Installed Base
to Yes. When set to Yes, no service quotes, contracts, call quotes, or calls can be created
referencing an item not in the installed base. When set to No, only a warning message is displayed
in these functions.

The setting for the Items Must Exist field in the Service Management Control determines whether
the installed base is restricted to inventory items. Setting Items Must Exist to No lets service
personnel take calls for items that are not defined in your item master. This is important if you
service items that you do not manufacture and sell.

Load Available Structure only has an effect if certain other conditions are also true:

= The item must be one you manufacture or configure since the system uses transaction history
records to determine the components.

 The parent and each component to be added to the installed base must also be defined as a
service item with Service Item Maintenance and the Installed Base flag set to Yes.

- Manufactured items must be serial number controlled and created with a work order quantity
of 1 to allow unique identification.
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 The shipment quantity for configured items must be 1.
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End User Create (27.20.3.1)

End User - Create

Attachments

Customer Code

End User Code

Address Type

Marme:
Addiess
Addess
Addiess

Zip Code/City
State

County Code
Country Code

Address Information

Busingss Relation | Romy

QAD Proprietary

W GoTo = © Actions =3 Tools | @ sttach | = Print (8] Preview
®
a [ LinkToCustomer v
lnk ToShiptoadaiess [ [ o]
Link To End User dddress
‘ Create
[Fsmorc :
[a1001 |
| Carriage Hill Rioad 133 |
| |
| |
[Wr12474 [ Rasbury |
I [*[Mew rork.
| Delaware H Delaware County
[us [*[UNITED STATES
Saveand Create ] [ Save ] [ Close
SSM-isb-070

End user information provides part of the key in uniquely identifying items in the installed base.
As mentioned previously, end users are not always the same as customers, although they may be.
One customer can have many end users, but an end user is linked to only one customer. Customers
are created using the Customer Create program found in the Customer Setup Menu.
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Adding End User Records

Adding End User Records

JEnd User Data Maintenance x|

A GaTa = Actions '| Ll Copy ‘| [9,,' Print %] Preview | & attach
Attachments
Customer Address
Customer. 41001 Business Felation: Roxy
Marne: Fowy
Sort: Foxy

Address: Carriage Hill Road 133
Address:

City: Roxbury County: Delaware State: NY'
Country: UMITED STATES Post: N'v12474 Country Code: US

End User

EndUser]  [5] Hame

Soit:

Address: City:
Address: County:
Address: State:

Country: Paostal:
Attention: [2]

Telephane: [2] Farmat:
Fau: [2] Language:
Back Next
QAD Proprietary SSM-isb-080

End users can be created in two ways:

Directly in the Customer Setup Menu, using the End User Create program.This method is best
when adding a batch of new end users to the system, such as when processing product registration
cards. When an end user is created directly, you have the opportunity to then specify detailed
service information in End User Data Maintenance (11.9.1).

End users can also be created indirectly through the interface between service and the Sales Order
module, and from other key service functions like Call Maintenance, Call Quote Maintenance,
RMA Maintenance, and Contract Maintenance. In this case, only the minimum amount of data is
specified however, additional data can be added at a later date by accessing the End User Data
Maintenance function.
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End User Detail

End User Detall
JEnd User Data Maintenance X|
M GoTo ™ Actions '| L Caopy ‘| @ Print '+ Preview | & ittach
Altachments
Customer Address
Customer. 41001 Business Felation: Faxy
Mame: Rowy
Sort: Foxy
Address Cariage Hill Road 133
Address
City: Roxbury County: Delaware Stater MY
Country: UMITED STATES Paost: N'v12474 Country Cade: US
EndUserDetal
Maodem Phone| Operating Schedule:
Lagir l:l Edit Schedule:
Type Call Piioriy] 0
Comments; Time Zone:
Mezzage] |
End Date:
QAD Proprietary SSM-isb-090

Some attributes of the end user are static data for reference and reporting. Most, however, affect
other service functions. The end user type may affect the kind of warranty coverage an end user
receives.
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Service Office Detail

Service Office Detalil
JEnd User Data Maintenance X|
# GoTo ™ Actions '| L Copy '| @ Print ; F'review| § Attach
Attachments
Customer Address
Customer. 41001 Business Relation: Roxy
Name: Foxy
Sort: Fowy
Address: Cariage Hill Road 133
Address:
City: Fioxbury County: Delaware Stater MY
Country: UMITED STATES Past: NvY12474 Country Cade: US
Service Difice Detal
Engineer Code: Ezcalation Numbar:
Secondary Eng Travel Dlstance'ljl
Engineer Group: l:l Travel Time:
Service Area
QAD Proprietary SSM-isb-100

Escalation, travel distance and unit of measure may provide defaults when a call for this end user
is created. The primary and secondary engineer associated with the end user, as well as the end
user's area, affect the engineer scheduling function.
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End User Attributes

End User Attributes

JEnd User Data Maintenance X|

A GoaTo = Actions '| Ll Copy '| @,,J Print s| Preview | & attach
Attachments
Customer Address
Cusgtomer: 410010 Business Relation: Raoxy
Marne: Foxy
Sort Foxy

Address: Carriage Hill Road 133
Address:

City: Roxbury County: Delaware Stater MY
Country: UMITED STATES Post: Mv12474 Country Code: US

Create |SB: Auto Renew Confracts: _I
FO Required:

Determines on an end-user Provides default for Contract
basis if items are added to the Maintenance for contracts for
installed base this end user

Defaults from customer, but may
be unique for each End User

QAD Proprietary SSM-isb-110

The value set in the Create ISB field is used in conjunction with the value defined for an item in
the Installed Base field of Service Item Maintenance to determine if installed base records are
normally created for this end user. This field defaults from the same setting in the End User
Control, (11.9.24).

The value of PO Required is checked by RMAs, Service Contracts, Contract Quotes, Call Quote
Maintenance, Call Maintenance, Call Activity Recording, and Call Quote Release to Recording.

The value of Auto Renew Contracts provides a default in Contract Maintenance when contracts for
this end user are created.
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Invoice Format

JEnd User Data Maintenance x|

# GoaTo = Actions '| L Copy '| @J Print L Preview | & ttach

Attachments
Customer Address

Customer. A1001 Business Felation: Roxy
Mame: Roxy
Sort: Fosy
Address: Cariage Hill Road 133
Address:

City: Roxbury County: Delaware Stater MY
Country: UMITED STATES Past: N'vY12474 Country Cade: US

Determines on an end-user
basis the level of detail

Invoice Format

Line Irvedice Sort Det . .
created for call invoices.
1 ITEMS
2 LaBOR

This value sets default in Call
Invoice Recording, overriding
value defined in Invoice Sort

Maintenance.

QAD Proprietary

SSM-isb-120

The Invoice Format frame of End User Maintenance enables you to define the level of detail you
want displayed on printed invoices for this end user. The level of detail is initially defined for each
invoice sort when it is set up. The detail level specified for an end user overrides the level

associated with the invoice sort.
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End User Contacts

End User Contacts

JEnd User Data Maintenance X|
M GoTo ~ Actions '| L Copy '| @ Print ; Preview | é’ Aitach
Attachments
Customer Address
Customer: 41007 Buzinezz Relation: Roxy
Narne: Foxy
Sort Foxy
Address: Carriage Hill Road 133
Address:
City: Roxbury County: Delaware Stater MY
Country: UMITED STATES Post: Mv12474 Country Code: US
Contacts
N ame:| Adrew Jaftrey b |
Mame Type: P € Phone: 123
Title: br Fax Number:
Function: Site Manager Last Update: 7/13/2009
Each end user can have
multiple contacts.
The primary contact is used as the
default caller in Call Maintenance
Back Next
QAD Proprietary SSM-isb-130

Each end user address can have several contact names listed, one of which can be designated as the
primary contact (Name Type = P). Each contact name can be stored along with a title, phone, and
fax number. The first primary contact and associated phone number displays by default in the
Caller and Phone fields when a new call is created for this end user. This information prints on the
call to assist the engineer in on-site visits.
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Service ltem Maintenance

Service Item Data

J Service ltem Maintenance |

@ GoTo v

Attachments

Item Engineering Data
Itern Mumber: BE-110

Description:

Unit of Measure: E&

Description: Motor 750 % att 110/22040

Item Revision:

Drawing:

ltem Type:
Status: ACTIVE

Prod Line: &
Fouting Code:

Item S ervice Data

Determines if an item
normally is added to the
| installed base.

0.0

Size:

‘“Warranty Cad I
System Typ

Installed Base: V| <&

T
Usage Code:

twzen P

Service Group:

158 Unit Quartity: &

Covelage:é

Supplier W aranty:
FRLU:

Service Categony:

Mean Time Between Failures:;
tean Time to Repair:

MFG MTBF:

Model]

2 MFG MTTR:

Standard Time to Repair:

Installation Call: ¥
Fepairable: ¥

Determine if items are candidates for the

automatic creation of calls.

QAD Proprietary SSM-isb-140

If you typically provide service for a well-defined set of items, you can define service attributes for
them with Service Item Maintenance, (11.3.7). To use this function, the items must first be defined
in Item Master Maintenance.

The information specified in Service Item Maintenance has a critical influence on 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 BOMs and routings.

The model number associated with the item also becomes part of the installed base record. Call
defaults may be set up by model. This can be useful if calls associated with various product models
follow different paths.

The ISB Unit Quantity flag affects the creation of installed base records for non-serial number
controlled items. If this is No, one installed base record can be created for multiple items on a sales
order line, with the line item quantity. When set to Yes, each installed base record has a quantity of
one. Serialized items are always added to the installed base with a quantity of 1.

Service categories are set up with Service Category Maintenance, (11.21.9). They allow detailed
tracking of invoice costs and service coverage levels. A default item service category is defined in
the Call Management Control, which is used in Call Activity Recording if no other service
category is associated with the item.
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Service Structure Data

Service Structure Data

J Service tem Maintenance * ‘

M GoTo ~ Actions ' L Copy ' @,,J Print s| Preview é’ Attach
Attachments
Item Engineering Data

Iterm Murnber: 66-110 Item Revizion:

Description: Motor 750 'watt 110/2204C Drawing:
Description: Item Type:
Urit of Meazure: E4 Status: ACTIVE
Prod Line: A Group:
Flauting Code: Size: 0.00

If an item is repairable, specify
a Repair BOM/ Routing.

Service Structue Data

Fepair BOM: REP10-10000

If an item requires PM,
specify a PM BOM/Routing.

P BOM:| Ph10-10000
PM Routing] PH10-10000

If an item requires an engineer
to install it, specify an
Installation BOM/Routing.

Installation BOM:

Installation Routing|

QAD Proprietary SSM-isb-150

Three default BOMs and routings may be associated with an item in Service ltem Maintenance
and are used by the system under different circumstances.

The Repair BOM and Routing are used by default for calls created with Call Maintenance,
Call Quote Maintenance, and the Call Generator for work codes other than PM or Install. The
Repair Routing is also used on work orders created by the RMA Release to Work Order
function. A Repair BOM and Routing are normally specified only if repairable is Yes;
otherwise, a warning is displayed.

The PM BOM and Routing are used by default for calls created automatically by the system
during PM scheduling in Contract Maintenance or created with the PM work code in Call
Maintenance, Call Quote Maintenance, or the Call Generator. A PM BOM and Routing are
normally specified only if the Days Between PM field is not zero; otherwise, a warning is
displayed.

The Installation BOM and Routing are used by default when an installation call is created for a
newly sold item during invoice post or a call is created with the Install work code in Call
Maintenance, Call Quote Maintenance, or the Call Generator. An Installation BOM and
Routing are normally specified only if Installation Call is Yes; otherwise, a warning is
displayed.

Different BOMSs and Routings can be set up by site in Service Item Maintenance by Site, (11.3.9).
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Updating the Installed Base

Updating the Installed Base

Manually, with
Installed Base
Item Maintenance

Posting Invoice
for RMA Issues
and Receipts

Posting Invoice for

Sales Orders &
Depot Orders
Call Maintenance and
Call Activity Recording
QAD Proprietary SSM-isb-160

The installed base is made up of records tying items with the end users that use them. These
records can be created in various ways. Basically, records are either created manually, or various
features of the system can be used to ensure that records are updated automatically.

» Manually, with Installed Base Item Maintenance, (11.3.1) and Installed Configuration
Maintenance (11.3.5).

- Automatically, when invoices are posted for sales or depot order shipments and RMA issues
and receipts.

Automatically, from call tracking functions. When a call is closed immediately in Call
Maintenance, you can optionally update the installed base. Otherwise, the installed base can be
updated in Call Activity Recording for the item on the call and for items issued to repair it.
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ISB Records in Sales Orders

ISB Records in Sales Orders

- In order for the system to assume an item on a
sales order belongs in the Installed Base

— Installed Base must be Yes for the item (in Service
Item Maintenance)

— Create I1SB must be Yes for the end user

— If the Ship-To address is not yet defined as an end
user, Create I1SB must be Yes in the End User Control
File

QAD Proprietary SSM-isb-170

Several conditions must be met to have invoice post update the installed base.
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Installed Base Item Data

Installed Base Item Data

J Installed Base ltem Maintenan.. X|

M GoTo ~ Actions '| L Copy '| Q,,J Print » Preview
EndUserAddress
End User: C-EL4000 e 114000
MName: Amgen Model, system type, and Sort Mame: Amgen
Address: 1 Amgen Centd Warranty code default from
biv: Theusand 0k Service Item Maintenance for State: CA
Country: UNITED STAT a new record. 1320 TZone: PST/FDT

Installed Base ltem Data

Itern Number: c-c002 Serial: e4000
Deseription: Contral Unit | Reference: o
[ | Comments enable you to
Mode|:| P ‘ Rev Leve\:': track additional
e Install Dater] 6/1/2008 [ Parent: information in the installed
Item T_l,lpe: Companent: base record.
i arranty Code: Last Pt Date:
‘Warranty Expiration: 7/1./2008 [a] Mext PM Date: £/1/2008
Quantity: 1.0 P Daps:ljl
Comments:| | <€

Sales Order: . .
|-> ShipDate: Sales Order Line is updated
- also with call information for
items added to ISB in CAR.

petete | [ Back | [ mex

QAD Proprietary SSM-isb-180

Installed Base Item Maintenance (11.3.1) is used to enter new items directly into the installed base.
This function is particularly helpful for companies that must manually add items and
configurations to the installed base.
Other typical uses for Installed Base Item Maintenance include:

- Extending the warranty expiration date
Changing the revision level of the item
Modifying component records

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

Deleting obsolete records

L]

When a new item is added to the installed base, many of the fields default from values set up in
Service Item Maintenance.
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Installed Base Ownership

Installed Base Ownership

J Inztalled Base e Maintenar.. X|

# GoTo = «  Actions '| L Copy '| @ Print ; Preview

End UserAddress
End User: C-EL4000

Mame: Amgen

Address: 1 Amgen Center

Cugtorner No: CU4000

Sort Mame: Amgen

TZone: PST/POT

City: Thousand Oaks County:
Country: UMITED STATES Post: 91320
Installed Base Item Data
Itern Mumber: c-c002] Dwnership.lzl J
Dezcriptior: Control anahnn'\ |
Slatus:l:l
Model Mew Serial] |
Install Date: 641420 C\assifical\un.‘ /:)l
Item Tppe: S
‘warranty Code: base Last P Drate
Wiamanty Expiratiors 7/1/2008 Newxt PM Date: 6/1/2008
Guantity: 1.0 PM Days 0
Sales Order: Lr: 0 Comments:
Ship Date: Invoice:

State: C&

[ ) [ wen ]

QAD Proprietary

SSM-isb-190

There are additional, optional fields to capture more information on who has the item at the end
user location and where it is. Ownership, Location and Status are reference only and appear on
selected inquiries and reports. The New Serial field is used to change the serial number for an
existing installed base item.
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Installed Configuration Maintenance

Installed Configuration Maintenance

J Inztalled Configuration haint ‘X|

# GaTo = Actions '| L Copy ‘| [QPJ Print 4] Preview

End UserAddress
End User: C-EL2000 Customer No: CU2000
Marne: Community Memorial Haspital

Sort Mame: Community Memorial Hospital

Address: 147 North Brent St

Address:
Time Zone: PST/PDT

City: Wentura County: State: Ca
Country: UNITED STATES Past: 93003

Component ltem

Component ltem]| A]

Companent 5 erial] I =]

Fiev Level:

Multiple components can be
specified beneath the parent.

QAD Proprietary SSM-isb-200

Installed Configuration Maintenance (11.3.5) can be used to create and maintain product structures
in the installed base. Parent-component relationships can be created directly with this function, or
modifications can be made to product structures created in other parts of the system.

Each installed item within the configuration can have a contract or warranty established for it
separately. There are several advantages to having the product configuration in the installed base:
 Customer service can determine exactly what is in the configuration.
- If the item is moved to a different end user, the entire configuration can be moved.

- |f one or more components are replaced during a service activity, just those components can be
updated in the installed base.
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Additional Functions in Call Management

Additional Functions in Call Management
- |SB Hierarchy

~ |SB Move During Call Entry

a Pending Calls

QAD Proprietary SSM-isb-210
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Introduction to ISB Hierarchy

Installed Base 41

- |SB Classification
~ Classification Hierarchy

QAD Proprietary

~ Query ISB for a Classification
a Fewer records returned to a browse | weter

Introduction to ISB Hierarchy

Gas Meter

Water Meter

Commercial

Residential

Farm

SSM-isb-220
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ISB Pop-Up in Sales Orders

I1SB Pop-Up in Sales Orders

W GoTo ~  Aetions v | Ll Gopy ~| 0 Print 4] Preview | @ Attach

Attachments

Header  Lines  Trailer
P Lines P LineDetals P Freight Data B Taxlnfo P Comments

Order: S045EB Sald-Te: 002 LnFar: Single Org:
Sales Order Line
Ln  Item Mumber Qtp Ordered UM List Price Discount Met Price
2 000030 10 EA 50.000.00 0.4706 49.764.70

Installation Call and
Warranty Code default

Installed Base Detail -
reidedBasm D | from Service Item
Update Installed Bage: v

Maintenance.

Installation Call

Installed Baseanalinnl ‘ End USEI’ defaults to the Ship-TO
Ownerzhip: l:l Addl’eSS If thIS addl‘eSS iS nOt
WaranyCodel w1 | defined as an end user, invoice
Parent Seriak | 2] post will create an end user
Parent ltem el record.

‘warranty Start Date: | 7/15/2009 -

QAD Proprietary SSM-isb-230

These values can be used behind the scenes to create the ISB record. However, if SO Edit ISB
Defaults is set to Yes in the Sales Order Control, default values can be overridden during Sales
Order Maintenance. In this case, a pop-up displays and fields can be modified as needed.

The Parent Serial and Parent Item fields are used only if the item being sold should be added to the
installed base as a component of another installed base item.

The warranty start date defaults to blank. If the user does not explicitly specify a date, the system
uses the sales order ship date as the warranty start date when the installed base record is created
during invoice post.
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Other ISB Updates

Other 1SB Updates
~ RMAs add items to the ISB just like sales orders

- |nstalled base can also be updated by calls

— Directly in Call Maintenance if call is immediately
closed.

— In Call Activity Recording, if the call item is not
currently in the installed base

- |n both cases, ISB defaults can be edited

QAD Proprietary SSM-isb-240

Default installed base information can be modified from within an RMA, just like a sales order.

Setting the Edit Installed Base flag to Yes in the RMA/RTS Control lets you edit installed base
information within the RMA via a pop-up window.

Information defined in Call Maintenance sets up default values related to installed base update, but
the updates themselves normally take place in Call Activity Recording. It is still possible,
however, to close calls and update the installed base directly from Call Maintenance. In the normal
life cycle of a call, some activity is recorded for each line in Call Activity Recording. Processing in
CAR can update the installed base in three ways: the call line item, any items issued to repair it, or
any items returned.
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Installed Base Utilities

Installed Base Utilities

- Move an item in the installed base from one end
user to another

- Generate letters for all end users in the installed
base

a Create Field Notifications to manage product
recall

A number of utility functions are provided to meet specialized needs related to installed base
items. These functions enable you to:

« Move installed base items from one end user to another

« Generate marketing letters for a range of installed base items

- Create Field Notifications to manage alerting end users to product recalls
The field notification process works in conjunction with the Call Generator. There may also be
times when you need to generate calls for a range of installed base items or end user/item

combinations apart from a controlled field notification. The Call Generator utility can be used to
generate these calls in one simple execution. This will be discussed later in Call Management.
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ISB Move During Call Entry

ISB Move During Call Entry
~ New “Move ISB” flag on top frame of Call Maint

-~ Two ways to move items on call header
— Enter existing end user and set Move ISB to yes

— Enter new end user and message will ask to move
ISB after error that ISB belongs to other end user

~ On call lines, the second option is the only one

a |f item is part of an ISB configuration, the
whole configuration must be moved

- Can now move ISB if closed calls exist

~ Calls cannot be re-opened if end user does not
match ISB data

QAD Proprietary SSM-isb-270
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Installed Item Move

Installed fem Move 5
W GoTao ~ Actions '| L] Copy '| [8,' Print % Preview
==p From End User C-ELI2000 ToEnd User: C-EU2001
Cornmunity kemarial H Carnmunity Memarial H
Time Zone: PST/POT Time Zone: PSTAPDT
Move Date: 7/14/2009 Recalculate Coverage:
Installed B ase Parent ltems
Level Component Component Serial Comp Ref
1 [ c-s0m | 0
1 | 001 | 2000 il
1 [ c-s0m | 3000 0
AN
System displays items
|| Enter a From and belonging to From End User
To end user. for selection.
QAD Proprietary SSM-isb-280

Installed Item Move (11.3.13) is used to update the location of installed base items from one end
user to another. Normally, if the item being moved has a component structure in the installed base,
all the items are moved with it. However, it is possible to move individual components of a
configured item to a new site if needed.

Note An item cannot be moved if it (or any of its components, if it has a configuration beneath it)
is currently associated with a call, contract, or RMA. These functions depend on installed base
information that would be rendered invalid if the item was moved. Calls needs to be closed and
moved to history. Contracts need to have end date(s) changed.

Note An item can be moved from one end user to another as part of Call Maintenance, as well as
in Installed Item Maintenance (11.3.13).
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ISB Item Tracking History

ISE kern Tracking History 20
@ GoTo v Actions '| Ll Copy '| @ Print % Preview
Serial: AXZ3E5 Serial: AX23ED
Item Number: 022609cmb-1 Item Murnber: 02260%cmb-1
End User: 10000 End User: 10000
Last PM date: 8/26/2009 Last PM date: 8/26/2009

Output: | PAGE Jel

ISB Item Tracking History (11.3.22.5)

QAD Proprietary

SSM-MO-350

ISB Item Tracking History (11.3.22.5) is a report that provides the documented history of an

Installed Base Item.

Data displayed relates only to a specific serial number or range of serial numbers.

The report includes the following document types and their relevant ID’s for each serial number:

» Sales Order Shipments

« Shipper ID

« Sales Order ID (that the shipper pertains to)
Call Activity

- Call ID

 Call Report ID
RMA Receipts

* Receipt ID

- RMA ID (that the receipt pertains to)
RMA Shipments

« Shipper ID

« RMA ID (that the shipper pertains to)
RTS Shipments

L]

L]
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« Shipper ID

« RTS ID (that the shipper pertains to)
RTS Receipts

 Receipt ID

« RTS ID (that the receipt pertains to)
ISB End User Move
ISB Added
ISB Deleted
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Installed Base Marketing Letter

Installed Base Marketing Letter
~ Installed Base Marketing Letter

1.12 Master Comments

Master Ref: Extend
Type: A

Dear End User:

The warranty on your electrical
generator expires next month. Our
company offers an excellent service
contract that will extend warranty

\

Quality Products
June 5, 2009
Mr. End User

Main St.
Birdsboro, PA

coverage at a very reasonable price.
Dear End User:
A customer service representative will
contact you soon regarding this option. The warranty on your electrical
generator expires next month. Our
Regards, company offers an excellent service
contract that will extend warranty
Jim Service coverage at a very reasonable price.

Quality Products Service Manager

A customer service representative will
contact you soon regarding this option.

Regards,

Jim Service
Quality Products Service Manager

QAD Proprietary SSM-isb-300

Service usually involves direct communication with the end user. At times, it may even be
necessary to contact a range or all end users in the installed base. This might be needed to alert
users to a new product upgrade, or warn them of a product defect.

Installed Base Marketing Letter (11.3.21) enables you to create such a letter automatically. The
letter can be based on comments created through the Master Comments (1.12) function. The
system automatically selects comments in the language of the end user.
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Field Notifications

Field Notifications

~ Manage product recalls

~ Use installed base information

~ Used in conjunction with the Call Generator
- Enable you to track a group of calls together

~ Optionally copy field notification comments to
each call created

a Optionally combine calls for multiple installed
base records associated with one end user

QAD Proprietary SSM-isb-310

Many organizations track information about the installed base because of the possibility of product
recalls. This is a common concern, for example, for medical equipment manufacturers. Knowing

who has a product provides a foundation for a product recall. However, recalls may be associated
with documentation and auditing requirements from regulatory agencies so that additional history
and control may be needed to manage the process.
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Field Notification Maintenance (11.3.12.1)

JFle\d Notification Maintenance X|
4 GoTa = Actions '| Ll Copy '| @,,J Print 4] Preview
Field Motification: 1 N -
| Associate documentation I
Reference Document: ECO J1298 Open Date: 7414/2009
Description: Faulty Extemal Bolt — Combine Calls:
Entered By: PHR Calls Generated:
—| Define call attributes I
wiork Code| UFDATE ) Friorty| 0] Call Type UFDATE A
Problem| MECH 2 Seveiy[h O] QueusMGR 9]
Statuz] PENDING P Esca\atiun. Comments: V'
Call Open Date:) 7/14/2009  [w] Copy Comments to Call
Description] FAULTY BOLT #12387 NEEDS TO BE REFLACED BY M13309 |
Fomerdlsw ] )
From Itemn Mumber, 2] Tof Bl
From Serial| A To| 2]
From Ship Date: 712009 [»] To 8/31/2008 (]
Model:| pel | Top Level Only:
—| Define the range of ISB items for which calls should be generated
Taon Next
QAD Proprietary SSM-isb-320

Field notifications are created with Field Notification Maintenance (11.3.12.1). They may also be
created directly from the Call Generator. In this case, a similar frame displays as part of the call
generation process.

When you create a field notification, you can optionally specify a document associated with it.
This may be an ECN, documenting the problem and product change required, or some kind of
internal reference document. You can also optionally specify that all items for one end user be
combined into one call.

The remainder of the maintenance fields enable you to specify attributes of the call to be created
and selection criteria for the items in the installed base. A call or call line will be generated for
each one of these items.
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Exercise 1: Creating an End User

End users are created in End User Create and maintained in End User Modify and End User Data
Maintenance. A new end user must be associated with an existing customer. In this exercise you
first create a business relation, then a customer, and then create an end user to associate with this
customer.

Create a Business Relation

1 Go to Business Relation Create (36.1.4.3.1).

2 Enter the following data in the fields identified. If a field is not mentioned, you may leave the
default value.

Field Value

Business Relation Medical Distributors
Name Medical Distributors, Inc.
Search Name Medical Distributors, Inc.

3 Right Click on Address, below the Address Info Tab, select insert a new row, and Create an
Address with type HEADOFFICE.

Field Value

Address Building One
Address 3205 Shelby Drive
Post 38118

City Memphis

State TN

Country USA

4 Click on Contact Persons Tab, right click on Function, select Insert a New Row, and create a
Contact.

Field Value

Title Supervisor
Name Mary Jones
Primary Contact Yes

5 Save the Business Relation.
6 Go to Customer Create (27.20.1.1)

7  Enter the following data in the fields identified. If a field is not mentioned, you may leave the
default value

Field Value
Customer Code C-MDI
Business Relation Medical Distributors

8 Click on the Accounting Tab and enter the following:
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Field Value

Control GL Profile (Invoice) ARControl3rdparty
Control GL Profile (Credit Note) ARControl3rdparty
Control GL Profile (Pre-Payment) ARControl3rdparty
Sales Account GL Profile Sales

Finance Charge Profile FinChargel
Sub-Account Profile DefSubAct
Currency Code usD

Customer Type <blank>

9 Click on the Payment Tab and enter the following:

Field Value

Credit Term Code M

Invoice Status Code C-OK
10 Click Save.

Important Ignore unable to send email message throughout these activities.

11 Click Yes, then Close.

12 Go to Daybook Set by Site Maintenance (25.8.10).

13 Enter train in the Daybook field, and make the Daybook Active.

14 Click Next through the remaining frames until you return to the Daybook field.
15 Click Back.

16 Go to Customer Data Maintenance (2.1.1).

Enter the following data in the fields identified. If a field is not mentioned, leave the default
value.

Field Value
Customer C-MDI
Site C1
Daybook Set train

17 Click Next until the header screen reappears, then click Back.

Create an End User

1 Goto End User Control (11.9.24).

2 Change Create ISB from No to Yes if necessary, and click Next.

This field provides the default for new end users. It is also used to determine if items being
shipped on sales orders to ship-to addresses not yet defined as end users should normally be
added to the installed base.

3 Set the Operating Schedule to Standard.

4 Save your changes.
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Go to End User Create (27.20.3.1)

Enter in the following data in the fields identified. If a field is not mentioned, you may leave
the default value.

Field Value
Customer Code C-MDI
End User Code C-EUMDI1

Click the Create button and then in the Address Information frame. Complete the address
information with your own address, including state, postal code, country code and phone
number.

Select the Contacts button and add yourself as a Contact.
Save and Create the End User.

Go to End User Modify (27.20.3.2) and choose end user C-EUMDI 1.
The field Link to End User Address is how ticked.

Go to End User Data Maintenance (11.9.1) and after entering Customer Code C-MDI and End
User Code C-EUMDI1, enter the following data:

Field Value
Operating Schedule Standard
Engineer Code JGB
Secondary Engineer LKD
Engineer Group <blank>
Service Area USWEST
Escalation <blank>
Travel Distance <blank>
Travel Time <blank>

In the next frame, make sure Create ISB is Yes, then click Next to accept the other defaults.
Click Next to the Invoice Format frame, then click Back until End User Data Maintenance is
closed.

Go to End User Create (27.20.3.1), enter Customer Code C-MDI.

Click the Link to Customer field.
Note that the End User Code and Address Information is filled in automatically.

Click on Save.

Return to End User Data Maintenance (11.9.1) and enter Customer Code: C-MDI, End User
Code: C-MDI. Enter the same information from the table in Step 10.

Click Next to the Invoice Format Frame, then Back until closed.
Go to End User Browse (11.9.2), and verify the end user record you created.

Return to the menu.
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Exercise 2: Defining Service Attributes

In one of the activities in this chapter you will add an item C-S001 to the installed base. In this
exercise you review the attributes of the C-S001 and ensure that some of its components are added
to the installed base as well.

1 Go to Item Master Maintenance (1.4.1) and select items C-S001, make sure that the Lot/Serial
Control field is blank.

2 Repeat the operation for C-S002 and C-C001 thru C-C003, C-C005 and C-C006.

While we will assign serial numbers to these items, we won't require that specific serial
numbers be used.

3 Click Next to save, then click back to enter the next item number above.

4 Go to Service Management Control (11.24) and verify the following settings.

Field Value
Items in Installed Base No
Installed Base History Yes
Items Must Exist Yes

5 Go to Service Item Maintenance (11.3.7).

6 Enter C-S001 in the Item Number field and click Next.

Notice that the system automatically fills in all the fields in the top frame based on information
defined in Item Master Maintenance.

Field Value
Warranty Code <blank>
Installed Base Yes
Installation Call No
Days Between PM 180
System Type S

Usage Code P
Service Category Items

7 Click Next to display the remaining frame and, after reviewing service structure data
information, click Next again.

8 Place your cursor in the Item Number field, enter C-C001 and click Next. This item is a
component of the C-S001. Then click Next twice. Return to the menu.

Field Value
Warranty Code <blank>
Installed Base Yes
Installation Call No
Days Between PM 360
System Type S

Usage Code P
Service Category Items
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Click Next twice, then Back to return to the menu.
Go to Service Management Control (11.24).

Set Service Data in Item Master to Yes.

Do you remember what effect this will have? If not, use the Help key to display field help.
Close the help window if it is open.

Click Next to save your changes, then Back to return to the menu.
Go to Item Master Maintenance (1.4.1).

Enter C-S002 in the Item Number field. Then click Next to navigate through the various
frames of Item Master Maintenance.

After the Current Cost Data frame displays, the Item Service Data frame should display. This
frame contains the same data fields that you saw in Service Item Maintenance.

In the Item Service Data frame set:

Field Value
Warranty Code <blank>
Installed Base Yes
Installation Call No
Days Between PM 180
System Type S

Usage Code P
Service Category Items

16 Click Next twice to complete Item Master Maintenance, then Back to return to the menu.
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Exercise 3: Updating the Installed Base from a Sales Order

This exercise has a number of separate tasks:
- Verify appropriate control settings

Create a sales order for a configured item

Ship the item on the sales order

Print and post the invoice

Review the installed base record

Review the end user data created during invoice post

Verify Control Settings

1 Go to Service Management Control (11.24).

2 Change the default settings, if necessary to the following:

Field Value
Load Available Structure Yes

Ship to Installed Base Yes

Do you remember what effect these settings have? If not, read the help associated with these
fields.

3 Click Next to save any changes, then Back to return to the menu.
4 Go to Sales Order Control (7.1.24).

5 When the first frame displays, click Next twice. In this frame, verify or change SO Edit ISB
Defaults to Yes. Click Next, then Back to return to the menu.

Create a Sales Order

1 Go to Sales Order Maintenance (7.1.1).

2 Enter SO-ISB in the Order ID field and click Next.
3 Enter customer number C-MDI in the Sold-To field.

4 Click Next, accepting all defaults, until you get to the Sales Order Line screen.

5 Enter the following data in the appropriate fields.

Field Value
Ln 1

Item Number C-S001
Site C1

Qty Ordered 1

6 Click Next until the Installed Base Detail frame displays.

(Remember, you can see this pop-up only because SO Edit ISB Defaults is Yes in the Sales
Order Control.)
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7 Enter C-MDI in the End User field.

Review the defaults in this pop-up. Update Installed Base defaults to Yes. Notice the message
displayed at the bottom of the screen.

“End User C-MDI will be created by Invoice Post using the ship-to address.”

The system will automatically set the start date to the sales order shipment date when the
warranty start date is left blank.

8 At Sales Order Line 2, click end lines, click Trailer, click Next twice.

9 Click Back to return to the menu.

Ship the Sales Order

The item on this sales order is a configured product, so the shipment process has a few more steps
than is normally required.

1 Go to Sales Order Shipments (7.9.15).
2 Enter SO-ISB in the Order field and click Next twice.

3 Your cursor should now be in the Line field. Enter the following data in the appropriate fields.

Field Value
Line 1
Cancel B/O No
Field Value
Quantity 1
Lot/Serial 010

4 Click Next until pop up, Display sales order lines being shipped? is displayed. Click Yes.
Review the items to make sure all items have an issue quantity of 1.

5 Click Next, then click Yes to the question. Is all information correct?
6 Click Next twice through the trailer frames.

7 When shipment completes, click Back to return to the menu.

Print and Post the Invoice

1 Go to Invoice Post and Print (7.13.4).

2 When the Invoice Print screen displays, enter the following data in the appropriate fields.

Field Value
Sales Order SO-ISB
To SO-1SB
Print Invoice Yes

Click Next and select
Print Lot/Serial Numbers Shipped Yes
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3 Click Next to specify a printer option.
In the Output field Enter Printer or Page to view on screen.

4 Click Next.

5 When the output window displays, review the content and write down the invoice number here
for reference. (The invoice number appears at the top of the report.)

Invoice Number:

6 Click the small X in the Invoice Post and Print Tab at the top of the screen.

Review Installed Base Information
1 Goto Installed Base Browse (11.3.4).

2 Find the End User and verify that the item as added to their installed base as part of the invoice
post process by right clicking on that end user and selecting Installed Base Inquiry.

3 Review the output for the item you just added to the installed base.
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Exercise 4: Move an Item in the Installed Base

In this exercise you will move the item added to the installed base in Exercise 3: Update the
Installed Base from a Sales Order on page 57 from end user C-MDI to the another end user C-
EUMDI1

1 Goto Installed Item Move (11.3.13).

2 Enter the following:

Field Value
From End User C-MDI

To End User C-EUMDI1
Click Next

Component Item C-S001

Component Serial 010
Click Next.

3 Click Yes to Continue with the Installed Base rebuild?

A list of items to be moved is displayed. View the items displayed. Note that the Moved field
is now ticked.

4 Click Back twice until Output Printer field.

5 Click Next.

The report generated lists additional information about the items moved. This may be
important to validate warranty information for the new end user.

6 Return to the menu and open Manage End User.

Find End User C-EUMDI1 and verify that the installed base for this end user has been
updated.
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Exercise 5: Create a Field Notification

In this exercise you create a field notification. We will use this field notification in conjunction
with the Call Generator to actually create a group of calls in a later exercise.

Perform an Installed Base Report

1 Go to Installed Base Report (11.3.3).

2 Run the report using the default values (all From/To fields are blank).
You will create a field notification for all items that have an Install Date in the last 30 days.

3 Return to the menu.

Create a Field Notification

1 Go to Field Notification Maintenance (11.3.12.1).

2 Enter FN-CLASS in the Field Notification field and click Next.

Notice how the system automatically fills in your user 1D and today's date in the appropriate
fields.

3 Enter the following data in the listed fields. Make sure you save your changes by clicking Next
at the end of your entry.

Field Value
Reference Document ECN23
Description Product Failure
Entered By <default>
Open Date <default>
Combine Calls No

4 In the next frame, continue to fill in the appropriate information as indicated:

Field Value
Work Code Recall
Problem Elec
Status <default>
Call Date <default>
Priority 0
Severity A
Escalation <blank>
Call Type PRODFAIL
Queue EMER
Comments Yes
Copy Comments Yes

Description

This Call is generated for
FN-CLASS
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These fields specify the information needed to define the calls to be created. The next five
fields specify selection criteria for determining which installed base items should be included
on a call.

5 Leave all the selection criteria fields blank except for the From and To Item Number.

Field Value
From Item Number C-S002
To C-S002

Click Next to display the field notification comments screen.

6 Click Next twice and then Enter to access an empty line for comments; then enter the
following:

These comments will be included in each call generated for this field notification.

7  Click Next, then Back to return to the menu.

MQAD



Chapter 3

Service Setup



64  Training Guide — Service and Support Management

Overview

Service Setup

a Charge Codes

~ Service Categories

~ Work Codes

- Product Lines

~ Call Defaults and Codes

~ Price Lists

a Service BOMs and Routings

a Default Sites, Locations & Return Status
~ Multiple Time Zones

QAD Proprietary SSM-Setup-010

The SSM module provides robust functionality to manage the service functions. Implementation
requires careful consideration in the setup function to structure the module to best meet business
needs. Service activity uses various codes, product lines and other default information to direct and
manage call activities and the flow of charges and credits.
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Charge Code Maintenance

Charge Code Maintenance

JCharge Code Maintenance X|

# GoTa ™ Actions '| L} Copy '| @ Print l Presview

Charge Code: Billable

Descript\on:\ Billable Charges

warranty:
Contract:

Covered:

Project Mandatory:
Fixed Frice Bilable:
Billable: ¥/

Giveaway: |

Delete | [ Back | [ Nem

QAD Proprietary SSM-Setup-020

Charge codes are created in Charge Code Maintenance, (11.21.21.1) and define responsibility for
service costs and provide grouping of cost responsibility in Call Activity Recording. They can
designate a particular item as giveaway, yet keep normal billing for the rest of the service and
items on a call.
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Invoice Sort Definition

Invoice Sort Definition

a Used to summarize detail related to service
categories

~ Can be used to define coverage levels and limits

~ Allow the user to customize the appearance of
the Call Invoice Recording summary frame

a Affect the level of detail printed on call invoices

QAD Proprietary SSM-Setup-030

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. Invoice
sorts have four main applications in the system as shown in the figure.

Although you can define any number of invoice sorts, only six can be displayed in Call Invoice
Recording. The three basic invoice sorts-labor, items, and expenses-cover most requirements. The
particular names given to them are user defined.
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J Invaice Sort Maintenance X|

Invoice Sort Code Setup

Language: us englizh [U.5.]

¥ GoTo ™ Actions '| L} Copy '| @ Print L Presview
Invoice Sort: Iberns
Description: Item Costs
Dizplay Order: 1
Type: | Items
Ireenice Detail:
Include Fixed Price:
Language

Description] ITEMS

Label; ITEMS

petete | [ pack | [ mex

QAD Proprietary

SSM-Setup-040

Invoice sorts are defined and maintained in Invoice Sort Maintenance (11.21.5). In addition to the
fields displayed here, you can also define labels in multiple languages, if needed.

As part of implementation, it is important to remember that invoice sort codes must be set up
before service categories. This is because each service category must reference a valid invoice sort

code.
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Service Category Definition

Service Category Definition

User-defined code identifying a specific kind of service
activity. Service categories can be as generic or as detailed
as you need.

Service Category: Labor To represent all
types of labor
or
Service Category:Labr—Reg To track
Labr-OT different
Labr-Wkn types of labor
QAD Proprietary SSM-Setup-050

Service categories represent the lowest level definition of service activities.

They enable you to create more specific subsets of the labor, expense, and item invoice sort codes.
Each service category must be tied to an existing invoice sort when it is defined. The invoice sort
gives a high-level summary of the financial impact of all its related service categories.
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Service Category Setup

Service Category Setup

J Service Category Maintenance >s|

M GoTo ™ Actions ' | Copy ' [E,,J Print 4| Preview

Service Categony: Labor The invoice sort used
to summarize detail

Drescription: Labor Cost; . -
setpten LaborCests | o I | related to this service

Irweaice Sort: Labor
category.
I
Iterns:

Consumable ltems:

Only one flag can be
set to Yes, depending

Labar: — <—,— on the Invoice Sort

Exchanged Items:

Travel Labar: type
Expense:
Travel Expenses: Tax status and class can
— be defined for labor and
expense service
Taable: : :|_ < categories.
Tawllass|  ~ -
[ petete | [ Bak ][ Nem
QAD Proprietary SSM-Setup-060

Service categories are created and maintained in Service Category Maintenance (11.21.9).

After specifying the code name and description, you must relate the category to an invoice sort.
Only one of the remaining fields can be set to Yes, depending on the invoice sort specified. Items,
Consumable Items, and Exchanged Items can be grouped under an item (type I) invoice sort.
Labor and Travel Labor can be grouped under a labor (type L) invoice sort, and Expense and
Travel Expense can be grouped under an expense (type E) invoice sort.

Like invoice sorts, service categories have several uses within the Service and Support module:
« Defining limits
« Defining price lists
« Providing defaults in Call Activity Recording
« A search key for product lines
A default taxable status and tax code can be assigned to labor and expense service categories in
Service Category Maintenance and is used as the default for labor/expense usage records for
taxable call lines in Call Invoice Recording. Item service categories are not defined in this way

because this information is associated with items in Item Master Maintenance and provides
defaults when this item is used on various orders in the system, including calls and RMAs.
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Why Must Service Categories Belong to an Invoice Sort?

Why must Service Categories Belong
to an Invoice Sort?

- Service categories are used when you record
what you did during a service activity in CAR

- Service coverage may have been set up based
on invoice sorts

- System needs to know how to apply coverage

Service Category Invoice Sort Coverage

Labr-Reg Labor 100%b6 Call: CA209
Labr-OT I

Labr-wkd R Labor % Cv
Labr-Hol 2| Labr-Reg  100%

Labr-OT 100%

Parts-R _____ > Parts 50% _‘_> ltems % Cv
Parts-C 10-1000 50%

10-500 50%

QAD Proprietary SSM-Setup-070

Understanding the relationship between invoice sort codes and service categories is critical to
using service coverage functions.

The service category is what you specify when you record details in Call Activity Recording. You
may have a large number of service categories. Since service coverage may be set up at a generic
level using invoice sort codes, there has to be some way for the system to know how to apply the
coverage to the details as they are recorded in CAR. This is provided by the service
category/invoice sort relationship.
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Relationship of Invoice Sort and Service Category

Service Categones: Invoice Sort Labor
- Labr-Reg - Type L
- Labr-OT - Row 1 11|1.1.15 call Invoice Recording 07/09/96
- Labr-wkd - Label Labor call Selection +
- Labr-Hol | Ltann 1a: CAL15 Blll—vo: 100-h End User: 100-h1l 1
+ ~--- Charge Summary +
Hrs Cost Item Cost Exp Cost List Price Det 1
| Warranty H 342 930 0 305 1
| Contract H 0 0 0 0 1
| Covered H 0 0 0 0 1
| Project H 0 0 0 0 1
| Giveaway H 0 0 0 0 1
| Fixed Bill | : 114 210 0 450 ]
Invoice No. 13998790 | Billable H 220 o 440 10 937 1
: LABOR e - 676 Bitling spmary 0 750 yes ;
| EXPENSES 0 0 10 12 yes 1
La_bor | ITEMS 0 1,580 0 625 yes 1
Labr-Reg 3 100.00 300.00 1 0 0 0 0 vyes |
Labr-OT 2 150.00 300.00 | 0 0 o 0 no |
| S ] : 0 0 0 0 no 1
ltems | Total : 676 1,580 10 1,387 1
101-173-2 3 25.00 75.00 Line Total 1,386.50 Cost 2,266.12 Margin -63%.
103-196-4 1 15.75 15.75
177-013-9 1 33.25 33.25
QAD Proprietary SSM-Setup-080

This slide illustrates the relationship between service categories and invoice sort codes and how
information is displayed in Call Invoice Recording (we will look at call invoice recording in more
detail later).

Costs for all of the service categories related to labor are summarized by the Labor invoice sort.
Since it is a Type L sort code, its output displays in the Hrs Cost column of Call Invoice Recording
(CIR). The value specified for Row when the sort code was defined determines its position in the
Billing Summary frame. The value for label determines the string that displays in the Billing
Summary when different languages are being used.

The effect of the invoice sort code is also seen in the printed invoice presentation. Detail is
included because the Det(ail) flag is set to Yes.
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Work Code Definition

Work Code Definition

Work Code designates the type of work to be
performed during a service activity.

~ Codes are user defined

- Five work codes can be assigned in the Call
Management Control File to provide defaults for
— Technical - for calls created in Call Maintenance
PM — system generates preventative maintenance calls
Installation - when sale order shipment drives an installation call
Update calls
Corrective - for calls created in response to field notification

QAD Proprietary SSM-Setup-090

Work codes are generally broken down into broad areas of service that reflect how your service
organization is structured. Work codes, in combination with other features, are used to control the
flow of call activity into General Ledger accounts.

The work code definitions should correspond to how the service organization wants to bill for
work. Work code definitions can become quite sophisticated, depending on an organization's
business practices. Levels of skill specialization, time periods, departments, pay scales, and so on
can all be used as criteria in defining and organizing work codes.

Note Work codes that have the check box Repair Center set to Yes indicate that an in-house or
depot repair is pending.
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Work Code Setup

JWork Code Maintenance x|
# GaTo = Actions '| L Copy ‘| [QPJ Print 4] Preview

Work Code: Install
Descript\on:‘ Installation

Repair Center:
Fixed Price:

Detete | [ Back | [ Nem
QAD Proprietary SSM-Setup-100

This figure illustrates the frame for defining work codes. In addition to the fixed price flag, which
affects Call Activity Recording, work codes have these other applications in the system.

= Work code can be used in setting up coverage limits.

- Work code may be used as one of the keys in setting up call defaults.

» Work code may be used in setting up call escalations.

» Work code can be used in setting up pricing structures.

» Work code is one of the factors considered in site management for returned items.

Work code is one of the factors considered in determining GL accounts for service costs and
revenue.

Work codes are used by the system in Call Activity Recording and Call Invoice Recording to
determine the coverage in effect and determine the charge code to be used.
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Default Work Codes

Default Work Codes

J Call Management Contral X|

@ GoTo ™ Actions '| | Copw ‘| @ Print S‘ Preview

Call Prefis: CA

Default Call Queus:

Call Comments:

Aszign Primary Engineer
Schedule Mew Calls:
Dizpatcher:

Taotal Call Time:

Default Call Service Type: STANDARD

Temporary Customer:

Sustern Lewvel on Calls:

Technical Wwaork Cude.
PM ok Code] ProMaint 0|

Install 'work. Cude.
Update Wark Code:
Corrective WwWark Cude.

"o||%|| |||

Call Activity ‘with Temp;
Fault Codes:

Call Time \Window:

Call Structure Window:

Auto Install Calls:
Installation Days Ahead: 5
Use Escalation] |
Queue Manager: i}
Queue Manager Pause: 6O

Wultiple Skills: |

Default Call Length 00100 |
PM Call Length; 00200 |

Install Call Lengthy 00400 |
Update Call Length:
Corrective Call Lenglh.

QAD Proprietary

SSM-Setup-110

Five default codes are set up in the Call Management Control (11.1.24).
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Product Lines

Product Lines
Product Line Maintenance %
# GoTo ™ Actions '| | Copw '| [E,;J Print & Prewiew
Product Line: 1000 e SSM uses standard product
Description: Home Praduct |ineS Set up |n
Product Line Maintenance
Taxable: (1_2_1)
o s _ e SSM uses service accounts
Default Sub-Account: Override: .
Default Cost Center: Ovemide: deflned for eaCh
product line.
Service Accounts
Service Labor. | 5550 S Soom 5
Service Overhead: ‘ drre2 ‘.»:-'" .»:-'” .’-'7‘
Senvice Expense: | 7400 S 1m Smo 5
Expense Due: | 7410 S Slmm 5
Service Refums: | 5053 S 1m Ao 5
Dieterred Revenue: ‘ 2555 . e] " 100 . <] ” . -73‘
Accrued Revenue: ‘ 1290 Fel || 100 Jel ” . —_J‘
Delete ] [ Back ] [ Next
QAD Proprietary SSM-Setup-120

Product lines determine which general ledger accounts are used for various financial activities.
Service accounts are used for GL transactions in Call Activity Recording and for expensed
Material Orders.

Service Labor. When labor is consumed in CAR this account is credited, while the WIP
account is debited.

Service Overhead. This account is used in conjunction with the service labor account to track
labor burden for labor consumed in CAR. Just like the service labor account, it is credited
while the WIP account is debited during consumption of labor in CAR.

Service Expense. The service expense account is used to track expenses recorded in CAR.
During the transaction processing step in CAR, the service expense account of the charge
product line is credited for expense amounts and WIP is debited. The cost of inventory issued
on an expensed material order (MO) is also debited to this account. An expensed MO uses a
charge code to find a charge product line. When the items on the MO are issued, the Service
Expense account of the product line is debited and inventory is credited.

Expense Due. This account is used to track the amounts due to employees for expenses that
occur in service activity related.When invoices for call activity are posted, this account is
debited for the expense amounts recorded in Call Activity Recording and the WIP account is
credited.

Service Returns. When items are returned in CAR, the returns account is credited and
inventory debited.
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Deferred Revenue. Account to track deferred revenue for service contracts referencing this
product line. Collected revenue is held in a deferred account and is posted periodically over
the contract duration.

Accrued Revenue. Used to track accrued revenue from service contracts that reference this
product line. In accrual-basis accounting, revenue is recorded in the period in which it is
earned, regardless of whether cash is received in that period.
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Product Lines in CAR

Product Lines in CAR

~ Three product lines are displayed in CAR and
CIR and used for three distinct purposes

— Charge product line
— Revenue product line
— WIP product line

QAD Proprietary SSM-Setup-130

Service and Support Management provides two maintenance functions that enable service
organizations to segregate service costs and revenue from the regular sales and COGS accounts:

« Charge Product Line Maintenance (11.21.21.5)
 Revenue Product Line Maintenance (11.21.21.9)
Note These product lines do not have to be different, although the functional distinction remains.

You only need to use different product lines for charges, revenue, and WIP if you are segregating
accounting for reporting and summarizing purposes.
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WIP Product Line

WIP Product Line

~ WIP product line provides an inventory account
where the cost of service activity is captured
until the call invoice is posted.

. COGS
“ Material

COGS
Labor

 ——

COGS
Burden

>

COGS
Overhead

WIP

—

QAD Proprietary SSM-Setup-140

To simplify the accounting process, only one product line is associated with the item being
repaired. The WIP account of this product line is used for all detail recorded for this call item.
Costs are debited in this product line until the call invoice is posted. This credits WIP and debits
the various COGS accounts.

The product line used for the WIP account is determined by the setting of Use Item Prod Line in
the Service Management Control. If set to Yes, the item's product line is used; otherwise, the
service type's product line is used.
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Charge Product Line

Charge Product Line

~ Enables businesses to separate service costs
from cost of goods sold

- Enables service costs to be further separated by
responsibility (warranty, contract, billable)

Activity Charge PL GL Accounts
Perform warranty work WARR COGS Material - 5060
COGS Labor - 6870

Perform contract work CTR COGS Material - 5070
COGS Labor -6880

QAD Proprietary SSM-Setup-150

Managing costs with distinct accounts can greatly simplify the reporting process and provide
valuable information to an organization on the profitability of their service activity. When charge
codes are used in this way, the cost of each labor, expense, or item usage record can be directed to
a different product line.
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Charge Product Line Maintenance

Charge Product Line Maintenance

J Charge Product Line Maintena X|

# GoTo ~ Lctions '| L Copy '| @ Print A Preview

Charge Code:  Contract
‘wiork Code: P
Service Category. Labar

Service Type;

Itern Praduct Line:

Service Group:

Charge Product Line: | S5M /:'

Delete ] [ Back ] [ Next

QAD Proprietary SSM-Setup-160

Charge Product Line Maintenance (11.21.21.5) allow you to drive financial activity to any set of
accounts. You can also set up generic charge product lines by leaving all the key fields
blank.When activity is recorded in CAR, the system searches for a charge product line using
values associated with the call line and the usage detail record. Once a charge product line is
found, the service accounts and cost of goods sold accounts defined for it in Product Line
Maintenance are used for cost bookings.
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Revenue Product Line

Revenue Product Line

~ Enables businesses to separate service revenue
from sales revenue

~ Enables service revenue to be further separated
by responsibility (warranty, contract, billable)

a Can be reviewed and updated in Call Invoice

Recording
Activity Revenue PL GL Accounts
Service work is billable CHG Sales 3010
Contract service work CREV Sales 3020

is covered 50%

QAD Proprietary SSM-Setup-170

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. In
addition, a more limited subset is allowed.
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Revenue Product Line Maintenance

Revenue Product Line Maintenance

JHsvenue Product Line Mainten.. X|

W GoTo v Acions v| LI Copy v| (1 Print (4] Preview

Wwiork Code: TECH
Service Type: CYHBILL

Item Product Line:

Service Group:

Revenue Product Line: | MFS /)

Detete | | Back | [ MNext

QAD Proprietary SSM-Setup-180

Another important difference is that charge product lines apply to the usage detail consumed in
Call Activity Recording. Revenue product lines created in Revenue Product Line Maintenance
(11.21.21.9) are applied at a higher level to the item being repaired. Charge product lines are used
with each item consumed, each expense, and each hour of labor and can differ at a detailed level.
The income from the service activity is only tracked against the item repaired.
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Call Codes
Call Codes
a Call Status indicates its place in the call life
cycle.

- Queues represent ways of routing calls so they
are visible to the appropriate personnel.

a Call Type provides a generalized way of
grouping similar calls.

~ Generalized Codes:
— Call Severity as perceived by the end user.

— Call Problem/skill matches the requirement of the call
with the engineer skill needed to fix it.

— Call Resolution indicates the final outcome of the call.

QAD Proprietary

SSM-Setup-190

Service calls are managed through user-defined codes. This figure lists the most important codes
directly relating to calls.
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Call Status Codes

Call Status Codes

n Call Status Code Inquiry 07/15/09
QAD
From tatus: Qutput: PAGE
Status Description Sts Td Mext Sts
ACCEPTED FSE TAKES CALL ]
Mew call is new 10 open
Open call is open 15 urgent
schedule secheduled status 1z
Assigned call is assigned 20 late
PENDING Pending Assignment 22 Assigned
AATT PENDING ASSIGNMENT 24 ASSIGH
Late call is not in process 25 urgent
Inproces call is in process 30
ASSTGN ASSIGNED 33 COMPLETE
Complete call is complete 40
ALERT NOTHING DONE - CALL MGR 44
CLOSED call is closed 50
Urgent call is too late 60
Hold Call is on hold 7O
Cancel call is cancelled 80 80
Rejected FSE Refuses Call aaq
11.1.21.2 call Status Code Inquiry fscasig.p
QAD Proprietary SSM-Setup-200

A call is managed according to its status, which relates to the call's position in its life cycle. The

call can be active, pending, an emergency, or closed. Calls are moved from status to status either
manually or automatically by the Call Escalation Monitor. Certain call status changes can also be
made automatically in Call Activity Recording.

Status definitions are created in Call Status Code Maintenance (11.1.21.1). You can set up as few
or as many status definitions as you need. Five can be set up in the Call Management Control and
are applied automatically by the system. However, unless you are using call escalation other status
changes must be applied manually. Therefore, you may want to keep the call life cycle as simple as
possible.

The call status is given a name and description. The status ID can be used to indicate the order in
which statuses occur in the life cycle of a call. The scrolling window that displays call statuses
displays them in numeric order as defined by the status ID, rather than alphabetically.
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Special Call Statuses

Special Call Statuses

~ Statuses defined in the Call Management
Control affect processing in:
— Call Maintenance
— Call Activity Recording
— Call Invoice Recording
— Move to History and Delete/Archive

QAD Proprietary SSM-Setup-210

Certain statuses have special meaning to the call management programs and are defined in the Call
Status frame of the Call Management Control (11.1.24).
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Call Management Control (11.1.24)

Call Management Control

Call Management Control

® GoTo v dations *| LI Gopy | () Print 4] Preview

Call Prefie: ca
Defaulk Call Queue: ENGINEER
Call Cormments:
Assign Primary Engineer:
Schedule Mew Calls:
Dispatcher:
Total Call Time:

o
o

Default Call Service Tupe:
Temporary Custormer:

System Level on Calls:

Call Statuses
Open Status: | Hew
Scheduled Status: | Assigned
Close Status: | Closed
Complete Status: | Complete
Hold Status: | Hold

Cancel Status: | Cancel

Call Activity ‘with Temp:
Fault Codes:
Call Time Window:
Call Structure ‘Window:
At Imstall Calls:
Installation Daps Ahead: 7
Use Escalation:
Queue Manager: o
Gueue Manager Pause: 5

Multiple Skills Window:

QAD Proprietary

SSM-Setup-220

Open Status. This is the general status for an open call and the initial status for a new call,
unless you are using escalations. An open call is dynamic; its item line and other data can
change at any time.

Scheduled Status. Scheduled Status is set when the call is scheduled using Field Service
Scheduler.

Hold Status . The hold status means the call or line item cannot be changed, but it is not
processed for invoicing. For anything further to happen to the call, its status must be changed.

Complete Status. The complete status means the call is ready for invoicing. However, related
data can still be modified, service items can be ordered for it, and new activity can be recorded
against it.

Closed Status. The closed status is the final status of a call, indicating all service activity for
this call is finished and ready for invoicing. Once a call is closed, no activity can be recorded
unless its status is changed.

Cancel Status. The call or line item cannot be changed and no activity can be recorded against
it. Canceling a call is similar to closing it, but only a call without activity recorded against it
can be canceled.
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Call Queues

Call Queues

a Call queues group calls by user-defined criteria
for routing through the system

~ Calls can be routed automatically with
escalations

- The Call Queue Manager displays calls by queue

Dispatch Queue Engineer Queue #1 Supervisor Queue
Call ID | Status Call ID| Status Call ID | Status
CA234 | PENDING CA215| OPEN CA210 [EMERGENCY
CA239 | DISPATCH CA230 | INPROC CA212 |HOT
CA233 |PENDING CA232 | INPROC CA226 |URGENT
QAD Proprietary SSM-Setup-230

Each call can be placed in a call queue when it is created. The queue is a user-defined code created
in Call Queue Maintenance (11.1.21.7).

Each queue is a unique place where calls are routed according to their problem, status, or other
criterion. Queues are simply tools for locating and tracking calls. You define call queues to fit your
service process.

The Call Queue Manager (11.1.6) is used to review and update calls according to queue. Queues
are also used with escalation sequences to redirect incomplete calls automatically so that they
obtain needed attention.

In this example, new, unassigned calls are placed in the dispatch queue, where they await
assignment to an engineer. The engineer queue is used for calls that have been assigned to
engineers and are in the process of being resolved. The supervisor queue is for calls that must, for
one reason or another, be brought to the attention of a supervisor. Note that each call in this queue
has a status reflecting its urgency.
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Generalized Codes

Generalized Codes

~ Call Severity ca_severity
 Problem/Skill  fsskill
- Fault Codes

— Problem ccd_problem
— Cause ccd_cause
— Resolution ccd_resolution

QAD Proprietary

SSM-Setup-240

There are various fields/codes which are maintained in Generalized Code Maintenance (36.2.13).
These allow the user to describe each call in ways to drive the assignment of the engineer:
« Influence the urgency of the call

- Capture quality information for subsequent analysis
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Default Call Definitions

Call Default Maintenance >
M GoTo ~ Actions '| | Copy '| @J Print = Preview
Category: Cal [Call, Quote)
Work Coder PM
tadek
Service Group:
Call Duration: | 002:30 E scalation Mumber: | ESCT /'-)
Call Descriptinn'| Preventive Maintenance ‘
Description: |
peiete | [ mack | [ memt
QAD Proprietary SSM-Setup-250

The data entry required for recording call information can be greatly streamlined by setting up
multiple sets of default call information in Call Default Maintenance (11.1.21.10). These sets of
defaults are pulled into the Call Maintenance screen or used for calls automatically created by the
system. Defaults for call quotes are also set up with the same maintenance function. Call types
codes provide a way to categorize calls and are set up in Call Type Maintenance (11.1.21.4).

The call defaults serve as templates for the typical kinds of calls you take, and are often based on
work code. Default values can be overridden for individual calls as needed. For example, you
might need to assign a problem/skill other than the default. To prevent having to change the
information for new calls, enter default information that is appropriate for as many calls as
possible.
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Service Pricing

Service Pricing

~ RMA (Return Material Authorization) issues use
same price lists as sales orders

~ RMA returns and RTS’s (Return to Supplier) use
same price lists as purchase orders

a Other service activities use service price lists set
up and defined in the SSM module

QAD Proprietary SSM-Setup-270

Service and Support Management has its own price list maintenance functions with features
unique to service. Service price lists are used for contracts; for billable items, labor, and expenses
recorded in Call Activity Recording (CAR); and for expense costs in CAR. Service price lists also
provide support for fixed repair pricing and for credit offered customers for reusable components
returned during a service activity.

More than one kind of price list can be defined in QAD EE. The price lists from SO/SQ/RMA
Pricing Menu (1.10.1) are used for determining prices in sales quotes, sales orders and RMA
issues. These price lists take advantage of a sophisticated coding schema that enables the system to
determine best prices based on predefined rules. In the service arena, RMA issues provide
functionality that is the same as sales orders.

Price lists from PO/RTS/Sched/RMA Rcpt Price Menu (1.10.2) are used for Purchase Orders,
Return to Supplier (RTS), scheduled sales orders, and RMA returns.
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Service Price Lists

Service Price Lists

a Three types of lists:
— Contracts and contract additional items

— Repair prices in Call Activity Recording (labor, items,
and expenses)

— Expense costs in Call Activity Recording
- Support for fixed pricing
 Support for exchange credits in CAR

~ Three amount types:

— Discount, which represents a percent taken from the
item’s list price as defined in the item master

— Markup, which represents a percent added to the
item GL cost at the relevant site

— Price, which specifies a price amount

QAD Proprietary SSM-Setup-280

Service price lists are used to automate pricing for two critical service areas: contracts and Call
Activity Recording. They are created in Service Pricing Maintenance (11.17.1).

Automated pricing through price lists is an important way for an organization to streamline and
manage the financial side of service activity. Prices suggested by the system based on price lists
can be changed if needed. However, price fields can be password protected so that arbitrary
changes cannot be made.

Service price lists support three of the amount types used in other pricing structures. The amount
type determines the way the price is calculated by the system.

Because of the way service price lists are used, not all amount types are valid on each type of list
(repair, contract, and expense cost).
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Contract Pricing

Contract Pricing
~ Set up by item number or product line

~ Prices can be specified for both flat fee (amount
type P) and percentage additional charge items
(amount type D or M)

JSeNice Pricing Maintenance :"L| Type C indicates this price
™ GoTo ~ Actions '| | Copy '| [.9,' Pring s Preview list is used for contracts.
Price List: C-5001 Type: C [C/R/E) Contract Pricing
Currency: USD
‘wiork. Code: Product Line: 2222
Service Group: Service Category:
e Number € | Contract price lists are

set up by item number

Unit of Meazsure: EA Uinit of Measure: duct li
I product line.
Start: List Price: orpro e
Ewxpiration: | 8/31/2009 -
Amount Type: E [DkP) Price
QAD Proprietary SSM-Setup-290

Contract price lists (type C) are defined with Service Pricing Maintenance (11.17.1). Prices for
both items covered on a contract and additional charge items can be specified on this type of price
list.

Contract price lists are associated with contract types in Contract Type Maintenance. The contract
type establishes the default price list for individual contracts.

Contract pricing can be set up by item number or by product line. Every item defined in the item
master must belong to a product line. Pricing by product line is especially useful with contract
price lists if you offer coverage at the same rate for all products in a product line.
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Contract Additional Charges

Contract Additional Charges

J Contract &dditional Charges 3<'|

# GoTo ~ Lctions '| L Copy '| [EJ Print & Preview

Service Type: CYHBILL
Description: CONTRACT TYPE-FULL CHARGE

Options Detal

Item Number: 007a

Descmptinn'l Disposal Fee for engine ail

Amaount Type:

Amount type can be fixed
(F) or percentage (P).

Delete ] [ Back ] [ Next

QAD Proprietary SSM-Setup-300

Some service organizations have items they include in contracts that either add to the price or
create a discount. These are defined in Contract Additional Charges (11.5.7).

The Amount type can be fixed (F) or percentage (P).

If the additional charge is a fixed amount, the price list type must be P (price). In this case, the
price is considered a fixed 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. This
kind of price is interpreted as a percentage to be applied to the entire contract. The percent is
negative for a discount price and positive for a markup.

They can be set up for a particular contract type by specifying a value in the Service Type field. If
you leave the Service Type field blank, as in this example, the additional charges are available for
use on contracts with any service type.
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Repair Pricing

Repair Pricing

- Used to automate pricing in CAR for items, labor,
and expense usage

- |tem repair prices are set up a bit differently
from labor and expenses

— Item prices are based on an item selection (service
group, product line, or item number) optionally
qualified by the kind of work being done (work code).
Item price lists can be amount type D, M, or P.

— Labor/Expense prices are based on service category
with other optional qualifiers. Since no item master list
price exists, amount type can only be M or P.

SSM-Setup-310

QAD Proprietary

Repair price lists (type R) are defined with Service Pricing Maintenance. They can be associated
with contract and warranty types in the Call Price List field. This price list from the service type
determines the default price list for activity recorded in Call Quote Maintenance and Call Activity
Recording.

Three different kinds of consumption can be recorded in CAR: labor, expenses, and items. Price
lists for labor and expenses are set up somewhat differently than for items.
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Repair Item Pricing

Repair Item Pricing

J Serice Pricing Maintenance y|

# GoTo ~ Lctions '| L Copy '| [EJ Frm_t 5 Fresies
Price List: C-5001 Type: R [C/R/E] Repair Pricing
Cunency: USD Type R indicates this
_)ka Code: Product Line: prlce IISt app“es to
Service Group: Service Category: |tem5, eXpenseS, and
labor usage in CAR.
Itern Mumber: Dﬂ1a_ Campanent part 001a
Unit of Measure: EA Urit of Measure: EA
Start: List Price: 1.00
Expiration:
Amount Typs.El [DhP) Price
Any amount type bdin Qtg Price bdin Qty Frice
can be used. oo This price list is set up for a ol
oo specific item number. oo
0 0o oo
a 0o 1} oo 1} oo
|__| Prices may vary depending on o o o o
the kind of work being done.
Delete ] [ Back ] [ Next
QAD Proprietary SSM-Setup-320

When items are consumed in CAR, the system searches the price list specified on the call header
for each item's price. If no price is found for the item, it defaults to the item's list price as specified
in the item master. If the item is not defined in the item master, price defaults to zero. There are
two key factors in the price list search: the item or item group and the work code.

Price lists can be set up for individual item numbers or based on an item grouping. The product
line and service group provide alternate ways of grouping items.

You may have different prices for the same item depending on the kind of work being done. For
example, an item's price may vary depending on if 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). Repair price lists for items can use any amount type.
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Fixed Pricing - Business Requirement

Fixed Pricing - Business Requirement

~ Certain types of repair or field activity are
charged at a flat rate

- This rate holds regardless of the exact parts
replaced or number of hours of labor used

- Fixed price repairs can be viewed as an
alternate to contracts and warranties

- SSM provides a way to indicate that fixed
pricing is being used

QAD Proprietary SSM-Setup-330

Fixed pricing should be viewed as an alternative to contracts and warranties. When fixed pricing is
used, none of the coverage details of any service type in effect are considered. When a fixed price
repair is done, all the details of the service activity can still be recorded, enabling you to fully track
service costs. The only difference is in the invoicing process, which looks at the fixed price rather
than the actual costs or the normal prices associated with elements of the repair.
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Fixed Price Setup

Fixed Price Setup

-~ The work code indicates a particular call line is charged
at a fixed rate.

~ Fixed Price Charge Code and Invoice Sort must be
defined

~ Automated pricing of fixed price repairs is supported:
— Use a Type R (repair) service price list.

— Use the fixed price unit of measure as defined in the Call
Management Control File.

~ The use of special units of measure on the price list

Price List SSM1 This price is used when

Item: 44-100 gg&elL'St' item 44-100 is repaired at
UM: EA ltem: 44-100 <«—J—a fixed price.
Price: $75 UM: EX This price is used when
T Price: $50 item 44-100 is issued during
repair of another item.
QAD Proprietary SSM-Setup-340

To use fixed pricing, the proper codes must be set up:
» A work code with Fixed Price set to Yes
« A charge code with Fixed Billable set to Yes
« An invoice sort with Include Fixed Prices set to Yes

To support the use of fixed pricing, service price lists can be set up using the Fixed Price UM
(defined in the Call Management Control). If a work code that has Fixed Price set to Yes is used,
the Fixed Price field in CAR also defaults to Yes. In this case, a fixed price charge code is also
suggested by default, and the system looks for a price on the associated price list for the call line
item with the fixed price UM. This price is used as the price for the repair. Fixed prices are defined
on a Type R price list. This is the item being repaired, not an item used during repair. Fixed Price
is automatically used for Depot Order Replacement lines.
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Special Units of Measure

Special Units of Measure

~ Two special units of measure are defined in the
Call Management Control File for use with item
pricing:
— Fixed UM for fixed price repairs
— Exchange UM for credits for items returned in CAR

QAD Proprietary SSM-Setup-350
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Special Units of Measure
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m

Unit of Measue: EA
Start;

Expiration

Unit of Measur

E;

List Pri

Amourt Type: P (OMPT

Frice

Price set up with
exchange UM defines

credit in CAR for returned

Call Management Control %
W GoTo = Astions =| I Copy =| £ Print 4 Preview
al Activiy With Temp:
Senice Pricing Maintenance % . .
W GoTo = Astions =| I Copy =| £ Print 4 Preview Two units Of_ .
measure defined in
Price List. cont Tope: © (C/RED Conlract Pricing Call Management
Curency. USD Control
“whork Code: Product Line;
Use Escalation:
Service Group Service Category
QueveManager 0
ueue Manager Pause: 5
tem Mumber. 0101 123456
Multiple Skills:

werage Window:

se on Recording: 7\

Detete | [ Back | |

QAD Proprietary

item x Exchange UM: | EA =
Min Gty Fiice W Min Bty Fiice Min iy Frice Fived Price UM: .
\ 1| 00| [ o | ug [ 0 a cework Certer 50001 0|
‘ o | 00| [ o 00| [ o | 0|
0 0.0 0 0.0 0 00
: & . oo 0 oo Back Next
0 [iXi] 0 [iXi] [ 00

SSM-Setup-360

In service activities, two units of measure have a special significance. These are defined in the Call

Recording/Invoicing frame of the Call Management Control. They must first be set up in

Generalized Codes Maintenance for pt_um.

» Exchange UM is used in the Call Activity Recording exchange process to determine the credit
given for an exchanged item

» When the return status specified indicates an exchange and the item being returned has no
coverage, the system looks 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 a fixed price repair
 Fixed prices are specified for the item being repaired, not the parts used in the repair

process.
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Repair Labor/Expense Pricing

Repair Labor/Expense Pricing

JSEN\DE Pticing Maintenance X|
@ GoTo v Actions '| L Copy '| @J Print & Preview
Price List: list1 Type: R [C/R/E] Repair Pricing
Currency: USD
e w0tk Code: PM Froduct Line:
Service Group: Sewvice Category: Labar <
Itern Mumber
Unit of Measure: Unit of Measure:
Start List Price:
Expiration:
Amaunt Tppe: El (DMP] Price
Hin Gty Price Min Gty Piice Labor/expense price lists
Cannot be amount type 0 are based on a service —
D 0 category.
0
2 an 0 Type R indicates this price
Prices may vary depending 0 list applies to items,
— on the kind of work being expenses and labor usage in
done. CAR.
¢ J 1 J 1 T
QAD Proprietary SSM-Setup-370

Price lists for labor and expenses consumed in CAR are set up based on service category. You can
define as many service categories as you need, each representing a particular kind of labor or
expense charge.
Other factors can be considered in the search for labor and expense prices:

« work code

- Service group

* Product line
For example, the price for installation labor may be different than repair labor. If service group and
product line are included when prices are set up, they refer to the service group and product line of

the item being repaired. This is different than for item price lists, where service group and product
line refer to the item being consumed.

If no price is found for the labor or expense, it defaults to zero and must be specified manually.
Amount type D cannot be used for labor/expense prices since they do not have a “list” price like
items in the item master.
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Expense Cost Lists

JSeNu:e Pricing Maintenance X|
® GoTo v Actions '| | Copy '| & Pring_rs Preview
Price List: list1 Tepe: E [C/R/E) Expense Costs
Currency: USD
ﬁ ‘wotk Code: PM Praoduct Line:
Service Group: Service Category: TREXP <
Itern Mumber.
Unit of Measure: Unit of Measure:
Start: 7416/2003 List Price:
Expiration: 8/31/2003
+ Amount Type: P [OMP] Price
Expense cost lists are based
Min Oty Price Min Gy Piice on an expense service
i]
Must be amount type P .| category.
Lyl | ] ‘ Ayl
o o 0 — —
N = [ o o/ Type E indicates this price
Costs may vary depending || [ o list is used for expense B
— on the kind of work being COSts.
done.
| pelete || Back | [ Mext
QAD Proprietary SSM-Setup-380

The cost list is used to determine 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 no cost is found, the standard cost
for the expense defaults to zero and must be specified manually by the user.

Expense cost list are defined with Type of E; the Amount Type must be P (price).

Cost lists are set up just like expense price lists, using the service category as a base and optionally
including work code, service group, and product line. The same search algorithm is used with the
call currency and a blank unit of measure.
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Return Status Setup

Return Status Setup
~ The Yes/No setting for Good and Scrap are
used to determine default site/locations:

— Good (Y/N) applies to items marked as repairable
— Scrap (Y/N) applies to items that are not repairable

J Return Status Maintenance ‘

® GoTo ™ Actions ‘| L Copy '| (Q,,J Print 4 Preview

Status: Good

Description: | Good

Exchange:
Good: ¥
Secrap:

Pending:

QAD Proprietary SSM-Setup-390

Return statuses are used to manage the return and exchange process in Call Activity Recording
(CAR) and MO Direct/Pending Returns. They are not used for RMA receipts. The return status has
no formal relationship to the statuses defined with Inventory Status Maintenance (1.1.1). However,
these two statuses are normally used together to control return processing in the larger QAD EE
environment.

Status. The statuses are created in Return Status Maintenance (11.17.21). Each of the
attributes of the return status controls a different aspect of the process.

Good and Scrap. Good and Scrap determine default locations for repairable (Good) and non-
repairable (Scrap) items. Good and Scrap cannot both be Yes at the same time.

Exchange. Exchange determines if credit should be given for an item returned from the
customer. Exchanges can only be done in CAR. Both Exchange and Pending cannot be Yes.

Pending. Pending is used for items ordered on an MO and returned in CAR. It determines if
the inventory transactions take place in CAR or later in MO Direct/Pending Returns. A
pending status requires that Exchange is No, Good is Yes, and Scrap is No.
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Default Site Maintenance (11.21.13)

Default Site Maintenance

a Default Sites to be used with return processing
are defined in Default Site Maintenance

~ Different sites may be accessed based on a

number of call parameters

® GoTo ™ Actions '| L Copy '| EE,J Print % Preview

| The return status entered in

CAR and Repairable flag of
item determine which default
site/location is suggested by

Service Group:
‘wiork Code:
Itern Mumber

Area

the system.
Sites
Description: | Minimum Setiings
Return Site: | 10000 Jel Serap Site: | 10000 Jel
Retun Location: | Retun ,~-) Sciap Location;
Spares Site: | 10000 Jel Repair Site: | 10000 Jel
QAD Proprietary SSM-Setup-400

The sites set up with Default Site Maintenance (11.21.13) are accessed by various functions during
service activity including returns and exchanges in Call Activity Recording, issues in CAR and
MO Maintenance, and MO Direct/Pending Returns. Default sites for RMAs are set up in the
RMAV/RTS Control.

Default sites can be set up for various combinations of product line, service group, work code,
item, and area. The values specified in the first frame of Default Site Maintenance serve as a key
for locating site defaults. You can enter any number of specific combinations or create more
generic defaults that apply to entire product lines or a particular area.
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Multiple Time Zones

Multiple Time Zones

- Optional feature to manage service across time
zones

a Define time zones
- Run Start Up Utilities
a Set default in Service Control

QAD Proprietary SSM-Setup-410

The Service and Support Management module provides many time-sensitive features such as the
duration and number of hours per day for service coverage. Engineer scheduling uses this
information to assign an engineer to a call.

When service providers and engineers are located in different time zones, understanding these
dates and times can become extremely complex. Multiple Time Zone (MTZ) functionality helps
manage these issues.

There are several steps needed to implement including running the End User Time Zone Utility
(11.21.21.20) and Multiple Time Zone Startup Utility (11.21.21.24).
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Multiple Time Zone Maintenance

Multiple Time Zone Maintenance

JSSM tultiple Tirme Zone Setup X‘

tultiple Time Zones Maintenance | Multiple Time Zones \nquily” Service Management Cnntrn\l

W GoTa v Actions | () Copy *| 1 Print (] Preview

Time Zone: GMT-8
Description:  Pacific Time [US & Canada)
Auto Period Adjust:

Time Zone Detail

Time Period: Std Standard Time
Start Year End*ear GMT Offset Start Period Weekday Time
0000 9599 -08:00

] E

[FrTTI

QAD Proprietary SSM-Setup-420

Time zones are set up in Multiple Time Zone Maintenance (11.21.21.1).

You have two ways to create:
- Base time zone on offset from GMT
» Have system track daylight savings time adjustments from a user defined base line
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Service BOMs/Routings

Service BOMs/Routings

~ Service BOM defines the list of parts required to
complete a service activity

~ Service routing defines the detailed set of
procedures to follow

Engineer performs visit to installed Define .| Service
site: as | Routing

1. What standard procedures are

performed? - .
Define .| Service
2. What parts are always replaced as :IBOM

or consumed?

QAD Proprietary SSM-Setup-430

In Service and Support Management, BOMs and routings are used slightly differently than in a
manufacturing environment, reflecting the unique requirements of the service environment. There
may be more than one standard way of doing things. The Service BOMS may be linked to
operation steps and require unique codes. They play an important role in Call Activity Recording,
loading labor/expense and item usage.
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Standard Operations Provide Default Values for Routing Steps

J Service Std Operation Maint x| I
W GoTo v Actions | [ Copy ~| & Print (4] Preview I
JSBN\DE Routing Maintenance X|
Standard Operation: Inspect W GoTo v Acions | (I Copy *| £ Print (4] Preview
Descriptior:| |nspect
ik Canler:A—\nsp Routing Code: RT101
Fum Time:: Operation: 1}
Service Ealegurp.: Start Date; End Date:
Tool Code; .
Suppher: Standard Operation: Inspect
BOM Ende': “work Center. d-lnsp |nzpection
Dsscripliunl Inspect |
. e —
S;‘jz”""am EES;: ] Description, work center, run
tract LT : - .
R T | time, service category, tool
omments:
Toolfode| ] code, BOM code, and
L om
SuboorimctCet_______ 000] comments default from the
B0M Code 10-20000-001 | dard X
Servics Categoy Labor 0| standard operation
Comments:
petete | [ sack | [ mewt
QAD Proprietary SSM-Setup-440
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Service BOM/Routing Setup

Service BOM/Routing Setup

~ Create Service BOM Code (11.19.1)

~ Create Service Structure (11.19.5)

a Create Service Work Center(s) (11.19.13)

a Create Service Standard Operations (11.19.21)
a Create Service Routings (11.19.17)

QAD Proprietary SSM-Setup-450

This figure shows the steps to create Service BOMs and Routings.

A unique BOM code must be setup in Service BOM Code Maintenance (11.19.1), it cannot be the
same as the inventory item number.

The components used on the BOM are entered in Service Structure Maintenance (11.19.5).

At least one Service Work Center must be set up in Service Work Center Maintenance (11.19.17)
with labor and burden rates and entered in the Call Management Control as the default work center
for service activities. Additional work centers can be setup and linked to routings in Service
Routing Maintenance (11.19.17). Standard Operations can be created in Service Std Operation
Maintenance (11.19.21).

As discussed in the previous chapter, the Service BOM/Routings can be attached as defaults in the
Service Item Data (11.3.7). They can be added manually to Calls and Quotes.
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Exercise 6: Set Up Values

In this exercise you set up different values required to perform service activities. They include:
» Work Codes
« Invoice Sort Codes

Service Categories
Call Defaults
Exchange Return Status

Set Up Work Codes

Work Codes are created and maintained in Work Code Maintenance (11.21.1). Work codes are
user defined, so you can create as many as necessary for your environment. Since a number of
codes have already been set up in the database, you will create one more.

1 Go to Work Code Maintenance (11.21.1).

2 Enter the following data in the appropriate fields. Make sure you save your changes by
clicking Next at the end of your entry.

Field Value

Work Code E-Call

Description Emergency work code
Repair Center No

Fixed Price No

3 When the work code is created save it and then return to the menu by clicking Next then Back.
4 Go to Work Code Inquiry (11.21.2). Click Next twice to generate a report to the terminal.

5 Verify the work code you created, and review the others already in the database. Return to the
menu.

Set Up Invoice Sort Codes

The Invoice Sort is a user-defined, high-level grouping tool used in service coverage, limits, and
invoice presentation. The Invoice Sort codes created in this exercise will be used later in other
activities.

Note Many of the fields in an Invoice Sort record are used to support other functions in Service
and Support Management. The use of these fields will be clarified in other activities.

1 Go to Invoice Sort Maintenance (11.21.5).

2 Enter the following data in the appropriate fields to create two codes (or modify existing
Invoice Sort Codes if available so that they are in line with data values below).

3 Click Next after entering the Invoice Sort value, the Include Fixed Price value, Language
value and the Label value.

4 Click Back after the language and label information is entered and saved.
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Field Value Value

Invoice Sort EXPENSE FIXED
Description Repair Expenses Fixed Repair Only
Display Order 3 4

Type E E

Invoice Detail Yes No

Include Fixed Price No Yes

Language uUs us

Description Expenses For Fixed Repairs
Label Expense Fixed

5 When both invoice sorts are created, return to the menu.

6 Go to Invoice Sort Inquiry (11.21.6). Leave the Invoice Sort field blank and specify Yes in the
Sort by Order field.

7 Click Next twice to generate a report to the terminal. Verify the invoice sort codes you created,
and review the others already in the database.
The order the Invoice Sorts display on the report is the same order they will display in Call
Invoice Recording.

8 Return to the menu.

Set Up Service Categories

Service categories are created and maintained in Service Category Maintenance (11.21.9). Service
categories are user definable, so you can create as many as necessary for your type of service
business. Remember that service categories are intended to represent the actual detailed service
that you are providing.

1 Go to Service Category Maintenance (11.21.9).

2  Enter the following data in the appropriate fields. Click Next after the entry of the Svc
Category, the Invoice Sort, Travel Labor and Tax Class.

Field Value Value Value Value
Svc Category LABR-REG LABR-OT MILEAGE LUNCH
Description Reg Hourly Labor ~ Overtime Labor Mileage Charge On-site meal
Invoice Sort Labor Labor Expenses Expenses
Items No No No No

Con Items No No No No

Exch Items No No No No
Labor Yes Yes No No
Travel Labor No No No No
Expense No No No Yes
Travel Expense No No Yes No
Taxable No No No No

Tax Class <blank> <blank> <blank> <blank>
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Notice that only certain flags are editable depending on which invoice sort the service
category is associated with.

3 When all the service categories are created, return to the menu.

4 Go to Service Category Inquiry (11.21.10). Click Next twice to generate a report to the
terminal.

5 Verify the service categories you created, and review the others already in the database.

Return to the menu.

Update the Call Management Control

Two service categories can be specified in the Call Management Control. These provide defaults
when recording item and labor/expense usage in Call Activity Recording. The value of one of
these settings is modified in this exercise.

1 Go to Call Management Control (11.1.24).

2 Verify that the Use Escalations field is set to No.

3 Click Next until the Call Recording/Invoicing frame displays. Enter LABR-REG in the Labor
Svc Category field.

4 Click Next to save your change. Return to the menu by clicking Back twice.

Setting up Call Defaults

In this part of the exercise defaults are defined to be used when installation calls are created.

1

Go to Call Default Maintenance (11.1.21.10).

2 Enter the listed data in the specified fields; leave the default value in the remaining fields.

Click Next to save your changes after the Service Group value and after Remarks.

Field Value
Category Call
Work Code Install
Model <blank>
Service Group <blank>
Call Severity A

Call Type Service
Call Problem Elec
Call Duration 003:00
Call Status Open
Call Next Status Assigned
Call Queue Dispatch
Escalation <blank>

Call Description
Remarks

3 Return to the menu.

Normal Installation Call
<blank>
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Set Up an Exchange Return Status

In Call Activity Recording a return status is used to indicate that a credit should be given with the
return of a part.

1 Go to Return Status Maintenance (11.21.17).

2 Enter the following values in the specified fields. If the status already exists, make the
necessary field level modifications.

Field Value

Status EXCHANGE
Description Use for item credits
Exchange Yes

Good No

Scrap No

Pending No

3 Click Next to save your changes, and then return to the menu by clicking Back.
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Exercise 7: Creating Price Lists

In this exercise you create several price lists for use in service activities.
« Contract for pricing out items on a contract

« Repair for pricing out charges on service calls including labor, items and expenses and well as
standard costs for expenses

 Credit for items returned on RMA's

Contract Pricing

In this task you modify a price list that establishes the amount to be charged to cover a specific
item master part on a contract.

1 Go to Service Pricing Maintenance (11.17.1) and enter:

Field Value
Price List SSM1
Item Number C-S001

2 Press Enter.
The system automatically displays the item description and default unit of measure as defined
in Item Master Maintenance.

3 Click Back.

4 Tab to the Type field.
Notice that its default value is the letter C, indicating that the price list you are about to create
supports Contract pricing. To the right of the Type field is a label: (C/R/E).

5 For demonstration purposes, change the value from C to R (for Repair Pricing) and press
Enter.

Notice that the description to the far right changed from Contract Pricing to Repair Pricing. If
you leave this as R, the system treats this price list as one used for repairs in Call Activity
Recording.

6 For now, we want to use C, go back to the Type field and change the letter R back to the letter
C; then press Enter.

7 Continue to press Enter, accepting any defaults, until you are in the field labeled Min Qty.

8 In the first Min Qty field, key in 1, and press Tab. Set the price for one unit to be equal to the
list price of $5,000.00.

To set up a price for contract coverage for two or more C-S001, press Tab, enter 2 in the
second Min Qty field, press Tab, and key in $4,9000.00 in the Price field.

9 Click Next to save your work.

We have now established prices for contract coverage for a single unit and two or more units
of item C-S001.

10 Return to the menu by clicking Back.
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Repair Pricing for Labor

In this task you create a price list that establishes the amount to be charged for the two kinds of
labor you defined as service categories earlier. This price list will be used in Call Activity
Recording (CAR) Activities in a later chapter.

1 Go to Service Pricing Maintenance (11.17.1) and enter the following:

Field Value

Price List SSM1

Type R

Service Category LABR-REG
Item Number <blank>

Note Entering R means that the price list you are about to create supports pricing in Call Activity
Reporting.

2 Press Enter until you are in the Min Qty field.
3 Leave the default 0 for Min Qty, and press Tab.

4 Inthe Price field, key in 125.00, and press Enter.

Using zero for the minimum quantity allows the system to calculate prices for fractional
quantities. For example, .5 hour would be charged at $62.50.

5 To set up a price for overtime labor, Tab to the the Service Category field enter LABR-OT.
6 Press Enter until your cursor is in the Min Qty field.

7  Leave the default O for quantity, press Tab.

8 Key in 200.00 in the Price field.

9 Click Next to save your changes.

10 Enter Mileage in the Service Category field and press Enter until your cursor is in the Min Qty
field.

11 Leave 0 for quantity, Tab and specify a price of $0.45.

12 Click Next to save your changes. Return to the menu.

Repair Pricing for Items

In this task you create a price to be used when an item is issued as part of a service activity in Call
Activity Recording (CAR) Activities in a later chapter. You will also specify an exchange price for
this item to be supplied when a used one is returned for credit in CAR.

1 Go to Call Management Control (11.1.24).

2 Click Next until the Call Recording/Invoicing frame displays.

Notice the value in the Exchange UM field (EX). This unit of measure is required for credit
prices.

3 Return to the menu.
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4 Go to Service Pricing Maintenance (11.17.1) and enter the following:

Field Value
Price List SSM1
Type R

Item Number C-C001
UM EX

5 Press Enter until you are in the Min Qty field.

The unit of measure indicates to the system that the price is a credit to be used when this item
is returned in CAR.

6 Key in the number 1 for Min Qty, and press Tab.
7 Inthe Price field, key in 30.00. Click Next to save your changes.

8 Leave C-C001 in the Item field, but this time specify EA for the unit of measure. Press Enter
until you are in the Min Qty field.

9 Key in the number 1 for Min Qty, and Tab.
10 Enter 150.00 in the Price field. Click Next to save your changes. Return to the menu by
clicking Back.

Expense Cost

In this task you create a cost list to be used for an expense recorded as part of a service activity in
Call Activity Recording (CAR) Activities in a later chapter.

1 Go to Service Pricing Maintenance (11.17.1) and enter the following:

Field Value
Price List SSM1
Type E

Service Category MILEAGE

2 Press Enter until you are in the Min Qty field.

3 Key in the number 1 for Min Qty, and 0.43 in the Price field. Click Next to save your changes.
Return to the menu by clicking Back.

Credit Pricing

In this task you set up a price list to give credit for items returned on RMA's.

1 Go to Cust Sched Price List Maintenance (1.10.3.1).

2 Enter the following data in the appropriate fields. Then click Next to save your entry.

Field Value
Price List RMA-CR
Currency usb
Product Line <blank>
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Field Value

Item Number C-C001

UM EA

Start Date January 1st of current year
Expire Date December 31st of next year
Amount Type P

Min Qty 1

Price $450.00

3 Click Next to save.

4 Return to the Price List field and create:

Field Value

Price List RMA-CR

Currency usD

Product Line <blank>

Item Number C-C002

UM EA

Start Date January 1st of current year
Expire Date December 31st of next year
Amount Type P

Min Qty 1

Price $450.00

5 Return to the menu.
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Exercise 8: Creating Additional Contract Charges

In this exercise you create two contract additional charges and then set up prices for them on a
contract price list.

Create Contract Additional Charge Items

1 Go to Contract Additional Charges (11.5.7).

2 Leave the Service Type field blank and click Next.

Notice how the system automatically supplies a description indicating that this additional
charge can be used on all contracts.

3 Enter the following data in the appropriate fields. Then click Next to save your changes.

Field Value Value

Item Number FedEx Refurbs

Description Surcharge for Special Discount for Refurbished
Delivery Items

Amount F P

4 Return to the menu.

Specify Prices for Additional Charge Items

1 Go to Service Pricing Maintenance (11.17.1) and enter the following:

Field Value
Price List SSM1
Type C

Item Number FedEx

2 Key in FedEx in the Item Number field and click Next.

Notice the message at the bottom of the screen. This is an informational message indicating
that this is an additional charge item of type F. These items can only be specified on a contract
price list.

Notice that the Amount Type field has defaulted to P. Since FedEx Delivery was defined as a
fixed additional charge item, P is the only amount type you can use. To test the system
validation, enter M in the Amount Type field and click Next.

The following message should display:

ERROR: AMOUNT TYPE P MUST BE USED WITH ADDITIONAL CHARGE OF TYPE
F. Please re-enter.

3 Press Enter to exit the error message. Type a P and then click Next.

4 Inthe Min Qty field enter 1, press Tab and specify 20.00 for the price.
5 Click Next to save your changes.

6 Press Tab until you are in the Item Number field.

7 Type Refurbs in the Item Number field and click Next.

MNQAD



118 Training Guide — Service and Support Management

8 The message indicates that this is an additional charge item of type P.

Notice that the Amount Type field has defaulted to M, since P is an invalid value for a
percentage additional charge. Enter P in the Amount Type field and click Next to see the error
generated by the system.

The following message should display:

ERROR: AMOUNT TYPE P CANNOT BE USED WITH ADDITIONAL CHARGE OF
TYPE P. Please re-enter.

9 Close the error message. Enter D in the Amount Amount Type field, and click Next. Notice
how the Price label changes to Discount%.

10 Enter 1 in the Min Qty (Minimum Quantity) field, press Tab, and specify 5 for the discount
percent. Then click Next to save your changes.

11 Return to the menu.
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Overview

Contract and Warranty Types

QAD Proprietary SSM-W&C-010

Decisions about service coverage are fundamental to the business implementation of a service
organization. Critical questions must be answered. What level of service are you providing and for
which situations? How much is an item covered for, and for how long? Does this coverage include
replacement parts, labor, expenses for on-site visits, shipping? Do you provide this level of
coverage no matter what happens, or are there explicit limits to the amount that can be registered?

Defining the limits and level of service lets you effectively manage the inclusion of extra charges,
as well as billing for labor and costs not covered, or partially covered. The service limits help you
distinguish between billing levels for different aspects of service, such as labor, parts replacement,
and service expenses.
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Service Types

Service Characteristics and Coverage Amounts
R Price List Service Limits and

Duration esponse rice Lists Coverage Coverage %bs for

Times . -
Hours Service Categories

Service Types
Warranty | Contract
Types Types
Service/Support Functional Areas
Call RMA Call Quote Call Activity Service Quote/Contract
Maintenance Maintenance Maintenance Recording Maintenance
QAD Proprietary SSM-W&C-020

Service types define the underlying ground rules that determine what kind of service activities can
take place for covered items, as well as who pays for them. There are two categories of service
types:
« Warranty types are set up with Warranty Type Maintenance (11.3.15) and attached to items in
the installed base.

 Contract types are set up with Contract Type Maintenance (11.5.10) and are used during the
creation of contracts.

Typically, service organizations do not provide warranty or contract coverage for every item. For
items not covered by either, a default billable coverage type is obtained from control settings (one
for RMAs and one for calls).
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Service Type Attributes

Service Type Attributes

- Product Line

~ Duration

- Response time and hours of coverage
a Price lists

~ Ship Before Return and Restocking Charge
- Priority

QAD Proprietary

SSM-W&C-030

These attributes apply to both warranties and contract types. Some of the contract defaults can be
changed in Contract Maintenance.
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Service Type Product Line

Service Type Product Line
S5 Accounting Contral % I
™ Goioks Actions .| 1) Copy Contract Type Maintenance %
Contract Control M GoTo - Actions '| L) Copy '| @,,J Print & Preview
Company Address: 10000000
F.eep Contract History: Contract Type: sc-1 D escription; | 4 hr resp / Labor 100%
Prod Line: Restocking Charge:
Revenue Type: C Duration: Call Price List RkA Only:
il End Users: Response: l:l Credit Price List l:l Comments:
Bill Surnrmany: Response Time U: Ship Before Fetum: Priority: EI
Contract Price List:
Taxable Traler Code 1: 11 Contract Coverage - .
] When this flag is '
Tauable Trailer Code 22 21 Day Start . Shart Mid End
Taxable Trailer Code 3: 31 Sunday: 00:00) NO, the prO.dUCt line 0C:00 00:00
Monday: 08:00| Of the service _type 1300 17.00
Service Management Tuesday. 08:00 IS us_ed by Va!’lous 1300 17.00
Credit Hold Dption: Wednesday wm_SErvice functions 1300 1700
Use Item Product Line: b Thursday 03:.00 1z00 1300 17.00
Friday: 08:00 1200 1300 17.00
Saturday: 00:.00 00.00 00.00 00:.00
Haolidays: 00:00 0000 0000 00:00
[ peete | [ pak | [ mem |
QAD Proprietary SSM-W&C-040

The product line ties the service type to a set of general ledger accounts. It is generally used to
determine the accounts affected by the sales of contracts and by RMA issues and receipts. In Call
Activity Recording, product lines are normally determined in other ways. The service type product
line would only be referenced if you do not set up charge and revenue product lines.

Whether or not the product line of the service type is actually used depends on the value of Use
Item Prod Line in the Service Management Control. If this is No, the product line of the service
type in effect is used. Otherwise, the item product line is used.

The product line enables you to track separately the sale of contracts based on different contract
types. For example, you might book the billing of annual contracts to a different general ledger
account than semiannual contracts.

The product line sales account and sales discount account are credited when an invoice is posted
on a contract billing. Accounts can be changed on a per line item basis on a contract, depending on
the setting of the Modify Sales Accounts in SSM Accounting Control.
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Warranty/Contract Duration

Warranty/Contract Duration

J ‘Warranty Type Maintenance X|_ I
@ GoTo ™ Actions ‘| L] Co|‘ Installed Base Itern bdaintenan X‘
W GoTo v Actions '| | Copy " 1= Print + Preview
‘Wantanty Type: W1 End User Address
End User Type: End User. 002 Customer No: 002
Prod Line: | 1000 £ Mame: Community Memorial Hospital Sort Hame: Community Memarial H
Duratior: Address: 147 North Brent
Hespunse. City: Wentura Caunty: State: C&
Response Time UIM: County: United States Post: 93003 TZone: PST/PFDT
Warranty duration is .. e pats
calculated in days; Item Number: 10-100000 -
Contract duration is Descrption: | DASIS (TM) COOLING SY5TE | red When an item is
calculated in months. [HOMEANDUS TAIAL MODEL ‘ added to the
Toesaa T Madet [ B s INstalled base, the
Wednzsday: 03:00 Instal Dt [7/1672009 | €———y | SYStem calculates the
Thursday: 0300 hemType[ 7 o Warranty Expiration
Friday: 00:00 \Warranty Eude. Lpy date by adding
Saturday: 0000 Wartanty Ekpirat\nn' € et P Warranty duration to
Holidsys: 0000 ety 10 = the install date.
Sales Order: Ln: 1) Comiments I
Ship Date: Invoice:

[ Delete ] [ Back

=

QAD Proprietary

SSM-W&C-050

The duration defines the length of time service is normally available for items covered by a service
type. For warranties, this is measured in days; for contracts, it is measured in months. The duration

provides a default value for:

Warranty End Date. When an item with a warranty type is added to the installed base, the default
warranty expiration date is calculated by adding the warranty duration to the install date.

Contract End Date. For a new contract, the start date always defaults to the first day of the month

following the day the contract is being created.
» The default end date is calculated by adding the contract duration to the start date.
« These defaults can be overridden as needed.
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J ‘Warranty Type Maintenance -x-‘

Contract and Warranty Types
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Response Time and Coverage Hours

# GoTo - Actions '| | Cop|cCall Maintenance X
® GoTo ~ | Adions | LIl Copy =| £ Print (4] Praview
‘wiamanty Type: W3l User Selection
End User Type CalliD: 001 Coll Dats: 9/17/2008 Time: 01:26

PodLine [1000 Seiial: 3007

Duration, EndUser. RMJEU4 Time Zone: EST Amgen ntemational

Response Itern Number: JNOO02-1 Fief 0 MEDICAL $wITCH
Respanse Time LIM Cantract: Service Type: standard Area:

Start Date: Irstall Date: 3/10/2008 Kurla NY
The response time End Date: [ P Response: 4 Hours
from the service FO Number: | | Cammerts Mave ISB:
type displays in
Call Maintenance. [
Caller: Vijay Phone: 1212121211
Wednesday: 0200 Description:  Medical device Failure
The System ode: Tech [ueue: manager Camments:
calculates Next iy, B Status. urgent Evenl Date: 5/22/2009
Status Date and Time [gwre Service Mest Status Event Time: 13:07
based on response Mext Status Date: 5/18/2003 Escalation: ESC2 1
tlme and COVerage Mt Status Time: 2030 Schedule:
hou rs. Multiple Skills; From Quote:
=

QAD Proprietary —

The days and hours of coverage is used in conjunction with the response time by the Call.

Maintenance function in scheduling a call's next status date and next status time. In this example,
Warranty Type W-2 has a response time of 4 hours. Service coverage is provided Mon.-Fri.,
08:00-18:00.

The call in the example was taken at 10:09 hours on 03/03/05 for an item covered by this warranty.
The Next Status Date and Time was set to 14:09 by adding the four-hour response time.

A call taken four hours later would be handled differently. In this case, adding four hours to the
time would result in a next status time of 18:09, when coverage is no longer available. Since the
system knows that your service coverage hours only extend until 18:00, it schedules the next event
10 minutes into the next day that you are open for support business. As a result, the next status date
on the call would be 03/04/05 and the next status time would be 08:09 hours.

Note The dates and times in the call info frame displayed are relative to the end user's time zone
if MTZ is active.
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Service Type Price Lists

Service Type Price Lists
J ‘Watranty Type Maintenance »&| I
@ GoTo ™ Actions '| L} Copy '| @,,J Print 1% Preview -
When an item with this
‘Warranty Type: W30 Description; |SU Drays Warranty ‘ se rViCe type is
End Lser Type: vat referenced on a call,
Prod Lme: Restocking Charge: l the call price list
Dunstion: Cal Piice List FIM Ol provides the default in
Respohse: Credit Price List Comments: Call ACthlty ReCOrding.
Responze Time UM: | H ,-7) Ship Befare Return; Pricrity: E I
D etails
Wananty Coverage Status: urgent Charnel: l:l Cumency: SD Snguage:
Day Start Priarity ] Assigned: MFS07 Taxable: Pl -
Sunday, bo:o0 Contract ‘wiork Code: Tech Termns: @ j
Monday 08:00 Price List | REPAIR e Hueve: [ manager 0| Sie|FRODD |
Tuesday. 000 PO Number | A | Expire Price ate: [a/18/2008 = |
Wednesday 0e:00 Caller. Viiay Cormments: &/ Reference:
Thursday baon Phore: 1212121211 Detail
Friday 08:00 Desc: Medical device failure
Saturday. 00:00
Halidaps: 00:00
st
Delete ] [ Back ] [ Next ]
QAD Proprietary SSM-W&C-070

Automatic pricing for many service activities is implemented through the price lists associated
with service types. On contract types, three price lists can be specified: contract, call, and RMA
credit. On warranty types, the contract price list is not present. Each of these price lists has a
different application when a service type is used.

Contract price lists are used to determine the amount the customer is charged for coverage of
items on the contract. This determines the amount the customer is invoiced for the contract
itself.

Call price lists are used in Call Activity Recording (CAR) to determine the price for labor,
expenses, and items used in providing service on a call. The Call Price List is also used to
determine credits for items exchanged in CAR and fixed prices.

RMA credit price lists are used during the return segment of RMA processing to determine the
amount the customer is credited for an item returned.
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J ‘Warranty Type Maintenance 3&|

RMA Settings

M GoTo ~ Actions '| L Copy " (.9,) Print & Preview

b Tupe: /00

Restocking charge is
used for items
returned with an
RMA.

D escription | A0 Daws ‘Warranty

TeROTRe TINE LI -

Determines if an item
can be issued on an

Ship Before Retum: &

End Mid
RMA before a linked o000
item is returned. 000
Tuest%y =R 1200
WWiednesday: 08:00 1200
Thursday: 0s:.00 o000
Friday: 08:00 1200
Saturday: 0o:00 o000
Holidags: 00:00 0000

_ﬁ Restocking Charge:
Credit Price List: | F5-CR

Start Mid
0000
00:00
1200
1200
0000
1200
0000
0000

Rta Only:

Commets:

Priority: EI

o000
17.00
1700
17.00
18:00
17.00
0000
o000

Delete | [ Back

| [ newt

QAD Proprietary

SSM-W&C-080

Two attributes of the service type only affect processing in RMAs:
« The restocking charge is applied to items returned for credit and indicates a portion of the

credit price to be deducted to cover your handling expenses.

« The value of Ship Before Return determines if an item can be issued on an RMA before the
defective one is received from the customer.

The Credit Price List is another attribute of the service type that is only referenced when items are

returned on an RMA.
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Priority
P rl O r I ty Warranty Type Maintenancs X
W GoTo ¥ Adtions =| LI} Gopy =| & Print (8] Preview
Waranty Type: W30 <€ - L
Call Maintenance *
@ GoTo ™ Ations ~| Ll Gopy v| & Print I Preview
User Selection RtA Onily:
CallID: a0t Call Date: 8/17/2008 Time: 01:26 Comments:
Serak 3001 Pricrity
End User: RMJELI4 Time Zone: EST ‘mgen Intemational
Jtem Number: JHO002-1 Ref 0 MEDICAL SWITCH
Contract: Service Type: standard Area nd
Start Date: Install Date: 3/10/2008 Kutla N 00:00
End Date Warranty End Flesponse: 4 Hours 1200
PO Murber: Comments: Mevelst: | VWWhen an item with this
service type is referenced
Fallnfo on a call, the priority may g=t
Caller: [ Viiay ] Phene:[ 1212121201 | determine the call
Description: ‘ Medical device failure pl’iority.
‘wiaork Code: Tech Queue: | manager 2 Comments: |V
Severy Set[wgmt 0| EvenDae
Tope New State Even Tive
Assigned Mext Status Date: E scalation:
Pnomty _ Mext Status T\me: Schedule: Deiete ] [ fack ] [ i
Pobskl -] Multple Skils From Quote
QAD Proprietary SSM-W&C-090

The value in the Priority field can be used to set the opening priority of a call in Call Maintenance.
The lower the number, the higher the priority. For example, a call with a priority of 1 is always
considered more urgent than a priority 50.

Priority can also be defined for an end user. Any nonzero call priority specified for an end user is
used instead of the priority of the service type.

Call escalation is a feature of SSM discussed with call management. If you choose to use
escalations, the priority of a call can be advanced if it is not addressed within a user-defined time
frame.
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Warranty Type vs. Contract Type

Warranty Type vs. Contract Type
‘warranty Tvpe Maintenance I
o GoTo ~ Actions '| L Copy '| EE.J Prirt -+ Praviss I
Contract Type Maintenance %
Wananty Type: W30 W GoTo ™ Adtions *| Ll Gopy | (S Print ] Preview
End User Type:
Prod Line:| 1000 F< Contract Type: CYHEBILL Description: | CONTRACT TYPE FULL CHARGE
Durstion Fiod Line: Riestonking Charge 500%
Fiesponss e [uraion Coll Price List Rbd4, O
Fresponie Time UM Respanse: CieditPicelist| | Comments
Respanze Time Ubd: Ship Before Return: Priarity:
Can be customized Contiact Piice List
for an end-user 4
. . Contract Coverage
type. Duration is
. Day Start End Mid Start Mid End
measured in days.
Sunday 0000 0000 0000 0000
Wwiednesday: 0z00 Honday 03.00 o000 00:00 17.00
Thursday 0300 Tuesday 03:00 0000 0000 17:00
Duration iS measured Wednesday: 03:00 00:00 0000 17:00
in months. Includes a - Thursday, 03.00 00.00 0000 17.00
- - Fiida 03:00 0000 0000 17.00
contract price list. v
Saturday: 00:00 00:00 00:00 00:00
I Haoliday 00:00 00:00 0000 00:00
peiete | [ pack | [ mem
QAD Proprietary SSM-W&C-100

As this slide illustrates, the Warranty Type Maintenance function (11.3.15) is almost identical to
Contract Type Maintenance, with a few minor differences:

- Warranties can be defined per end user type
- Warranty duration is typically measured in days, while contracts are measured in months

- Contract types allow the specification of a default contract price list, which is not included on
a warranty

< Limit amounts cannot be defined on warranties

Both a warranty and contract service type can be active at the same time, although it is more
common for contracts to come into effect when the warranty expires.

Generally, warranty and service contracts provide coverage for 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. QAD EE requires
a default service type for these cases. In SSM, you can define two default service types: one for
calls and one for RMAs.

« For calls, the default service type is specified in the Default Call Service Type field, found in
the Call Management Control (11.1.24)

» For RMAs, the default is specified in the Default RMA Contract field in the RMA/RTS
Control (11.7.24)
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Warranty Type

Warranty Type

Service Item Maintenance (11.3.7)

Warranty type is
linked to the
- item almost like
Item Service Data | j a componentin
Warranty Code: W-1 a product
structure.

Item Engineering Data
Item: 10-10000

Warranty Type Maintenance (11.3.15)
Warranty terms and
Warranty Type: conditions come with

W-1 the item when the item
- e le I enters the installed
Warranty Coverage

SUN: base.
MON:

TUE:
WeD:
THU:

FRI:
SAT:
Holidays:

QAD Proprietary SSM-W&C-110

In SSM, the warranty type is defined and then assigned to appropriate items in Service Item
Maintenance (11.3.7). If you are using the interface between sales orders and service that supports
automatic updates to the installed base, the item will be added to the installed base with warranty
coverage beginning on the ship date. If you have SO Edit ISB set to Yes in the Sales Order Control
(7.1.24), the warranty type can be modified.

When warranty coverage information is associated with installed base items, it is available to other
service functions. The warranty is specific to an individual installed base record.
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Contract Type

Contract Type Maintenance (11.5.10)

service contract

Contract Type:
1YR

nth
Contract type is _5_59_-‘:_5@(_)___

linked to a

Contract Coverage

contractas a
template that can —I—>

SUN:
MON:
TUE:
WED:
THU:
FRI:
SAT:
Holidays:

be customized.

Contract line items
specify which items are
covered by the
contract terms and

I

Contract terms and
conditions are derived
from the contract and
contract type when the
item is referenced on a
Call or RMA.

conditions.

QAD Proprietary

SSM-W&C-120

Service types basically define the rules governing your relationship with customers. For
warranties, the attributes of the warranty type are used as defined. For contracts, some of the
contract type attributes are also used directly. But others provide defaults that can be modified for

individual contracts.

In this sense, the contract type is more of a template. Minor adjustments or more extensive changes
can be made for each contract as it is created.
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Service Coverage

Service Coverage

QAD Proprietary SSM-W&C-130

The levels of service for the warranty, service contract or default service type carries through into
the management of service activity from calls to returns. The level of service determines the
percentage paid by the end user for the service.

SSM provides flexibility in classifying and supporting service activity. You can define limits
either at a high level with invoice sorts, or at a lower level with work codes and service categories.
You can also define a total limit for all activity.
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Business Overview

Business Overview

When a company Service is requested. .

provides service on e Acall is created The engineer

an item, it may be documenting the _Jneeds to order

covered under: . |nC|den_t. repair 1s § repair parts for the
e A repair quote may be [@necessary | call or replace

e Warranty created. inventory in

e Contract e An engineer may be possession.

e Not covered assigned

Broken item

can be repaired

e Time usage of
engineer needs to
be recorded. =

e Parts used in repair
need to be recorded.

An invoice reflecting
the activity needs to be
presented to the end
user/customer.

QAD Proprietary SSM-W&C-140

This figure illustrates a typical cycle of events that occurs in a service organization. Notice that the
cycle begins and flows out of the contractual obligations defined in your warranties and contracts.
These determine how a request for service will be handled.

The request from the end user is usually documented in a call or a call quote that will eventually
become a call. An engineer is assigned and the repair is performed. The service activity results in
an invoice detailing the costs and how the billing was affected by any service coverage available.

MNQAD



134  Training Guide — Service and Support Management

Business Overview

When a repair is necessary...

The engineer needs to
order repair parts for the
call or replace inventory in
possession.

The recording of information needs to:

e Accurately reflect what is covered and what should
be billed.

e Direct the costs to the proper GL accounts.

e Direct the revenue to the proper GL accounts.

e Provide a source for subsequent reporting.

.| An invoice is created for
the customer.

QAD Proprietary SSM-W&C-150

Looking at this process more carefully, we can see some of the business requirements that
influence the recording of service activity.

It is essential that service coverage is accurately reflected for each detail of activity recorded, from
time, to expenses, to items used during the repair. To facilitate financial management and
reporting, costs and revenue need to be directed to appropriate accounts.
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Business Overview

Plane Travel
CALL REPORT i
o Ticket Expense
S
S

Arrived at customer site via flight 222 Meals —
Stayed at Roadway Motel ®
2 breakfasts, 1 lunch, 1 dinner @$51.2
Replaced Item 4311-2 Repair
Replaced item 4217-5 Items _
Used 1 quart lubricant Itms
Used 1 box rags ~
Worked 7 hours regular time Consumed -
Worked 2 hours overtime Items -
Customer back up and running“at AVSN S—
9:12 pm on Sept. 12, 2009. Regular g

Labor

\ /— \ [ Labor
Overtime
Labor -
QAD Proprietary SSM-W&C-160

Each engineer records vital information about services provided, expense incurred and parts used.
This information is translated into user-defined codes to be used in Call Activity Recording.

This figure shows how the specific details related to activity for a call are sorted into appropriate
categories. Each file folder represents a service category, which is one of the important
foundational codes used in coverage processing. The service category is the lowest-level grouping
call detail.

Normally three basic invoice sorts are used for expenses, items, and labor. The invoice sort
provides a high-level grouping tool for presenting summary information. Invoice sort codes can
also be used as the basis for defining coverage limits. When limits are defined at this level, they are
applied very generically. For example, a limit can be defined for all expenses, no matter what kind.
This kind of grouping is quite straightforward and easy to conceptualize.
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Business Overview

Plane
CALL REPORT Ticket Expense
/ Y W
. . o g
Arrived at customer site via flight 222 Meals —
Stayed at Roadway Motel /
2 breakfasts, 1 lunch, 1 dinner @$51.2p
VSR
Replaced Item 4311-2 Repair
Replaced item 4217-5 ltems
Used 1 quart lubricant
Used 1 box rags | VAR W
Worked 7 hours regular time | [Consumed
Worked 2 hours overtime \ Items —
; VS W
Customer back up and running‘at \
9:12 pm on Sept. 12, 1995. Regular —
Labor
Overtime ]
Labor
QAD Proprietary SSM-W&C-170

There is another factor that may be important in grouping call activity detail. This is the type of
work being done. For example, some organizations need to differentiate between work done as
part of scheduled maintenance and that done to repair a broken item.

In SSM, work codes provide another way of grouping the service detail recorded on a call, based
on the type of work performed. This figure shows the result of adding three work codes: repair,
install, and PM. Now the amount of sorting increases dramatically, requiring two additional file
cabinets to organize the information.

The work code provides an alternate way to define service coverage limits in a more detailed way.
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Service Coverage Example

Service Coverage Example

Tvpe of Work Type of Service Percentage Covered Coverage Limit
Repair Reg.—Labor 100%
Repair OT—Labor 0%
Repair R—Parts 100% Up to $15,000
Repair C—Parts 100%
Repair Airfare 100% Up to $1,000
Repair Motels/Meals 0%

QAD Proprietary SSM-W&C-180

Service limits basically define who is responsible for paying for service activity. To establish a
limit, there are basically four essential factors that must be considered.

Type of Work

Coverage may apply regardless of the type of work. But many service organizations have different
pricing structures for different kinds of work. These may reflect the level of skill involved in the
work, or the likelihood of the work needing to be performed. For example, the cost for a routine
preventive maintenance visit may be less than for a repair visit. A business organization may want
to structure different levels of coverage for these two scenarios.

Type of Service

The type of service represents the details of the activity (represented by the service category).
What kind of work was done? What kinds of parts were used? What expenses occurred?

Level of Coverage

The level of coverage is usually expressed as a percentage.
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Coverage Limits

Limits determine if there is any ceiling on the amount of service activity that can be provided.
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Service Coverage

Service Coverage

~ Automates calculation of service call charges

 Coverage terms can be defined at two levels:

— High level—groupings such as parts, labor, travel, expenses,
etc.

— Detail level—the combination of the type of work being
performed and the type of service. For example, PM overtime
labor is not covered and emergency overtime labor is covered

a Supports fixed price billing

- Limits of coverage can be defined in two ways

— As a limit on the particular service. For example, parts covered
up to $1,000 and PM labor covered up to $2,000

— As a limit on the combination of service. For example, parts and
labor covered up to $1,000 each with a combined total limit of
$1,500

QAD Proprietary SSM-W&C-190

This figure lists some of the benefits of service coverage levels as supported by SSM:

= Once coverage terms and conditions are defined coverage is automatically calculated when
service activity is recorded.

= The system enables you to create very generic or detailed coverage terms depending on how
your particular business operates.

- If you do fixed price repairs, features are provided to build this option into the system.
« Limits can be defined that apply both to a particular activity or to a combination of activities.
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Using Codes

USIng COdeS Use the codes to
Set Up Codes create service

Work Code Maintenance types:
Invoice Sort Maintenance ‘Assign to an
Service Category Maintenance _r Warranties | 2| installed base
Charge Code Maintenance and ftem.
Default Charge Code Maintenance Contract Types |—+Assign to service
Product Lines contract.
Charge Product Line Maintenance
Revenue Product Line Maintenance

\ 4
Call is opened—correct service type is determined.

v
Activity is recorded against the call.

1. Service coverage is determined.

2. Costs are directed to specified GL accounts.
3. Revenue is directed to specified GL accounts.
4. A source for statistical analysis is updated.

QAD Proprietary SSM-W&C-200

This figure shows the flow in SSM in creating and using the various codes which we set up in
Chapter 3.
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Warranty Maintenance

Warranty Maintenance

J Warranty Type Maintenance ‘II.|

@ GoTo v

Actions '| L) Copy '| @J Print s Preview

‘Warranty Type: w30
End User Type:
Prod Line: 1000
Duration: .0
Response: 1

Responze Time UM: H

Cowverage Limits v

Total Imviice Sort: Labar

Swe Cat Start

B

End Date

Service Category cannot

Description: 90 Days \Waranty

J ‘Warranty Type Maintenance .u.|

| Invoice sort entered I

W GoTo ™

‘Warranty Type: w30
End User Type:
Prad Line: 1000
Douration: a0
Response: 1

Response Time UM: H

Cowverage Limits

Totak

Sve Cat Start

Actions " - Copy " EQ,I Print A Preview

Descriptior:

Restocking Charge:

Call Price List:

Credit Price List:

Ship Before Retumn:

Invoice Sart

End Date

Limit Amnaunt

¢ 90 Days Wananty

12.00%
- Repair Rkdé Only:

ma Comments:

Priority:

Wwiork Code: PM

Uszed/Consumed

0

Cu:

HCw

be specified Labor 0.00 non 100
i ITEM (-I— EE 0.0 oo
Serw_c_e Category must be Work code entered I

specified

QAD Proprietary

This figure shows two different ways of defining limits and levels of coverage: by invoice sort or
by service category/work code.

To define limits by invoice sort, you enter an appropriate sort code. In this case, nothing can be
entered for service category (Svc Cat). The coverage limit is set at a percentage (%Cyv, for Percent
Covered). In this example, the price of labor is covered (%Cv) at 100 percent with no limit. This
means that the labor provided during service activity is covered, regardless of what kind of work is
done or what kind of labor it is.

To define limits for a work code, Total must be set to No and the Invoice Sort field must be left
blank. When you enter a Work Code, you must enter a service category to further qualify coverage
limits. In this example, regular labor (Labr-Reg service category) is covered when performed as
part of a technical repair.
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Contract Type Maintenance

Contract Type Maintenance

Cantract Type Maintenance 2 I nVOiCe SOI‘t
M GoTo ™ Actions '| | Copy | EEJ Print s Preview entered .
Contract Type: sc-1 Descrption: 4 hrresp / Labor 100%
Prod Line: 1000 Contract Type Maintenance %
Duration 12 o GoTo - Actions ™ | | Copy ~ | @J Print s Preview
Responze; 4
Fesponze Time UM: H Contract Type: so-1 Description: 4 hr resp / Labor 100%
Contract Price List Prod Line: 1000 Restocking Chargs: 0.00%
Duration: 1z Call Price List: Fik& Only;
Carverage Limits v Response: 4 Credit Price List: Comments:
Total: Irvvoice Sort Labor Fesponse Time UM: H Ship Before Retumn: Priarity: 0

Contract Price List:

Svc Cat Start End Date Cowverage Limits

llt 7/1/2008 973042008 Tatal Inwvoice Sark Work Code: PM Cum: USD

R Sve Cat Start EndDate Limit Amount Used/Consumed %Cv D
Service Catego_rY Labor 0.00 0.00 100
cannot be specified 1 e P

I_ Service Category must Work code entered I
be specified

QAD Proprietary

The options in Contract Type Maintenance are exactly the same as in Warranty Type
Maintenance, except that for contracts, a limit amount can be specified. Limit amounts are only
used when the limits are applied to a contract. In this case, the system tracks how much of the limit
has been consumed by service activity recorded in Call Activity Recording. Once a limit is
reached, any more activity is considered billable rather than covered.

Effective dates are another important element of service levels that you can define.

Open Ended Dates. If you leave start or end date blank, the system assumes coverage in effect
from the beginning of time or to the end of time.

Overlapping Dates Restricted. When you copy limits into a contract, the system sets the earliest
start date to the contract start date and the last effective date to the contract end date.
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Limit Amounts

Limit Amounts

Service limits are used to establish a ceiling on price

coverage.
e At a high level (invoice sort)

Invoice Sort Coverage Limit

Labor 100% $1,000
Parts 50% $1,000
Expense 25% $ 500

» At a detailed level (work code/service category)

Work Code Service Category Coverage Limit
PM Labor 100% $1,000
Tech Labor 50% $ 500
Install Labor 50% $ 250
QAD Proprietary SSM-W&C-230

Limit amounts are used in conjunction with the coverage percentage. Once the limit amount has
been recorded, service is considered billable, rather than covered.

Limit amount can be applied at both the high level (invoice sort) and the detailed level work
code/service category combination.

Note Limit amounts only apply to contract types and are only effective when a contract is
providing coverage.
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Invoice Sort Effect

Invoice Sort Effect
A contract with this service type provides coverage in CAR.

Contract Type Maintenance €
# GoTo - Actions '| L Copy '| @J Print s Preview
I Invoice sort entered I
Contract Type: 5C-24 Description: 5/ e ———

Prod Line: 55M Restocking Charge: 5.00%

Duration: 43 Call Price List: Rka Only

Responze: 24 Credit Price List: Comments;

Response Time UM: H Ship Before Retun: Priarity: 20
Cortract Price List: L. .
Limit amount specified I
Coverage Limits v
Total Invoice Sort Labor work Code: Cum: USD
Sve Cat Start End Date Limit Amount Used/Consumed ZCv  Det
[ - 1,000.00 0.00
3 hours of labor are recorded.  Invoice amount = 0
Labor price = 100.00 per hour  Used/Consumed = $300
100.00 x 3 = 300.00 Total Amount still available to
Coverage = 100% consume is $1000 — $300 = $700
[ peete || Bad | [ mNew |
QAD Proprietary SSM-W&C-240

Limit amounts are tracked when service is recorded in Call Activity Recording. This contract type
defines a limit of $1,000 on labor.

Now, an engineer records three hours of labor consumed. The price of labor is $100 per hour. The
full $300 amount will be covered, but the amount that can be recorded against this limit is reduced
so that only $700 of coverage is left.
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Visibility of Limits

Visibility of Limits

M GoTo - Actions '| L Copy '| @ Print ; Preview

Header Lines  Status
P Lines P ltemDetal P Taxlnfo P Comments P Fault Codes B Labor/Espenses P ltemUsage P CallLine Status

Header

CalllD: CA10005 Bil To: C1050 End User. 1050 TZone: PST/PDT
Item S election
Line Senial Item Mumber Work, Cd Sve Type Report
1 103 C-teterl Tech STANDARD 2280520
Item Detail
Engmeer: Fixed Prices | Quantity; 1
sielUSCT O Fived Price: 0o ISE Ref i
anatmn' Vistln] 0 ] Coverage: |
Statuz | 7| Invoicea Pricing DaleS.r‘E'I fZEIUS M Tarable: v
BOM Cade; 2] Comments:|
Fiowting| 2] Fault Codes:
Sales Acct 4000 Mech
Disc Acct 4200 Mech
Pru\ecl. Update Installed Base: v/

SSM-W&C-250

QAD Proprietary

When a call is being created in Call Maintenance or activity is being recorded in Call Activity
Recording, the coverage in effect may be viewed in a frame like this one. The system displays all
the coverage data related to the call line, including the limits that are effective on the call open

date.
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Contracts and Coverage Limits

Contracts and Coverage Limits

~ N

[

Customer A negotiates Customer B also negotiates
a specific coverage coverage and limits

and limit. different than customer A.

How can you support the need to tailor limits to
customer requirements when service types are static?

QAD Proprietary SSM-W&C-260

Setting up service limits in the contract type enables you to create a template for contracts based on
that type. But you might not want every individual contract to use the standard terms and
conditions.
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Limits in Contracts

Limits in Contracts

- Coverage limit data can be made part of the
contract header by copying it

-~ When copied, the limits “live” in the contract,
not by reference to the service type

- Limits in each contract can be customized and
modified

QAD Proprietary SSM-W&C-270

One of the useful features of limits and levels of coverage in SSM is that limit information can be
made an actual part of the contract. When you create a contract, you are prompted to copy in the
limits from the service type. If you respond with Yes to this prompt, the limits are actually made a
part of the contract. They are now independent of the service type and can be modified as needed
for the unique requirements of this service contract.
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Benefits of Limits in Contracts

Benefits of Limits in Contracts

a Supports tracking of limit consumption

- Contract type can act as a template; once copied,
the limits can be modified

~ Limits become an integral part of the contract

— If coverage and limits associated with the contract type change,
the contract will not be affected

- Limits can be renewed as part of the contract

- The limits copied into the header can in turn be used as
a template for individual lines on the contract

- If required, every line can have different coverage and
limit detail

QAD Proprietary SSM-W&C-280

Copying limits into a contract has some important benefits, as outlined in this figure.
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Limits in Contracts

Limits in Contracts

~ When Contract Limits is Yes, the user is always
prompted to copy limits
— Answering Yes copies coverage limit detail from the
contract type, which can then be modified

— Answering No prevents limits from being copied. You
can still create unique coverage limit details for the
contract manually

QAD Proprietary SSM-W&C-290

The Contract Limits flag in SSM Accounting Control (36.9.10) determines whether limit amounts
can be defined in Contract Maintenance.

« If No, only the covered percent is used and limits cannot be copied into the contract.

- If Yes, limit amounts are enabled in Contract Type Maintenance and limits can be copied into
contracts.

- If Contract Limits is set to Yes, you are prompted with this question when you complete
the contract header.

Copy Service Type limits. If you respond with Yes, the limits as defined for the contract type
being used are copied into the header. If you respond with No, they are not copied. In this case,
you can define limits unique to this contract. It is usually best to respond Yes.

Copying limits has an important affect on coverage processing. The calculation of the amount
accumulated against a limit only occurs when limits are copied into a contract and become part
of it. The accumulation of limits cannot take place against a contract type. If you respond with
No to the copy limits prompt and do not define limits in Contract Maintenance, the levels of
coverage defined for the contract type are applied by the system, without regard to any limit
amounts.

If limit amounts or list price limits are defined, these amounts are converted to the contract
currency when they are copied into the contract.
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Limits in Contracts

A GaTo = Actions '| Ll Copy ‘| @,,J Print 4 Preview

Murmber. SLA2000 Itern End Users: Eill End Users:
Customer:| cuz000 pel Bill To: CU2000 Service Type: SC-2
Sold-To Bill-To
Carnraunity Memarial Hozpital Cornrnunity Memorial Hozpital
1401 South California Bled 1401 South California Blvd

If limits are copied, they

Chicago IL BOB0S Chicago A )
UNITED STATES unEnsTates | COmMe from this service type
Billing Cycle: MO Credit Terms: 1k Source:
I aster Contract Salesperzan 1: Comments:
Order Date: 1/1/2008 Commiszion 1: 0.00% Site:
Start Date: 14142008 hualtiple: Curiency: USD Lang: us
End Date: 12/31/2008 T axable: Tax Date:
Price List: Diaybook Set: Channet
Purchase Order. Blarket; Original Start:
Back Next
QAD Proprietary SSM-W&C-300

The limits of the service type specified for the contract are used as a template when you respond
with Yes to the Copy Limits prompt. This frame is just like the frame that displays in Contract
Type Maintenance. However, there are a few important differences:

- If limits on the contract type were defined with open-ended dates, they are copied into the
contract with the same start and end date as the contract itself

< The limit amount field becomes active when the limits exist in a contract.

« As service activity is recorded in CAR, the amount used against this limit is accumulated and
can be seen in the contract.

« It can also be viewed using the Limit Consumption Report and Inquiry (11.5.13.21.5).
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Limits in Contracts Lines

Limits in Contracts Lines

~ \When Contract Limits is Yes, the user is also
prompted to copy limits for each line
— Answering No prevents limits from being copied

= You can still create unique coverage limit details
for the contract line manually.

— Answering Yes causes another prompt to appear:

Copy limits from Service Type or Contract?

— If you respond with Contract, the limits as defined for
the contract header are copied into the line item

— If you respond with Service Type, the original limits
associated with the service type are used

QAD Proprietary SSM-W&C-310

When you are using limits, you can optionally copy limits into each contract line as it is created.
Whether limits exist at the contract header or contract line level has an important impact on how
limit amounts are consumed.

Consider this example. A contract header limit is set up with a $1,000 limit amount for labor. This
limit is now copied to each line added to the contract. This means that $1,000 of labor can be
provided for each line item on the contract before the customer is billed.

In a second scenario, the limit amount is not copied but only resides at the header. This means that
all lines will consume the same $1,000. If $999 of labor is expended on the first contract line item,
only $1 is available for the next before labor becomes billable.

The system only uses limits at one level: line, contract header, or contract type. If all three exist,
the lowest level one that applies is used.
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Determining Service Type

Determining Service Type

Set Up Codes Use the codes
Work Code Maintenance to create :
Invoice Sort Maintenance service types: /Assign to an
Service Category Maintenance || installed base |—
Charge Code Maintenance -] Warranties item.
Default Charge Code Maintenance and | Assign to service
Product Lines contract.
Charge Product Line Maintenance Contract Types
Revenue Product Line Maintenance

\ 4
Call is opened—correct service type is determined

v

Activity is recorded against the call.

1. Service coverage is determined.

2. Costs are directed to specified GL accounts.
3. Revenue is directed to specified GL accounts.
4. A source for statistical analysis is updated.

QAD Proprietary SSM-W&C-320

In the next step in the business overview, the system determines the correct service type to use in
Call Maintenance.
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QAD Proprietary

Call Maintenance %

Actions ‘| L Copy ‘| [5 Frint ; Prewiew

Determining Service Type

A warranty can be assigned to an installed base item

M GoTo =

System finds

|__| contract coverage

for items on
contracts.

Status: New
Mext Status: Assigned
Newt Statug Date: 6/2/2008
Next Status Time: 10:00
Multiple Skills:

User Selection Warranty
Call ID: C410000 Call D ate: B/2/2008 Tirne: (15010 information is
Seriek 2000 2] pulled from the
End User. C-EL2000 Time Zone: PST/POT Community Membrial H -
_ installed base.
Iter Mumber: c-s001 Ref: Imaging System
Contract: SLA2000 Service Type: SC-2 rea: LUSWest
Start Date: 1/1/2008 Install D ate: 6/1/2008 < 3
End Date: 12/31/2008 “wiarranty End: 12/31/2007 Response: 2 Howrs
PO Number: Comments: tove ISE:
CallInfo
Caller: John Wilkinson Phone: B05-565-8888
Drescription: General service repair request
Gueue: PENDING Cormments:

Event Date: 11/6/2008

Event Time: 18:16

Escalation: ESC1 0
Schedule!

From Quote:

SSM-W&C-340

Coverage is determined by the system based on the serial, item number, and reference entered in
the first frame of Call Maintenance. Coverage information is immediately visible to service
personnel creating the call as they navigate the Call Maintenance frames.
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Determining Service Coverage

Determining Service Coverage

Call Activity Recarding 2
# GoTo ~ Actions '| L Copy '| [E,J Print 1 Preview
Header Lines  Stans
P Header P> Detads P Taxlnfo P> Comments
Header
CallD: CA10000 Bill Ta: CU2000 End User: C-EL2000 TZone: PST/PDT
Bill-To EndUser
Community Memorial Hospital Community kemornial Hospital
1401 South Calfarnia Blvd 147 North Brent St
Chicago IL EOE08 WVentura [ 33003
UNITED STATES UNITED STATES
Details

Status: New Ehanna\' Currency: USD Language'm

Fririty: i] Assigned: Tawable: ! 3]

Contract: SLAZ000 wiork Code: Tech Terms:
Picelist 9] Queue] PENDING El Site:] US-C1
PO Humber,| | Expire: Price Date:

Caller: John Wikinson Comments: | Reference:

Fhone: 805-565-5858 Detail |

Desc: General service repair request

QAD Proprietary SSM-W&C-350

This figure shows the coverage information frame in Call Activity Recording in more detail. All
coverage information is displayed by the system, not just the coverage type actually being used.
The fact that there is a warranty in existence that expired last week may influence the way you
handle this call. The system takes all this information into account when suggesting who is
responsible for payment in CAR.

The term “limit qualifier” is used to refer to the way the limit record was defined. It can refer to an
invoice sort code, a work code/service category combination, or a record set up only to define a
total limit amount.
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Determining Service Coverage

Determining Service Coverage

@ GoTo - Actions ‘| L Copy ‘| @ Print s Preview
Charge Summary
Hours Cost |tem Cost Exp Cost List Price Det
\Warranty 147 30 1] 1]
Contract 0 0 o
Covered ; ; 0 C_overed amount
Project 0 0 0 displays in the detail
Gilveaway o o o frames when
Fised B ! ! o labor/expense or item
Billable 0 0 o .
usage is recorded.
Call Invoice Recording
provides a visual 143 3;' E E :
summary of overall call 0 . 0 0 ”
activity for 0 0 0 0 7
management. 0 0 0 0
0 0 1] 1]
Tatal 147 30 1] 1]
Delete ] [ Back ] [ Next
QAD Proprietary SSM-W&C-360

As activity is recorded in CAR, the system applies the coverage percent to the price for each line
of detail recorded. This is used to calculate the covered amount for each detail record. Summary
information related to the call can be reviewed in Call Invoice Recording.
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Exercise 9: Contract Type Maintenance

In this exercise you will create a service type (or update an existing service type) with information
regarding levels and limits of coverage. This contract type defines different levels of coverage for
labor depending on whether the work is for scheduled preventive maintenance or emergency
repair. Items and expenses used in service are covered at a certain level regardless of the kind of
work.

1

10

11
12

13

Go to SSM Accounting Control (36.9.10), click Next, and verify that Contract Limits is set to
Yes.

Click Next until back at the header, then click Back.

Go to Contract Type Maintenance (11.5.10) and enter the following:

Field Value
Contract Type SC-10
Prod Line C

Response Time UM H
Contract Price List SSM1

Enter SSM1 (Type C For Item C-S001) as the Contract Price List field and if desired SSM1
(Type R For Item C-S001) as the Call Price List.

Click Next twice to display the Coverage Limits frame. You should be in the Tot field.

Tab to the field labeled Work Code. Use the look up to display the possible choices, select PM,
and click Next.

Notice that the cursor has entered the field labeled Svc Cat. When a work code is specified, a
service category is also required.

Enter service category LABR-REG, which you created a previous exercise.

Press Tab to move through the fields labeled Start and End Date until you are in the field
labeled Limit Amount.

This field defines the limit of how much LABR-REG you plan to cover (or absorb) as part of
this service type. The limit can be any amount or it can be zero, indicating there is no limit.
Set the limit to 750.00 and press Tab.

If you do not understand what the 750.00 means, review the previous discussion on limits.
You should now be in the field labeled %Cv, which represents the percentage of LABR-REG
sales price to be covered. Accept the default 100% and press Enter.

What effect do you think this percentage will have on LABR-REG in call billing?

Leave the field labeled Det (Detail) set to the default No and press Enter.
You should be back at the field Svc Cat. Click Back and your cursor should be in the Tot field.

Repeat steps 6 through 11 for work code E-Call.
Field Value

Work Code E-Call

Service Category LABR-REG
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Field Value
Limit Amount $1000.00
%Cv 50%

Click Next, then Back.
After completing step 11, your cursor should once more be in the Tot field.

Tab to the Invoice Sort field, and enter:
Field Value

Invoice Sort Items

Work Code <blank>

Limit Amount $500.00

%Cv 5%

Click Next to modify this record.

This time, notice how your cursor has skipped the Svc Category field. When coverage limits
are defined using invoice sorts, the system knows which service categories to include based on
how they were defined.

Click Next to save your changes; return to the Tot field.
Tab over again to the Invoice Sort field and enter:

Field Value

Invoice Sort Expense

Work Code <blank>

Limit Amount $500.00

%Cv 50%

Click Next to save your changes and Back until Contract Type Maintenance closes.
Go to Contract Type Inquiry (11.5.11).
Enter SC-10 in the Contract Type field and set Detail to Yes.

Click Next twice to generate a report to the terminal.

Review the data you created as well as other information related to SC-10. There should be
four limit records associated with this service type. When you are done, return to the menu.
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Exercise 10: Using Service Types

In this exercise you create a service type to be used as the default call service type and then see
how it defaults in a call. A default service type is used for items that are not covered by warranty or
contract. It normally does not provide any level of coverage, but its attributes do affect how calls
and RMAs are managed.

Planning

In this exercise, you need to decide what kind of coverage your company would provide to end
users who do not have a contract or warranty.

1 How quickly should your company respond to a call for an item not covered under contract or
warranty? (in Minutes, Hours or Days)

Response Time:

2 What should the initial call priority be for an item without coverage?
Call Priority:
Remember: 1 is highest priority, 100 is lowest.

3 What should the hours of coverage be for an item not covered under warranty or contract?
Sunday:
Monday:
Tuesday:
Wednesday:
Thursday:
Friday:
Saturday:

Defining a Service Type

1 Go to Contract Type Maintenance (11.5.10).

2 Enter the following data in the appropriate fields; leave defaults in the unlisted fields. Then
click Next to save.

Field Value

Contract Type NoCover

Product Line C

Duration 0

Response Time Enter your value

UM Enter Choice (M, H, or D)
Contract Price List <blank>

Description No Coverage Provided
Restocking Charge 5.00%

Call Price List SSM1 (for item C-C001, Type R, UM is EA)
Credit Price List RMA-CR
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Field Value

Ship Before Return No

RMA Only No

Comments No

Priority Enter you value

3 Enter the days and hours of coverage you decided upon. Check Yes or No for the days that you
provide coverage. Hours are entered based on a 24-hour clock. For example, an 8-5 day is
noted as 08:00 to 17:00. Then click Next to save.

4 Click Back when the Coverage Limits frame displays; return to the menu.

Updating Call Management Control

1 Go to Call Management Control (11.1.24).

2 Enter NO-COVER in the Default Call Service Type field. Click Next to save your change.
Return to the menu.

Creating a Call

1 Go to Call Maintenance (11.1.1.1).

2 Enter the following data in the appropriate fields. Ignore any warning message that may
display.

Field Value

Call ID <blank> Click Next
Serial 010

End User Defaults in

Item Number C-S001

Call Date Default

Call Time Default

3 Click Next until your cursor is in the Caller field in the lower frame, accepting any defaults
that display.

4 Review the call data. The service type displayed in the upper frame should be NO-COVER; to
the right should display the response time you specified. Is the call priority in the bottom frame
the one you specified?

Review the call's next status date and time. Can you explain how they were calculated based
on today's date and response time associated with the NO-COVER service type?

5 Exit the call and return to the menu. Other features of Call Maintenance will be discussed in
more detail in later chapters.
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Exercise 11: Copying Limits

Before we create a contract, we must first set up a default Charge Codes to use for Contract Type
SC-10, all work codes.

1 Go to Default Charge Code Maintenance (11.21.21.13) and enter the following values:

Field Value
Service Type SC-10
Work Code <blank>
Service Category <blank>
End User Type <blank>
Warranty Code Warranty
Contract Contract
Covered Covered
Billable Billable
Fixed Billable Fixed

2 Click Next, and repeat step 1 changing Service Type to W90.

Field Value
Service Type W90
Work Code <blank>
Service Category <blank>
End User Type <blank>
Warranty Code Warranty
Contract Contract
Covered Covered
Billable Billable
Fixed Billable Fixed

3 Click Next, then Back to return to the menu.

Setting Up Limits on a Contract Header

In this part of the exercise you initiate a service contract, and using the service type you previously
modified, copy in the limits and coverage so they become part of the contract itself. Having the
limits recorded as part of the contract enables you to track consumption of these limits when call
activity, like repair or preventive maintenance, is registered against this contract.

1 Go to Contract Maintenance (11.5.13.1).

2 Leave the Number field blank, and press Enter so the system can assign the next available
number. Write that number in this space:

Contract Number:

You will use this contract in both tasks in this exercise.

3 Click Next to accept the End User defaults.
You should now be in the field labeled Customer.
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Enter C-MDI and click Next twice, accepting the default Bill To.

You should be in the field labeled Service Type.

Enter SC-10 via the lookup function, modified in Exercise 9: Contract Type Maintenance then
click Next.

Your cursor should now be in the Billing Cycle field.

Press tab three times to reach the Start Date field.

Notice that the Start Date is the first day of next month. This is the default setting every time a
contract is created.

Set the Start Date to the first of the current month.

This makes the contract available as of that date, instead of next month.

Once you have reset the Start Date, press tab to reach the End Date field.

Change the End Date to be one year from the Start Date.

As an example, if your Start Date is 04/01/10 (April 1, 2010) make your End Date 03/31/11
(March 31, 2011).

Press tab.

You should now be in the Price List field. This price list defaults from the contract type (SC-
10) selected previously and is used to determine the prices you charge for contract line items.
These were modified in Exercise 7.

Accept this and the other defaults, and click Next.

You should now be in the Tax Usage field. Ignore the warning about No tax environment
found.

Click Next to accept the defaults.

Your cursor should now be in the Hold Contract field. This is the first field of the frame
containing the balance of the contract header.

Click Next to accept the defaults.

You should now be at the Coverage Limits frame with a message displaying that prompts:
Copy Service Type limits?

Do you remember what this question is asking you to decide? For our purposes, we do want to
copy limits.

Click Yes.

Another frame should appear just below the previous one like the frame we saw in Contract
Type Maintenance. The cursor should be in the field labeled Tot.

Press tab to reach the Invoice Sort field.

Using Next/Previous, toggle through the values in the Invoice Sort field.

Notice the information displayed in the lower frame. Do you know where this information is
created and why it got here? What do you think you would see if you had responded with No
to the Copy Service Type limits prompt?
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17

18

19

20

21

Because you have copied the limits from the service type into the contract, they are now
actually part of the contract. Notice also that the Start and End Date fields in the frame have
dates in them. Do you remember where these came from?

Clear any value in the Invoice Sort field and then press tab to reach the Work Code field.

Use Next/Previous in the Work Code field to display the information in the lower frame.

Notice that with Work Code selected, you can see Service Categories with limits and coverage
in the lower frame. Start and End Date fields have been initialized for these fields just as they
were for the invoice sort limit records.

To illustrate the difference at the line level between copying limits from the contract header
and copying limits from the contract type, we will make a change to the contract header limits.

Enter INSTALL in the Work Code field and click Next.
Field Value

Svc Cat LABR-REG

Start Date Date from step 7

End Date Date from step 9

Limit Amount $1,000.00

%Cv 65%

Click Next to save your changes.

The contract header limits now cover regular labor for PM, E-Call, and Install work codes.

Setting Up Limits for an End User

Contract limits can be defined at both the header and line level of a service contract. In this task,
you continue with the contract you started in the previous task and explore how limits can be
applied to an end user on a contract.

1
2

3

Click Back to leave the header, repeat until your cursor is in the End User field.
Enter C-EUMDI1 as the End User and click Next.

Click Next twice to accept the billing and tax defaults.

At the prompt to Copy service type limits, enter Yes.

At the prompt to copy limits from Contract or Service Type, select Contract.

The Coverage Limits frame looks the same as what we saw earlier. One could modify the
limits in service type and/or work code from what is linked to the contract header. We will
accept the defaults.

Click Back.
You should be at the beginning of the End User Item Detail frame. Accept the default line item
number 1 by pressing Enter.

Notice that the value from the Service Type field on the contract header (SC-10) defaults into
the line item Svc Type field. The service type can be changed for each line in Contract
Maintenance.
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Press Enter to accept it and move to the Supported Item field.

Key in the item number C-S001 and press Enter.
Ignore the warning message about the item not existing in the installed base.

Accept the default quantity of 1 and press Tab.

In the Serial field, key in a serial number made up of your initials. An example might be STL.
Press Enter.

Override the $5,000.00 default for Net Price and enter $1,000.00, click Next.

Continue to click Next, accepting default values, until the Coverage Limits frame appears with
the following prompt:

Copy Service Type limits?

Click Yes. You should receive another message prompt as follows:
Copy limits from End User Default or Service Type?
The default choice for this prompt is End User.

Select End User Default.

When the Coverage Limits frame displays, press Tab to reach the Invoice Sort field, and use
Next/Previous to toggle through the values. There should be two records.

Clear any value in the Invoice Sort field, and then press Tab to reach the Work Code field.
Again, use Next/Previous in the Work Code field to display the information in the lower
frame. This time there should be three records.

Click Back until the end user item detail entry frame appears.

Add a second line to the contract and copy service limits from the service type, rather than the
end user.

Accept the default line item number 2 by pressing Enter.
Press Enter to accept the default service type.

Key in the item number C-S001 and press Enter.
Accept the default quantity of 1 and press Tab.

Enter a serial number composed of your initials plus 1 (e.g., STL1).
Override the default price of $5,000.00 and enter $1,000.00.

Click Next several times, accepting any defaults again, until the Copy service type limits
prompt displays.

Respond with Yes when you are prompted to service type limits.

Click Service Type at the second prompt.

When the Coverage Limits frame displays, use Next/Previous again to toggle through the
values in the Invoice Sort and Work Code fields. This time there should be two records
associated with each. Do you know why?
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By indicating that you wanted to copy limits from the service type, you have created line limit
records the way they were before you changed the contract header.

To illustrate how changes are made at the line level, you will adjust the limit amount for the
Items invoice sort for this line item.
Clear the work code field, and then go back to the Invoice Sort field.

Enter Items in the Invoice Sort field, and click Next to reach the field labeled Start in the detail
frame.

The current limit of invoice sort Items displays on the line above your cursor. Enter the same
date range to edit this limit (You can down arrow once to access this record). Press Tab until
you reach the Amount field.

Change the value in the Amount field from the default copied from the service type to 300.00,
and click Next.
What condition of coverage and limit now apply to this item on this contract?

Click Back until you reach the trailer frame of Contract Maintenance. Then click Next twice to
reach the Number field once again. Return to the menu.
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Overview

Service Contracts

Service Contract
$50.00/Month

QAD Proprietary SSM-Contracts-010

Chapter 4 provided a foundational discussion of basic service coverage attributes and how they are
used in the system. It also discussed service types and their coverage levels, limits, and how they
are copied into contracts.

This chapter will discuss other aspects of contracts. It starts with an overview, and then provides
details on additional charge items, contract design, blankets and contract renewal.
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Service Contract Elements

Service Contract Elements

f %\ Contract Type §C-1
h

Coverage: M-F, 8-5

‘ Response: 1 D
Who:

Customer/End "
OASIS™ | User Record How:
W . Terms,

it htatb Conditiohs,

ems tc be / Coverage %

covered

A Single
Service
Contract

QAD Proprietary SSM-Contracts-020

Service contracts, like warranties, define the contractual agreements for service with customers.

The contract type associated with a contract determines many of its service attributes, including
price lists, coverage hours, and response time. From this viewpoint, a service contract is a unique
document that ties together:

- Coverage information from the service type
» Customer/end user records
« Items to be supported
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Service Contract Effects

Service Contract Effects

Service Contract Coverage

RMA
Maintenance

Call and Call
Quote
Maintenance

Preventive
Maintenance

Call Activity
Recording
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The service contract is used to manage billing issues involving 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 response to calls 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, a program that manages activity related
to returned materials, including receiving returned items and issuing replacement parts.

MQAD



Service Contracts 169

Contract Design

Contract Design

© & e
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tern End Users = Yes
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Contracts can be viewed in two ways:
A collection of end users with items requiring coverage
A collection of items, each with one or more associated end users

You decide the design by choice of Yes or No for the Item End Users in contract header.

Your choice affects:
» How data defaults from one contract level to another
« Contract billing and how billing information displays on invoices
» How tax defaults for detail lines are found
» How PM schedules are created
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Contract Work Flow

Renew by creating a Quote Renew Automatically
| Run Renewal Process Report | Run Renewal Process Report
Renew Contracts = No Renew Contracts = No
Create Quotes = No Create Quotes = No
Update Prices = Na Update Prices = No
Evaluate list of contracts to Evaluate list of contracts to
|  Identify those needing Identify those who will
Negotiation for renewal receive automatic renewals
->| Update contract price list Update contract price list
—| Run renewal Process Report Run renewal Process Report
Renew Contracts = No Renew Contracts = Yes
Create Quotes = Yes Create Quotes = No
Update Prices = Yes Update Prices = Yes
Accept new quote and
~> Release it to a new
contract
QAD Proprietary SSM-Contracts-050

This diagram outlines the stages in the life cycle of a contract.

Using contracts requires initial setup of base service data, contract types and additional charges, if
they are used. Many organizations go through a preview process before a contract becomes
effective. In SSM, this is accomplished by creating a contract quote, which can be printed and sent
to the customer. Once accepted, the quote can be released to a contract.

Contracts can also be created directly in Contract Maintenance, or copied from existing contacts.

Once a contract is created, it remains in effect until the end date on the contract. Contracts that
have been fully invoiced can be renewed to extend their coverage for a specified period. This can
be done contract-by-contract, or an auto-renew feature can be used to renew expired contracts as a
group. Before contracts are renewed, you may choose to create quotes and then release those as
renewed contracts.

Fully billed, expired contracts can also be archived and deleted from the system when they are no
longer needed. The system checks to make sure that no active calls reference the contract before it
is deleted. The delete/archive can also include quotes that have passed the expiration date.
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Contract Control

Confract Contral
@ GoTo ~ Actions '| Ll Copy ‘| @PJ Print 5 Preview
[_\_{_] Cuote Preflx'E
Print Service Contracts V' Next Service Quote:
Service Header Comments: V' Contract Prefix:
Service Line Comments: ¥ Mext Service Contract:
Contract Site] 10000 2 Service 50 Prefix:
Itemns in Installed B ase:| Create P Calls:
QAD Proprietary SSM-Contracts-060

Various settings in Contract Control influence how contracts are created, billed and managed. A
few key settings include:

Start From Warranty . If yes, contracts begin after warranty expires.

Items in Installed Base. If no, you can reference items on a contract even if not in the end
user's installed base.

Renew Limits From. If C, system copies limits as defined on existing contract.
If S, system looks at limits associated with the service type.

End User or Contract Additional Charges . If no, the frame is not included in the sequence of
frames in contract maintenance.
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Contract Pricing

Contract Pricing

a Line Pricing Default
— Price from Price List
— No Price Found

a Currency
a Customer Credit

QAD Proprietary SSM-Contracts-070

Pricing

When entering items on a contract line and the system cannot find a price for contract coverage,
the net price defaults to zero. If you enter a Net price, this sets the List Price to this value.

Currency

The currency on a contract initially defaults from the customer bill-to associated with the contract.
You can modify the currency when initially creating the contract.

How currency affects limits depends on the contract design. For a contract in the end user/item
sequence:

- Limits at contract header are in the contract currency

- Limits at end user level are in the end user currency

« Limits at line detail are in the end user currency

For a contract in the item/end user sequence:
- Limits at contract header are in the contract currency
- Limits at end user level are in the contract currency
« Limits at line detail are in the end user currency
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Credit

Contracts are a type of sales order and follow most of the billing rules for sales orders. If the
customer bill-to on the contract header is on credit hold, the Credit Hold Option determines the
processing. This field has one of three values:

(0) Contracts can be created regardless of the customer credit status

(1) Contracts can be created, but a warning message displays and the system sets the contract's
action status to hold.

(2) Contracts cannot be created for customers who are on credit hold.
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Blanket Contracts

Blanket Contracts

~ Controlled by setting Blanket to Yes in the
contract header

~ Set up differently based on value of Item End
Users

— If No, can specify Yes in Blanket on contract header -
> can set up each end user, Yes or No

— If Yes, all lines on contract provide blanket coverage

a Coverage can be defined easily for:
— All service for specific item number
— All service for any item

QAD Proprietary SSM-Contracts-080

In some business situations, an organization may provide a level of coverage to an end user that
applies to all products of a certain type. Or, in an even more general case, coverage can be
provided to an end user regardless of what product they are using. You can manage these business
requirements through blanket contracts.

Blanket contracts are set up slightly differently depending on the value of Item End Users.
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Blanket Contract Setup

Blanket Contract Setup
Blanket=Yes
Line | Service | Iltem # Serial # Meaning
Type

1 SC-1 <blank> | <blank> | Any items for this end user not covered
by another contract are covered under
this service type.

2 sC-2 10-15000 | <blank> | Item 10-15000 (any serial number) is
covered under service type SC-2.

3 SC-2 10-15000 | x97j4 Behaves just like line 2. Any item
10-15000 is covered by SC-2
regardless of serial number. The serial
number is for reference only and prints
on the contract and invoices.

QAD Proprietary SSM-Contracts-090

Blanket contract for the end user

To provide blanket coverage for an end user regardless of the item they possess, set Blanket to Yes
and add a contract line with a blank item number. This kind of blanket contract is intended to
provide general coverage for all items the user possesses. When a global blanket contract is
defined, you cannot specify a serial or reference number, and the PM item field is set to No and
cannot be changed.

Blanket contract covering a particular item number

To create this kind of blanket contract, you add line items to the contract detailing the item
numbers that are covered. Normally, you would not specify a serial number, even if the item is
serial number controlled. The system allows the Serial field to be blank only when Blanket is set to
Yes on the contract header. Now, when this end user reports a problem with one of these items, the
blanket coverage will be found, unless a different contract for a specific item is found.
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Contract Line Iltems

Contract Line Items

» Automatically Generating Lines
— Select from items in end user installed base
— Specify lines on sales order
— Specify lines from sales quote

~ Changing Lines Items restricted when
referenced by a call

a Deleting restricted if call referenced or it has
been invoiced

QAD Proprietary SSM-Contracts-100

You can enter contract lines manually or you can have the system generate them based on one of
three sources: Installed Base, Sales Orders or Sales Quotes.

When a call exists that references a contract, the system restricts changes to that line.

You can delete line items on a contract except when referenced by a call or it has been invoiced.
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Contract Flow

for End Users with Items

Service Contracts 177

Header: Customer defaults
Service type defaults
Billing Information
Contract-wide limits
Contract-wide additional charge
items
Header comments

End Users:
Addresses and defaults
Limits
PM Schedules
Additional charge Lines
Totals

Detail Line Items:
Item information and prices,
billing cycle
Start/end dates

Line item limits
Comments

PM ScheduleS

Additional Charges:
Percentage uplift or flat fee

Trailer:
Price totals and tax Information

QAD Proprietary

SSM-Contracts-110

The basic flow for contracts when Item End Users is No is the following:

1
2

8
9

Enter the contract header.

If Contract Limits is Yes in Contract Control, optionally copy contract type limits to the

contract header.

Enter header transaction comments.

Specify an end user on this contract and supply end user default information.

If Contract Limits is Yes in Contract Control, optionally copy contract type or contract header

limits to the end user.

Create end user items and specify associated line-item detail.

If Contract Limits is Yes in Contract Control, optionally copy contract type, contract header,

or end user limits to the line.
Enter line-item comments.

View and modify item PM schedule.

Repeat steps 6 through 9 for each line item associated with an end user.

10 If End User Additional Charges is Yes in Contract Control, specify end user additional charges

and any associated comments.
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11 View and modify the end user PM schedule.

12 If End User Totals is Yes in Contract Control, view summary totals for this end user.
Repeat steps 4 through 12 for each end user on the contract.

13 If Contract Additional Charges is Yes in Contract Control, specify contract-wide additional
charges and any associated comments.

14 View contract totals and modify contract trailer information.
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Contract bMaintenance

Service Contracts

Contract Maintenance — Header Frame

M GoTo = Actions ' | Copy ‘ Print

A Preview:

Indicates relationship between items and

Mumber. SLAZ000

Customer:|

Sold-Te

Cormmunity Memarial Hospital
1401 South California Bled
Chicago IL
UNITED STATES

Billing Cycle: MO
Master Contract

Order Date: 1/1/2008
/142008

Start Date:

Itern End Users:

Bill Too L2000

EOB0S

Credit Terms: 1M

Salespersan 1:

Comriszion 1:
Fuitiole:

0.00%

End Date:

Start date always defaults to the
first day the month following the
order date. End date is based on

Price List

service type duration.

end users
Eill End Users

Service Type: SC-2

Bill-To
Cormmunity Memorial Hospital
1401 South California Blvd

Chicago L BOB08

UNITED STATES

Source: <€
Comments:
Sitex
Enables you to automatically
build contract line items based
on the installed base, sales
orders, or sales quotes.

QAD Proprietary

SSM-Contracts-120

179

You create a contract in Contract Maintenance (11.5.13.1). Several of the key fields are

determined as follows:

Number. Enter a number uniquely or let system assign from Contract Control.
Bill End Users. Indicate who should receive invoices.

Service Type . Determines default service type for each contract line.

Billing Cycle. Enter code indicating how often to bill lines on contract.

Master Contract. Can link contracts together for printing.

Order Date, Start Date, and End Date. The order date defaults from the system date when this
contract is created and is a reference-only field. The start date always defaults to the first of the
month following the order date and indicates when the terms and conditions become effective.
The system calculates the end date by adding the duration of the service type being used to the
start date. Although you can add new line items to existing contract, no end-of-coverage date
can go beyond the contract header's end date.

Price List. Defaults from the Contract Price List specified for the service type in effect and
provides prices for contract line items and any additional charges (such as zone charges or
additional caller) needed. You can change price list at any time; however, new price list only
affects new records added to the contract. Existing prices are not recalculated.
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Source. Contract line items can be generated automatically by entering a value in the Source
field (blank indicates manual entry):

I (Installed Base). Contract line items can be created by selecting from items in the installed
base that belong to the current end user.

O (Sales Orders). Contract line items can be created by selecting from lines on a specified
sales order.

Q (Sales Quotes). Contract line items can be created by selecting from lines on a specified
sales quote.
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Contract Maintenance - Billing Frame

Contract Maintenance - Billing Frame

Contract Maintenance 7%
H GaTo = Actions ' Ll Copy ‘ @,,J Print & Preview
Defaults from the control file tiem End Ussts: Bil End Users _
and affects contract bllllng Bill Too CL2000 Service Type: 5C-2
Hold Contract: Type:

Bill &rears: Cancel Date:

Guote:

Revenue TypEC

Bill Summary: Contract Visits:

Period Based Biling: v Call Price List:
Praorate Partial Periads: Project:
Mext Bill 1/41/2008 Fenewed From:

Cowerage: 1/1/2008 Renewed Tao:

Fiengw Liits From: 5 Swc Type

PM schedule should be
created.

Determines if a contract-wide I_

QAD Proprietary SSM-Contracts-130

Many of the fields in the second header frame default from SSM Accounting Control (36.9.10).

Hold Contract (Y/N). If Yes, this contract will not be released for billing. This is useful if the
price for the contract is still in negotiation and is not finalized with the customer. However, the
contract is still considered in force as far as providing coverage in other service activities.

Defaults from SSM Accounting Control (36.9.10).
Bill Arrears (Y/N). If No, the customer is billed in advance for contract coverage. If Yes, the

customer is billed for periods that have already passed. This field defaults from the Bill
Acrrears field in the Contract Control.

Defaults from SSM Accounting Control (36.9.10).
Revenue Type. There are three types with default set in Accounting Control.

1 Cash Basis: to post revenue upon receipt, set to C. Revenue is recorded in the period it is
actually received.

2 Accrued Revenue: to accrue revenue, set to A. Bill Arrears must be set to Yes. Revenue is
recorded in the period which it is earned.

3 Deferred Revenue: to defer revenue, set to D. Bill Arrears must be set to No. Collected
revenue is held in deferred account and posted periodically over the contract duration when
you run Revenue Recognition.

Defaults from SSM Accounting Control (36.9.10).
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Period Based Billing. Indicates whether contract billing is synchronized with calendar months.

Yes: Invoicing begins on first day of the next calendar month, regardless of the contract start
date.

No: Billing periods for contract invoices use actual start date of contract header and line.
Period Based Billing work in conjunction with Prorate Partial Periods.

Defaults from SSM Accounting Control (36.9.10).

Prorate Partial Periods. Indicates how the system should invoice for coverage periods that are
less than a month.

Yes: Invoices are generated for partial periods based on the percentage of the month the partial
period represents.

No: Partial periods are essentially given away free and no invoice is generated for them
Defaults from SSM Accounting Control (36.9.10).

Visits. Enter the number of PM visits to be scheduled for each end user on the contract.
When Item End Users is Yes, you can set up PM schedules for individual items, but not for
end users. PM schedules are discussed in more detail later.

Renew Limits From. C (contract) The system copies the current limits from the contract and
modifies the effective dates to match the new contract's start and end dates.

S (service type) The system copies limits from the service type, applying limits effective on
the new contract's start and end dates.

Defaults from SSM Accounting Control (36.9.10).
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Contract Maintenance - Coverage Limits

Contract Maintenance — Coverage Limits

P Actions '| Ldl-copy '| @ Frint SI Preview

MNumber, 5LAZ000 Itern End Users] | Bil End Users| |
Customer: cu2000 Bill Te: CU2000 Service Type: SC-2

Coverage Limits For: 0101508 12/31/08
Tatat| | Invoice Saoit: ‘wiork, Code: Curr:

Copy service type limits

yes

QAD Proprietary SSM-Contracts-140

If Contract Limits is Yes in Contract Control, you can modify limits associated with the contract
service type.
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Contract Maintenance - End User Detail

Contract Maintenance %
M GoTo ™ + Actions '| L} Copy '| [8;' Print L Previeus

Mumber: SLA2000 Itern End Users: Eill End Users:

Customer: cu2000 Bill To: CUZ2000 Service Type: SC-2

End UserDefauk

End User: c-eu2000 Custamer: cu2000 Eill To: CU2000
End User Ship-To
Cormmunity Memorial Hospital | Cormmunity Memorial Hospital
147 Morth Brent St 1407 South Calitornia Blvd
Wentura Cé 33003 Chicago IL BOB08
UNITED STATES UNITED STATES

Back Next
QAD Proprietary SSM-Contracts-150

Enter the address code of an end user with associated items. Validation depends on setting of Bill
End Users

» When set to No, enter an existing or new end user address code
» When set to Yes, enter an address defined as a customer in Customer Maintenance

- If the customer is not also defined as an end user, you are prompted to create the end user
record.
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Contract Maintenance %

Contract Maintenance - End User Default

M GoTo ™ Actions '| Ll Copy '| @ Print m Presvigw

MNurnber. SLAZ000
Custamer: cu2000

Itern End Users| |

Bill Ta: CU2000 Service Type: SC-2

Billng Cycle
Start Date:
End Date:
S —-)
Blankst End User| |
Purchage Drder|
Avta Renew
Currency: USD

Bill End Users: |

End User: c-eu2000

Delete | [ Bak | [ Nem

QAD Proprietary

SSM-Contracts-160

Use this frame to modify defaults associated with the end user.
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Contract Maintenance - Line ltem Entry

Contract Maintenance - Line Item Entry

Contract Maintenance %
M GoTo ™ Actions ' L] Gopy ‘ [Q,,J Print 4] Preview
Mumber. SLAZ000 Customer: cu2000 End User: c-euz000 Ln Format 5/M: Single

End Usgerltem Detail

Line Swc Type Supported Item Item Oty Serial Met Price
3 sC2 o0l 1.0 50.00
Serialize: Price List: Auto Renew:

Biling Cycla:: Flafelence:é: T awable:

Eilled Count: kil Comments: Cosl

Start Date: 1/1/2008 [ Product Line: Dize Pet
End Date: 12/31/2008 [ P Iterm: List Price: 50.00
Diescription: Dizplay Unit Extended Price: B00.00
Service: 2 HR Fesp Contract
Sales Account| 4000 | Mech =
Discount Account] 4200 | Mech A 2
Revenue Account:
Back Next
QAD Proprietary SSM-Contracts-170

Each end user on a contract can have multiple items, each with a different service type.
Some of the line item values are as follows:
Service Type . Defaults from header but can be changed.

Supported Item . Enter the item to be covered by this contract. Items are validated according
to the settings in the Service Management Control for Items Must Exist and Items in Installed
Base. An item can be covered only by one contract at a time.

Item Qty . Serial A serial number must be specified if the item is defined in the item master as
serial number controlled. For quantities 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.

Net Price . Defaults from the price list in effect; otherwise, it is zero. You can change the
price. The net price indicates the price per unit for one month of coverage for this item. The
extended price for an item is calculated by multiplying the item quantity by the Net Price per
unit by the number of coverage months.

Line-item Detail. Each individual line item can have a unique start and end date for coverage,
although they cannot be outside the range defined by the header dates.

PM . Enter Yes to schedule preventive maintenance visits for this item.
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Processes Contract Maintenance X|

Contract Maintenance - Preventative Maint.

/# GaTa ™ | Adions '| L Copy '| @ Print |j| Preview

Mumber & Customer. L2600 End User C-EL2500

End User ltem Detail

Line  Swec Type Supported Item Item Qb Serial
1 STAMDARD C-5001 1.0 2500
Serialize: [ | Price List: Auto Renew: ||
Biling Cycle: MO Preventive Maintenance Detal 1] Tarable: [ ]
Billed Count Contract Visits: 4 Cost:
Start Date: 84172010 Drays Between PM: 1] Disc Pet:
End Date: 1043142010 Recommended Visits: 4 List Price:
Description: Imaging System Visits: E Extended Price:
Service: Standard Contra

Sales Account: 4000 Cons

Discount Account: 4200 Cons

Reverue Account:

Ln Format 5/ Single

Met Price
100.00

100.00
0.00%
100,00
300.00
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A Detail pop-up will display enabling you to specify the number of visits to be scheduled. When
PM Item is No, this item is not included on the PM call generated for an end user PM schedule.
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Contract Maintenance - Additional Charges

Contract Maintenance - Additional Charges

Contract Maintenance %
M GoTo = Actions " | Copy '| [E,J Print % Preview
Number: SLAZ000 Customer: cu2000 Bill Teo: CL2000

Contract Additional Charges
Line Swe Type Item Item Gty AT Met Price Dize Pot
1 STANDARD SAC 10 F 100.00 0.00%

Billing Cycle.

Billed Count: List Price: 100.00
Start Date: 1/1/2008 Extended Frice: 1,200.00
End D ate: Product Line:
Desclipliun.l Standard Additional Char Tanable:
Service: Standard Contract Comments:
Priice List: Sales Acoount] 4000 7| Mech A A
Dizcourt Aecount] 4200 | Mech A A
Revenue Account:
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Additional charges are added as separate line items in Contract Maintenance. When specified, they
apply to the value of the entire contract.

The line item entry is the same for an additional charge item as a contract line item, except for the
AT field. The amount type (AT) for an additional charge can be F (Fixed fee) or P (Percentage). A
fixed price additional charge is a flat fee added to the service contract trailer. A percentage
additional charge is a markup applied to the total for all items covered on the contract. The
additional charge displays in a separate line on the contract trailer and on the contract invoice.
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Processes Contract Maintenance X‘

Contract Maintenance - Contract Trailer

8 GoTo v Adtions v 1 Gopy = E Print 4] Preview
Mumber & Custorner: CU2600 Bill Tar CU2500
Mon-Taxable: 300,00 Cumrency: USD Line Total: 300.00
Tauable 0.o0 Additional Charges: oon
Taw Date: 8442010 0.00% Discount: 0.00
0.00
0.00
0.00
Total Taw: 0.00
Wiew/Edit Tax Detail a Total 300.00
CR Initials: Print Contract: [V
Credit card: l:l
Action Status: l:E]
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The trailer screen 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. An overall discount percentage can be added here for the

entire order, along with miscellaneous charges.

Taxable and nontaxable trailer codes default from the Contract Control, if defined.

The Total field represents the amount billed to the customer. This may occur at one time, or the
invoice amount may be divided, depending on the contract billing cycle (annually, quarterly, or

monthly).
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Contract Flow for Items with End Users

Contract Flow
for Items with End Users

Header: Customer defaults Detail Line Items:
Service type defaults Item information and prices,
Billing Information billing cycle
Contract-wide limits Start/end dates
Contract-wide additional charge items Line item limits
Header comments Comments
PM Schedules
Default Item
Item data, qty., start/end date
Billing cycle, item limits Additional Charges:

Percentage uplift or flat fee

Item End Users
End user addresses

End user totals Trailer:
End user additional charge items Price totals and tax Information
QAD Proprietary SSM-Contracts-210

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).

This function is similar to Renew Single Contract (11.5.13.8). To be copied, a contract does not
have to be fully billed.
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Contract Renewal

J Contract Copy to Contract X‘
M GoTo ™ Actions '| Ll Copy ‘| [9,,' Print 4] Preview
Murmber. SLA2000 Custamer: cu2000 Bill To: CU2000
Sold-To Bill-To
Cormmunity Memarial Hospital Cormmunity Memorial Hospital
1401 South California Bhvd 1401 South California Blvd
Chicago IL BOE0S Chicago IL BOG03
UMITED STATES UNITED STATES
Start Date: 1/1/2008 Start Date: 1/1/2003 [v]
End Date: 12/31/2008 End Effective] 12/31/2009 [+ MewMumber |
Service Type: SC-2 Sarvice T_l,lpe: Update Prices: ¥
Purchage Order| | Contract Price List:
Currency: Fienew Limits From: Sve Type
Copy Serial Detail: o
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Contracts are always defined with a start and end date. To remain in effect, the contract must be
renewed. There are several ways to accomplish this.

1 Use Contract Maintenance to extend the end date.
2 Use Renew 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 Process/Report (11.5.13.10) to
renew selected ranges of contracts and end users.

4 Copy the existing contract to a new contract with Contract Copy to Contract (11.5.13.6).

When you use method 2 or 3, the system verifies that the contract has been fully billed before it
can be renewed.
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Contract Renewal Con’t

Contract Renewal

a Extend the end date with Contract Maintenance

» Use Renew Single Contract (11.5.13.8) to renew
a particular contract that is about to expire

~ For contracts with Auto Renew set to Yes, use
the Renewal Process/Report (11.5.13.10) to
renew selected ranges of contracts

~ Copy the existing contract to a new contract
with Contract Copy to Contract (11.5.13.6)

QAD Proprietary SSM-Contracts-230

Contracts cannot be renewed to the same number. The system automatically retrieves the next
available number from the Contract Control, except in cases where a new number may be
supplied.

There are several good business reasons to not allow contracts to be renewed to the same number.
Renewing to the same number essentially re initializes the existing contract. This could easily
leave a lapse in 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 questions 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.

MQAD



Service Contracts 193

Service Contract Renewal

Service Contract Renewal

Service Contract

#105
1/1/09 - 12/31/09
L/1/09 - 1412

———
———
——

Service Contract

#223
1/1/10- 12/31/10
/

Contract
Renewal

QAD Proprietary SSM-Contracts-240

The system provides two options for managing limits when a contract is renewed. These options
are controlled by the Renew Limits From flag in the Contract Control. This flag can be set to either
C (contract) or S (service type).

C indicates that limits should be copied from the old contract to the new. In this case, the
effective dates on the limits are changed to reflect the start and end dates of the renewed
contract. This is the correct choice if you have created limits that are unique to a particular
contract, or modified limits copied from the service type.

S indicates that limits should be copied from the contract type, just as when a new contract is
created. This is useful for organizations that want to phase in changes by setting them up in the
contract type using effective dates. During renewal, the limits that are currently effective for
the contract start date are brought in.
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Renewal Process/Report

Renewal Process/Report
M GoTo ™ Actions '| | Copy '| [E,J Print 4] Preview
Languoge D T
Ewpiring from: | 7/21/2009 - Too| 941942009 -
Print Report:
Renew Contracts:
Create Quotes.
Update Prices:
Form Code,
Master Reference: |
o[
Copy Sernial Detail. ¥
Output, PAGE
Bateh 10
v
QAD Proprietary SSM-Contracts-260

If the Auto Renew field is set to Yes in SSM Accounting Control (36.9.10), contracts can be
automatically renewed using Renewal Process/Report (11.5.13.10). Based on date ranges or other
selection criteria, you can perform multiple functions with this process:

« Print Reports showing the contracts that will expire within a range of dates

- Automatically create quotes based on existing contracts, optionally updating the service type
and prices

« The printed quotes can then be mailed to the customer/end user for approval

Quotes are created with an Action Status of A and prevents it from being released to a contract
before review.

« Approved quotes can then be released to contract

« You can include a renewal letter by setting one up in the master comments and specifying
the master reference when quotes are generated.

« Contracts with auto renew set to Yes can be automatically renewed, optionally updating the
service type and prices.
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Contract Delete/Archive

Contract Delete/Archive

W GoTa > Actions =| || Copy *| (=0 Print (4] Preview

End User.| 002 P T

Diate: | 772142009 A

Contracts: v

Delete: [
Archive: V
Archive File: Output: PAGE

(o ) e

QAD Proprietary SSM-Contracts-270

Use Contract Delete/Archive (11.5.13.23), to delete and archive contract and contract quote
records when online history is no longer needed. Before processing a record, the system checks the
following:

 Contracts must be fully billed (coverage date is the same or exceeds end date).
« All revenue must be recognized for contracts with deferred and accrued revenue types.
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Releasing Quote to Contract

Contract Quote Maintenance
J Contract Quote Maintenance X‘
‘@ GoTo - Actions '| ) Copy '| @ Print s Preview
Number: 100 Item End Users: Bill End Users:
Customer: | 4000 }—) Bill To: 4000 Service Type: STANDARD
Sold-To Bil-To
ABC Company ABC Company
150JFK Parkway 150 JFE. Parkway
Monistown NJ (07960 Morrisgtawn NJ 07960
United States Urited States
Biling Cycle: MO Credit Terms: 10-10% Source:
Master Cantract: Salesperson 1: ECOr2t Comments:
Order Date: 74742009 Commission 1: 0002 Site
Start Date: 8/41/2009 Multiple: Currency: USD Lang: us
End Date: 743172010 Tauable: Tax Date:
Price List.: CONTR1 Diavbook Set: Channel:
Purchase Order: Blanket: Qriginal Start:
QAD Proprietary SSM-Contracts-280

You can create contract quotes as a preliminary step in creating a contract. Quotes are the same as
contracts except they are not yet effective. Create and maintain quotes in Contract Quote
Maintenance (11.5.1.1). This functions exactly like Contract Maintenance with the exception of a
pop-up window displaying Release to Contract field; this must be set to Yes to release to quote.
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Contract Quotes

Contract Quotes

# GoTo v JCnmram Quote Copy from Quo x‘ E

@ GaTo ™ Aan x| I
Numbar 100 Cantract Quate Copy from Canty

‘M GoTo ~ Actic X
Costomer [2 e Renewal FrocessiReport

 GoTo = Adions | | Copy =| 5 Print 4 Preview

Number: 100
5aldTo
SoldTo
SBCCompary oo Contract To:[ 100 2

2
SoldTo
150JFK. Parkway End User, | 002 F=l To [ 002 0
T80 JFK Parkiay Commurity Memorisl Ho S s 5 1olom 5
: F £

U s Exprm o o
Wentura
United States Piivt Fisport
Biling Cych — Renew Contracts: [V
Master Contrac ErdDats 7 stat Dater 271 Create Quotes:

Oicer Dt Sonvioe Tope: §1 Update Prices: [V
End Date: 3/0
\ For Code:[1
SttDet puyohace Order| orm Code

EndDats Service Type: ST Eniiy Address ysl
Curency:[U

Piice Lic Pushase Dicer.|_ Maste: Ficference
e
Purchase Orde Cunercy: E Type

Copy Serisl Detail: [/

Output: PAGE
—
Batch D
Back Next
QAD Proprietary SSM-Contracts-290

You can create quotes in:
« Contract Quote Maintenance (11.5.1.1)
» Contract Quote Copy from Quote (11.5.1.6)
» Contract Quote Copy from Contract (11.5.1.7)
- Renewal Process/Report (11.5.13.10)
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Exercise 12: Releasing a Quote to a Contract

In this exercise you create a service quote for an annual billing with two end users and then release
it to a contract. You will add additional charges to the contract which will be used later in another
exercise.

Create a Contract Quote

1

2

10

11

12

13

14

Go to Contract Quote Maintenance (11.5.1.1).

Leave the Number field blank and press Enter. The system will supply the next number based
on the Contract Control. Write down the quote number here.

Number:

Click Next to accept the End User Defaults.

Enter the customer you created in Exercise 1: Creating an End User C-MD1 on page 53 (C-
MDI) and click Next. Accept the default Bill To and click Next.

Enter SC-10 for the Service Type, and click Next.

Notice that the contract start date has been set to the first day of the next month. The end date
is 12 months later, since SC-10 has a 12 month duration.

To bill one time for the contract's value, change the Billing Cycle to YR.

Set the Start Date to the first of the current month.

This makes the contract available as of that date, instead of next month. Tab to the Start Date
field and change. Once you have reset the Start Date, press Tab to reach the End Date.
Change the End Date to be one year from the Start Date.

As an example, if your Start Date is 04/01/10 (April 1, 2010) make your End Date 03/31/11
(March 31, 2011). Click Next. Make sure that the Site is set to C1.

Click Next, at the tax default frame, click Next.

The Release to Contract prompt displays.

Click the box so that it is checked Yes, then click Next.
This must be Yes before a quote can be released.
The cursor should be in the Hold Contract field.

Change the Bill Arrears to No and the Revenue Type from C to D.
Do you remember what this does? If not, check the field help.

Accept the other defaults by clicking Next.
The prompt concerning copying service type limits displays.

Press Enter to accept the default Yes. Click Back twice.

You should be in the End User field. Remember when we discussed creating end users from
other service activities in Chapter 1 on the installed base? To see how this works, leave the
End User field blank.

Click Next. A message asks you to confirm the creation of a new End User. Respond with Yes.
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Two new frames will overlay Contract Quote Maintenance. Your cursor should be in the
Customer field with information about C-MD1 displayed.

Click Next to access the End User frame.

Enter in an End User Code and Name; enter address information of your choice in the data
fields.

Make sure you enter a valid State and Country code. Enter a name in the Attention field (any
name is fine).

Click Next to save your changes.

Click Next to accept Tax information.

Ignore warnings about the tax environment. Ignore any error messages regarding the inability
to send an email.

Click Back, then Next until the Copy Service Type Limits field appears.
Click Yes to the Copy service type limits question.

Click Contract to the message Copy limits from Contract or Service type.
Click Back Until the End User field appears.

You are now in the End User Item Detail frame. Enter the following information in the
appropriate fields.

Notice how the net price defaulted to $5,000.00. Where did this come from?

Field Value

Line 1

Svc Type SC-10
Supported Item C-S001
Item Qty 1

Serial SER2

Net Price $5,000.00

Override the default price and set it to $1,000.00.

In the lower detail frame, change PM Item to No.

Click Next until you are prompted to copy service type limits.
Press Enter to accept the Yes default.

Click End User Default in the next pop up.

Click Back until you reach the End User field of the End User Default frame. Repeat steps
above 13 - 22 to create a new end user.

Enter the following information in the appropriate fields. Then click Next to save your
changes.

Field Value
Line 1
Svc Type SC-10
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30

31

32
33

Field Value
Supported Item C-S001
Item Qty 1

Serial SER3
Net Price $1,000.00

In the lower detail frame, change PM Item to No.
Click Next until you are prompted to Copy service type limits.
Click No to this prompt.

Click Back until the trailer frame displays. Then click Next twice to complete the trailer;
return to the menu.

Release Quote to Contract

1

2

Go to Contract Quote Release to Contract (11.5.1.5).

Enter the number of the quote you created in the previous task in the Number and To fields.
Accept all other defaults, and click Next.

In the Printer Options frame, direct the output to Printer, and then click Next to generate a
contract. Review the output, and write down the number of the contract created.

Contract Number:

Return to the menu.

Add Additional Charge Items to Contract

1

2

5

Go to Contract Maintenance (11.5.13.1).
Enter the contract number you recorded in the previous task.

Click Next until the Tot field appears, then Back to Contract Additional Charges line item
frame displays.

In the line item entry frame, enter the following information in the appropriate fields. Then
click Next three times to save your changes.

Field Value

Line 1

Svc Type SC-10
Supported Item FedEx

Item Qty 1

Net Price Accept Default
Disc% Accept Default

Notice how the price is filled in from the price list as specified on the service type of the
contract.

Click Next three times, then Back.
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6 Add a second additional charge as follows. Then click Next three times to save your changes.

Field Value

Line 2

Svc Type SC-10

Item Refurbs

Net Price Accept Default
Disc% Accept Default

Notice this time how Disc displays next to the pricing fields, indicating that this is a
percentage discount to be taken from the contract total. Notice also that the Item Qty field
cannot be edited when a percentage additional charge is used.

7 Leave the Additional Charges line item entry frame by clicking Back.

8 Click Next when the trailer frame displays.
Notice how an amount is now filled in the Additional Charges field of the trailer.

9 Click Next again to complete the contract; return to the menu.
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Overview

Contract Billing

Service Contract
$50.00/Month
500

Billing
Release to
Invoice

| Invoice Print I

Invoice

Invoice Post I

Billing
Reversal
Maintenance

Credit Memo to

Adjust AR and Billing Date Accounts Receivable,
Billing Date < Correction Commissions,
Correction

Maintenance Sales Order Updates

QAD Proprietary SSM-ConBill-010

Contract billing does not actually take place inside the Service and Support Management module.
Instead, a special billing release to invoice function turns billing and service contract cash flow
over to QAD EE's standard sales order and general ledger functions. This means that contract sales
only updates GL accounts during invoice post.

Service and Support does include a method for correcting service billings and specifying how you
want to bill for service. It also provides specialized reports for contract billing information.
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Contract Control

SSM Accounting Control (36.9.10)

~ Service Contract Billing Frame

~ Implementation Decisions:
— How often do you bill
— Do you bill before or after service is provided
— What kind of information should appear on the

Invoice
55h Accounting Contral
# GoTo ~ Actions '| | Copy '| [9,;»' Print & Preview
Service Contract Billing
Generate Mo Charge Lines: Frint Mo Charge Lines:
Bill Arrears: Diefault Biling Cycle Cade:
Periad Based Biling: Start fram Warranty:
Prorate Partial Periods: Copy Contract User Fields:
Madify Sales Accounts:
Last Due Date Billed: 12/31/2009
Last Cycle Billed:
QAD Proprietary SSM-ConBill-020

Like most other service functions, contract billing can be approached in more than one way. SSM
Accounting Control (36.9.10) contains a number of settings that affect contract billing and enable
you to tailor it to the needs of your own business organization.

How you bill for service depends on how you have designed your service contracts. Questions that
must be considered are:

« How often do you need to bill your customers for service contracts? Do you bill quarterly?
Monthly? Annually?

- Do you want to bill in advance of service or in arrears?

The trend in aftermarket sales support is to pay in advance of service. This is true 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 is issued at the completion of the billing cycle, rather
than at the beginning.
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Billing Cycle Codes

Billing Cycle Codes

Setup
Cycle Code: Monthly
Qty to Bill: 1

Contract created Jan 1 for $50.00/month
Next Bill Date: Jan 1

a|_ s b b2

Coverage Period

Results

e Invoice generated on Jan 1
* Invoice created for $50.00 (1 month of service)
* Next Bill Date: Feb 1

QAD Proprietary SSM-ConBill-030

Some contracts may be billed monthly, some quarterly, and some annually. To identify different
billing cycles, create and maintain codes in Billing Cycle Code Maintenance (11.5.18.1).

The Quantity to Bill value represents the number of months in the billing cycle. A default billing

cycle can be specified in the SSM Accounting Control (36.9.10). When new contracts are created,
this billing cycle is used by default. However, each service contract can be set up with a different
billing cycle if needed.

When a contract is released to invoice with this billing cycle, the invoice amount is calculated by
multiplying the unit price by the number of units covered, and then multiplying this amount by the
number of service periods in this billing cycle (Qty to Bill).

In this example, a monthly billing cycle code has been set up with Qty to Bill equal to 1, billing for
service each month. When this contract is released to invoice, the next bill date is automatically set
one month ahead.
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Billing In Arrears

Billing In Arrears

Setup

e Cycle Code: Monthly

* Bill Arrears: Yes

e Contract created Jan 1 for $50.00/month
* Next Bill Date: Feb 1

First Bill

|

Jan 1 Feb 1 Mar 1 Apr 1 May 1

Results

Contract will not be be
selected for billing until Feb 1
or after.

QAD Proprietary SSM-ConBill-040

Contracts billed in arrears are billed at the end of each billing cycle. For example, if you have a
contract that is billed in arrears on a monthly cycle and the first period is 1/1/XX to 1/31/XX, an
invoice will not be generated until 2/1/XX at the end of the monthly billing cycle.
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Period Base Billing

Period Base Billing

- |f No, system creates contract invoices for
periods, determined by billing date, begin with
contract start date

a |If Yes, system invoices on 1st day of
appropriate calendar month regardless of start
date of contract

SSM-ConBill-050

QAD Proprietary

Periods Based Billing indicates whether contract billing is synchronized with calendar months.
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Prorating Partial Periods

Prorating Partial Periods

~ |If Yes, system generates invoice for partial
periods not fitting into monthly cycle

- |f No, the covered days are given away

QAD Proprietary SSM-ConBill-060

To determine the price for a number of days less than a month, the system uses the number of days
in the month of the last coverage day. It divides the partial covered days by the month's days and
multiplies by the unit price.
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Billing Customers or End Users

Billing Customers or End Users

# GoTo ~  Actions ‘| | Copy ‘| @ Print ; Preview

Contract Control

Company Address: | 10000000 2

K.eep Contract History: Contract Limits:
Feenew Limits From: Contract
Revenue Type: Record Limits History:
Bill End Users: ¥ Item End Users:
Bill Summary: End User Totals:

End Uszer Additional Charges: V'
Contract Additional Charges:

Taxable Trailer Code(1] MNontaxable Trailer Code[1]:
Tawable Trailer Code(2] Mantaxable Trailer Cade[2]:
Taxable Trailer Codef3] Montazable Trailer Codel3]:
Back Next
QAD Proprietary SSM-ConBill-070

The Bill End Users field in SSM Accounting Control (36.9.10) indicates who normally receives
invoices generated for contracts by Billing Release to Invoice.

No - Only one billing address, specified in contract header

Yes - Multiple billing addresses can be associated with the contract, one for each contract end
user
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Summarized or Detail Billing

Summarized or Detail Billing

4 Default depends on SSM Accounting Control
(36.9.10) settings

a Contract value determines invoice format
a |Invoices limited to 999 lines

a Details can be summarized if share:

— Service Type and contract line type
— Tax attributes

— GL accounts and Project

QAD Proprietary

SSM-ConBill-080

The value for each contract determines the format of invoices generated by Billing Release to
Invoice.

When Bill Summary is Yes for a contract, the details that are not printed on an invoice are stored
in the database and can be viewed with Billing Detail Report (11.5.18.14).
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Managing Deferred and Accrued Revenue

Managing Deferred and Accrued
Revenue

~ Set Contract for Accrued or Deferred Revenue
type

4 Set up Revenue Accounts

~ Run Revenue Recognition

 View Deferred/Accrued Records

QAD Proprietary SSM-ConBill-090

You can chose one of three ways to recognize revenue:
Cash Basis: revenue is recorded in the period it is actually received.

Accrued: revenue is recorded in accrued revenue account in the period in which it is earned.
Bill Arrears must be set to Yes. When you invoice at the end of service coverage, this lets you
post accrued amounts during the duration of the contract.

Deferred: collected revenue is held in a deferred account and is posted periodically over the
contract duration. Bill Arrears must be set to No.

Deferred and Accrued Revenue accounts are set up at the system level, by product line, or for
combinations of product line, channel, site and customer type.

To find deferred and accrued accounts, the system searches first for alternate sales accounts set up
in Sales Account Maintenance (1.2.17) using:

» The product line of the service type in effect

« The channel specified on the contract header

« The contract site

= The customer type

If these do not exist, it uses accounts set up in Product Line Maintenance (1.2.1). If these do not
exist, it uses accounts defined in Domain/Account Control (36.9.24).
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Revenue Recognition

# GaTeo = Actions '| L Copy ‘| @ Print [i, Preview

Service Contract To
Customer To
Y — L —
GL Effective Date:
Update: [ Output: printer

Batch D:

QAD Proprietary

SSM-ConBill-100

Run Revenue Recognition (11.5.18.21) each month for the system to recognize accrued and

deferred revenues for billing cycles other than monthly.
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Viewing Revenue Records

Deferred/Accrued Revenue Records
JDaferredJAccruad Revenue Re.. X|
“# GoTo ™ Actions '| | Copw ‘| @ Print [j, Preview
Service Cunlract. TU.
T —-)  —)
o — L —-)
Revenue T_l,lpe: Cutput: printer
Batch ID:
Back Next
QAD Proprietary SSM-ConBill-110

Run Deferred/Accrued Revenue report (11.5.18.22) to display records created and updated by
Revenue Recognition.
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Billing Release to Invoice

Billing Release to Invoice

J Billing Release ta Invoice |

M GoTo ™ Actions ' L Copy ' (Q,,J Print 4 Preview

Contracts Due Untit) 7/31/2009 [+ Last Due Date Billed:
Drate Last Biled:

Servioe Conbrac

Mext Sales Order: 50000007

Update:
Frint Repart:
Copy Edited Tax: Qutput:
Batch ID:

QAD Proprietary SSM-ConBill-120

The Billing Release to Invoice function (11.5.18.13) is used to generate sales orders that serve as
pending invoices for selected service contracts. Print and post these pending invoices with
functions in the Sales Orders/Invoices menu. Billing cycle codes control when a given service
contract generates a pending invoice.

The content of contract invoices is determined by the value of Bill Summary for the contract. The
billing address is determined by the value of Bill End Users.

Each time a service contract is billed, SSM updates the Last Bill, Next Bill, and Coverage Dates
for the contract and each line item. Transaction history is also maintained (1SS-SO). If Keep
Contract History is Yes in the Contract Control, ORD-SO transactions are also maintained.

Before executing this function, you should always perform an audit run by setting Update to No
and Print Report to Yes. This creates a report of contracts that would be selected without updating
them. When you have verified the contracts and billing, you can re-execute the function to
generate the pending invoices.

The amount to invoice is based on the price and billing cycle. Prices on the service contract line
items are stated as the price of service coverage for one installed unit for one month. The amount
to invoice is calculated by multiplying the line item price by the number of units covered, then
multiplying this amount by the quantity to bill for this billing cycle.

Billing Release to Invoice does not create any general ledger transactions. These are created by
Invoice Post and Print (7.13.4) and Revenue Recognition (11.5.18.21).

MNQAD



216  Training Guide — Service and Support Management

Reprinting an Invoice

Reprinting an Invoice

Irwenice Print or Reprint 20
@ GoTo ~ Actions '| L Copy '| @ Print ; Preview
Invulce.l ‘Dl To | ;‘D
Irwoice Date: l:l To I:l
Repiint: | Entity &ddress: | 10000 f‘j Form Code:
Include Invoices: |V Print Lot/Serial Numbers Shipped:
Include Credit Memos: Print Features and Options: |
Owerride Print Inv Hist: Print Only Lines to lnvoice: |
Discount Detail Print Corection lmvaice:
Digcount Summary: Print Call Invoice Detall: |
Meszage:
Output: PAGE Batch ID
Back Next

SSM-ConBill-130

QAD Proprietary

Run Invoice Print or Reprint (7.13.12) to generate an additional copy of an invoice that was
printed previously. Only invoices that have been posted can be reprinted. If an invoice hasn’t been
posted, it may be printed using Preview Invoice Print (7.13.3).
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Billing Date Correction

Billing Date Correction

Setup

Cycle Code = Monthly
Bill Arrears = No
Invoice Post on Jan 1 for $50.00/month

Oops!\

First Bill

| Invoice amount should have been $80.00! I

l_ | | |

Jan 1 Feb 1 Mar 1 Apr 1 May 1

Resulting Actions

1.1ssue credit memo for $50

2.Adjust price on contract

3.Adjust last + next bill date
and coverage period in
Billing Date Correction
Maintenance

4.Re-release contract to
billing

QAD Proprietary SSM-ConBill-140

Invoices generated through contract billing cannot be corrected using standard Pending Invoice
Maintenance (7.13.1). This is because an incorrect invoice reflects an incorrect contract, and the
contract must be fixed within the Service and Support module. SSM offers two paths for
correcting billing errors: one before contract invoices are posted to Accounts Receivable and one
after.

- |f the invoice has not been printed and posted, use Billing Reversal Maintenance (11.5.18.18)
to delete it.

- |f the invoice has already been posted, then a manual credit must be created and Billing Date
Correction (11.5.18.19) must be used.

Each time a service contract is billed, SSM 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.
The Billing Release to Invoice function looks at the Next Bill Date field to determine which
contracts are eligible for billing. The Next Bill Date field for an incorrectly billed contract must be
reversed so that it can be re-released to invoicing.
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Billing Reversal Maintenance

Billing R | Maint
JBiIIing Reverzal Maintenance X|
‘@ GoTo ~ Actions '| | Copy '| @ Print & Preview
Contracts Billed: | 7/16/2003 hd Last Due Date Billed: 12/31/2009
Date Last Biled: 7/16/2003
Service Contract: | 100 ,a:) To
saTe 002 » To
Billing Date: | 7/21/2009 =
Cyele Code:
Update: =
Report, ¥ Output: PAGE
BatchID:
e
QAD Proprietary SSM-ConBill-150

To correct an unposted invoice, follow these steps:
1 Use Billing Reversal Maintenance to delete the pending invoice and reset most billing dates.

2 Use Contract Maintenance to correct the elements of the contract that are in error, such as
price, quantity, or billing cycle.

3 Use Billing Release to Invoice to re-release the contract to billing.

Execute this function first with Update set to No and Report set to Yes to review the potential
impact of the reversal before you perform it.
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Billing Date Correction

Billing Date Correction %
® GoTo v Actions 7| Ll Copy v| 3 Print (4] Preview

Mumber: 100 Custorner: 002 Bill Ta: 002
Sold-To Bil-To
Community Memorial Hozpital Community Memorial Hospital
147 Horth Brent 147 Morth Brent
Yentura cA 93003 Yentura cA 93003
United States Urited States
Contract

Start Date: 44172008 Last Bill. | 6/1/2008 - Coverage: | 7/1/2008 -

End Date: 3/31/2009 Mext Bill:| 7/1/2000 - Sales Order: | 5¥005173

Back Mext
QAD Proprietary SSM-ConBill-160

To correct a posted invoice, follow these steps:

1 Create a manual credit invoice using Pending Invoice Maintenance. Then use Invoice Print
and Post to credit the mistakenly billed amount.

2 Use Billing Date Correction to reset billing dates that were updated by Billing Release to
Invoice. You must reset the dates on each affected contract line.

3 Use Contract Maintenance to make the necessary changes to contract data.

4 Use Billing Release to Invoice to re-release the contract to billing.
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Reviewing Contract Financial Data

Reviewing Contract Financial Data
a Deferred/Accrual Revenue Report

~ Contract Cash Flow Report

~ Contract Deferred Income Report

QAD Proprietary SSM-ConBill-170

Use the following reports to view financial information about contracts:

- Deferred/Accrued Revenue Report (11.5.18.22) to view records created and updated by
Revenue Recognition (11.5.18.21)

Contract Cash Flow Report (11.5.13.21.1) to see the incoming cash to expect from contract
billings

Contract Deferred Income Report (11.5.13.21.2) provides information about deferred and
accrued income for invoiced contracts when you are not using Revenue Recognition

- It is useful if you have contracts with a cash basis revenue type to see periodically how
much revenue must be accrued and record, via a journal entry, as actual income

Updates salesperson commission records, where appropriate
Creates updated invoice history records
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Exercise 13: Contract Billing

In this exercise you release a contract to invoicing. After the pending invoice is created, you
discover a problem with the contract that affects the billing. You execute Billing Reversal
Maintenance, then correct the contract, and release it to billing a second time. You will then
recognize the revenue for the first month of the contract.

Release a Contract to Invoicing

1 Go to Contract Maintenance (11.5.13.1).
2 Enter the contract number you recorded in Exercise 12 on page 198.

3 Navigate through Contract Maintenance until your cursor is in the Hold Contract field. Record
the Next Bill Date below.
Next Bill Date:

Notice that the Next Bill Date is the first day of the month because Bill Arrears is set to No.

4 Complete the contract and return to the menu.
5 Go to Billing Release to Invoice (11.5.18.13).

6 Enter the following data in the appropriate fields.
Field Value

Contracts Due Until Enter the Next Bill Date you wrote down in step 3.

Service Contract and To Enter the contract you created earlier in Exercise 12.
Update Yes
Print Report Yes

7 Record the Next Sales Order number below. (It is in middle of screen) Then click Next.
Next Sales Order:

8 When the Printer Options frame displays, direct the output to Printer Window and press Enter.
Review the output of the program.

Notice that four lines have been generated on the invoice, two for each item covered and two
for the additional charge items.

9 Return to the menu.

Review Effect of Invoicing

1 Go to Contract Maintenance (11.5.13.1) and enter the number of the contract you just released.

2 To validate the change in billing dates, navigate again through Contract Maintenance until
your cursor is in the Hold Contract field. the second header frame displays. Record the Next
Bill Date below.

Next Bill Date:

Has it changed from the value recorded in step 3 of the previous task? It should show a date for
next year.

3 Return to the menu.
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4 Go to Transactions Detail Inquiry (3.21.1).

Review the last four entries by using the next/previous keys. Notice that there is both an ORD-
SO and an 1SS-SO transaction type generated for each sales order line on the contract invoice.

At this point, no GL transactions have been created, since the invoice has not been posted.
5 Return to menu
6 Go to Sales Order Maintenance (7.1.1).

7  Enter the contract sales order number in the Order field, and click Next.
The following error should display:
ERROR: This is a service contract. Use Contract Maint for updates. Please re-enter.

Contract invoices cannot be updated with sales order programs. The original contract must be
modified and the invoice regenerated. Return to menu.

Reverse the Contract Billing

Let's consider that the billing you released did not include a special discount promised the
customer, and as a result, was for the wrong amount. This task shows how to reverse the billing. In
this example the invoice has not yet been printed or posted.

1 Go to Billing Reversal Maintenance (11.5.18.18).

2 Enter the following data in the appropriate fields and click Next.

Field Value
Contracts Billed Leave default of today’s date.

Service Contract and To Enter the contract you released earlier.

Update Yes
Report Yes
Output Printer

3 Review the output for confirmation that the contract billing has been reversed and the sales
order deleted. Return to the menu.

Correct the Billing Date

1 Go to Billing Date Correction (11.5.18.19) and enter the number of the contract you just
reversed.

2 Click Next and verify that the date in Next Bill frame is set to one year earlier (so that it is
reset to the original Next Bill Date) and click Next to save.

3 Click Back to return to the menu.
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Modify and Re-Release the Contract
Make the change required on the contract and re-release it for billing.
1 Go to Contract Maintenance (11.5.13.1).
2 Enter the number of the contract you released to billing.
3 Click Next until your cursor is in the Hold Contract field.

Notice that the Next Bill Date has been reset to its original value.
4 Click Next to reach the Coverage Limits frame.
5 Click Back to the End User field in the End User Default frame.
6 Using the drop down menu, select the first new end user you created entered on the contract.
7 Click Next until you reach the Coverage Limits frame.
8 Click Back.

You should be at the End User Item Detail frame.
9 Enter 1 and click Next until you are in the Net Price field.

10 Change the $1,000.00 in the Net Price field to $900.00 and click Next.
Notice how the system calculates and displays this as a 10% discount in the Disc Pct field.
Click Next until you reach the Coverage Limits frame.

11 Continue on until you reach the trailer frame. Click Next. The contract total should reflect the
adjustment in coverage price. Click Next again to complete the contract; return to the menu.
12 Go to Billing Release to Invoice (11.5.18.13).
Enter the following data in the appropriate fields.
Field Value

Contracts Due Until Enter the Next Bill Date you wrote down in step 3.

Service Contract and To Enter the contract you created earlier in Exercise 12.
Update Yes
Print Report Yes

Record the Next Sales Order number below. (It is in middle of screen) Then click Next.
Next Sales Order:

Print and Post the Invoice

1 Go to Invoice Post and Print (7.13.4).
Enter the sales order number you recorded in step 12 of the previous task in the Sales Order
and To fields. Leave the default values in all other fields; then click Next.

2 In the Printer Options frame, direct the output to the Printer. Press Enter to print the invoice.
Review the output and write down the number of the invoice created here.
Invoice Number:
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Posting the Invoice.

Creates updated AR records

Creates updated GL unposted transaction records (a debit to AR and a credit to Sales, at a
minimum)

Updates salesperson commission records, where appropriate
Creates updated invoice history records
Deletes the sales order related records

Review the invoice; return to the menu.

Deferred Revenue and Revenue Recognition

You invoiced the customer for a year's contract coverage. You are not able to recognize all the
revenue at this time. The first month's revenue was recognized; the remaining 11 months were
deferred. In this task you will review the report showing this. You will then check what the second
month's of revenue would be.

1

Go to Deferred/Accrued Revenue Report (11.5.18.22). Enter the contract number that you just
invoiced in the Service Contract and To fields. Change Revenue Type to Deferred. Click Next
and output to Printer.

Check what next month's revenue recognition would be.

2

Go to Revenue Recognition (11.5.18.21) and enter the contract number in the From and To
fields.

Change the GL Effective Date to the first day of next month.

Leave Update to No and click Next twice.

Notice in the report the transactions which would occur to recognize another month's of
revenue. Return to the menu.
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Overview

Contract PM Scheduling

/ 3 Months \ / 3 Months \ / 3 Months \ / 3 Months \
I T 1 1 1

] March 31 June 30 Sept 30 Dec 31
Contract Preventive Maintenance
Start Visit Dates
QAD Propnetary SSM-PMSched-010

Preventive maintenance (PM) is a managed service that attempts to 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 already in the installed base.
These services typically involve cleaning, diagnostic checking, and replacement of consumable
items (inks, lubricants, toner cartridges, 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 usually involving regular service engineer visits. Service contracts offer full
preventive maintenance scheduling capabilities.

MQAD



Preventive Maintenance Scheduling 227

End User Schedules

End User Schedules
Cantract Maintenance %
W GoTo v Actions | L) Copy ~| ) Print 1) Preview
Humber. 261 Item End Users: Bill End Users:
Customer: 002 Bill Ta: 002 Service Type: CYHBILL
Hold Contract: | Type: l:l
Bill &mrears: Cancel D ate: l:l
Revenue Type: Guote:
Bill Surnraary: | Cantract Vigits: a
Peiiod Based Biling: ¥ Call Frice List
Prarate Partial Periods: Praject:
Mest Bill: 84142009 Rerewed From:
Coverage: 8/1/2009 Renewed Ta:
FRenew Limits Fram: Contract
.
QAD Proprietary SSM-PMSched-020

Preventive maintenance scheduling is part of Contract Maintenance (11.5.13.1) and requires a new
or existing service contract. How scheduling occurs depends on the value of Item End Users on the
contract:

« When Item End Users is No you can create schedules for each end user on the contract.
« for individual line items on the contract
- for a combination of the two.

» When Item End Users is Yes only item schedules can be created.
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Scheduling Visits for Line Item

Contract Maintenance
# GoTo v Actions '| Ll Copy '| = Print s Preview
MNurber: 261 Custormer: 002 End User: 002 Ln Fammat 5/M: Single
Item End User Detail
Lirne Swec Type Supported [term Item Qty Serial Met Price
1 CYHBILL 1-bh 1.0 10,000.00
Serialize: Price List Auta Renew:
Billing Cpcle: MO Preventive Maintenance Detail 183 T axable:
Billed Count: Contract Visits: 0 Cost: 17.00
Start Date: 84142009 Days Between PM 1} Disc: Pet: 0.00%
EndDate: 7/31/2010 Fiecommended Yisits: 0 List Price: 10,000.00
Description: Power Unit Wisits: Extended Price: 120,000.00
Service: CONTRACT TvH
Sales Account 3000 oooi oo
Discount Account. 3300 oom
Revenue Account
QAD Proprietary SSM-PMSched-030

To create a preventative maintenance schedule that applies to each end user:

1 Make sure Item End Users field is No.

2 Make sure the PM Item field is Yes in End User Item Detail.

3 Enter the number of visits in the Preventative Maintenance Detail pop up window.

4 After you complete the line-item entry, an End User PM Schedule window displays proposed
dates for the PM visits. These can be modified, if needed.

Repeat steps 1-3 for additional items.

To create PM schedules for items:

1 Make sure Item End Users field is No.

2 Make sure the PM Item field is Yes in Item End User Detail.

3 Enter the number of visits in the Preventative Maintenance Detail pop up window.

4 After you complete the line-item entry, a Line PM Schedule window displays proposed dates
for the PM visits. These can be modified, if needed.
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Line - Contract PM Schedules

229

Line - Contract PM Schedules
Processes |CuntractMamtEnance x|

~8 GoTo ~ © Actions *| [ Copy | € Print (4] Preview

Number. 5 Customer. CLI2500 Bill Te: CU2500
Coritract Pk 5 chedule

Schedule

/342009 -

Actual Cal 1D BOM Type ALszigned Comments

End User. C-ELI2500

R

QAD Proprietary

SSM-PMSched-040

To create a preventive maintenance schedule that applies to the contract as a whole, you must do

two things:

1 Specify a number of visits in the contract header Visits fields. This indicates the number of
times during the service contract's duration that PM visits will be made to the end user site.

2 Setthe PM Item field to Yes for the items on the contract requiring visits. This field defaults to
Yes if Days between PM is set to any nonzero value for the item in the Service Item
Maintenance (11.3.7). All of the items with PM Item set to Yes will be included on the call
created for the PM schedule, unless they have individual schedules already.

After you complete the line-item entry, a Contract PM Schedule window displays proposed dates

for the PM visits; these can be modified.
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Scheduling PM Dates

Scheduling Dates

tract
ice COV ance
Se:\\gve Ma‘“‘:n 1. System divides contract
preve M“eeme“ length (in days) by

number of visits
(365/4=91 days)

2. Starting from last day of
contract, system back-
schedules visit dates at
approximate 91-day
intervals (adjusted for
calendar)

] March 31 June 30 Sept 30 Dec 31
Contract
Start
QAD Proprietary SSM-PMSched-050

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. The system then back-
schedules the visits starting from the end date of the contract.

This figure illustrates a contract that starts on 1/1/XX and ends on 12/31/XX. 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. This would result in calls scheduled for March 31, June 30,
September 30, and December 31.

If you leave the header Visits field blank, you can still create PM for individual contract line
items.
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Effects of Visits and PM ltem

Effects of Visits and PM Item

Desired Effect PM Visits
Item
Exclude item from PM No N/A
Include item in contract-wide Yes O or same
schedule number as
header

Generate separate schedule  Yes Any number
for item other than

header visits

QAD Proprietary SSM-PMSched-060

This table summarizes the interaction of the settings for the PM Item and Visits fields:

« If you have a contract-wide schedule and want to exclude a particular item, set the PM ltem
field to No.

« If you have a contract-wide schedule and want to include a particular line item, set the PM
Item field to Yes and do not change the line item Visits field.

« If you want to generate an individual PM schedule for an item, set PM item to Yes and specify
a value for Visits that is different from the header Visits value.
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Create PM Calls

Create PM Calls

Contract Gantral %
® GoTo = Actions 7| L Gopy | £ Print 3] Preview
Lri Format 5/M: Quote Prefi: IEI
Print Service Contracts: WV Next Service Quote: 10
Service Header Comments: Contract Prefix
Service Line Comments: Mext Service Contract:
Contract Site: | 10000 (D Service 50 Prefis
Items in Installed Base: Create PM Calls: V'
If Yes, the first scheduled PM

call is created in Contract
Maintenance.

~ Create PM Calls provides control over call creation
— Yes means calls are created in Contract Maintenance
— No means calls are created later with the Call Generator

QAD Proprietary SSM-PMSched-070

Once you have entered the proper information for a PM schedule, it will be created during
Contract Maintenance. Whether or not the first call on the schedule is created depends on the
setting of Create PM Calls in the Contract Control.
If Yes, when the Contract PM Schedule frame displays, a call number will display next to the
first call date. When this call is closed, the system will automatically generate the next call on
the schedule.

If No, the first call is not automatically generated and neither are subsequent calls. When
Create PM Calls is No, the Call Generator (11.1.8) is normally used to create all scheduled
calls within a range of dates.
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Create PM Calls = Yes

Create PM Calls = Yes
mlcmram HASIF{ERERES) X|

78 GoTo v ' Actions v| | Gopy v/ (50 Print ¥ Preview

Mumber: & Customer: CUZ500 Bill Tar CUZ2500 End User C-EUZ500

Pracesses ||Cnntral:tMa\nter\ar\ce |Ca\|MamlEnan:e X|

Contract P Schedule

233

“# GoTo v ¢ Actions 7| Il Copy v| 5 Print &) Preview

Schedile Actusl ralD BOM Type B850 sor Selpction
B/3/2008 igh Call ID: CAIOME Cal Datsr 772172008 Time: 1719
Seriak| 2500 P
End User. CEL2500 Time Zone: PST/PDT St Francis Medical
Item Mumber. c-s001 Rt 0 Imaging System
Conbiact § Service Type: STANDARD trea USwest
Start Date: 84172010 Instal Date; 5/15/2008 Santa Barbara CA S3101
End Date: 10/31/2010 Wanranty End: 5/1/2003 Fiespanse 3 Hous
PO Humber Comments: [ | Move 158: ]
Call Info
Caller. Carlos Tones Fhone: 3055534545
Deseription: Preventive Maintenance
otk e Probsivt DQuewe: DISPATCH Comments: ||
Seveity 1) Status: New Event Dats: 7/21/2003
Type: Prodsint Mt Status: Assigrd Evert Tms: 1719

Assigned: jab Met Status Date: 8/3/2009
Prior: 100 Met Status Time: 02:00
ProbySkil: Muliple Skill: ||

Escalation: ESC1 i
Schedule: ||

From Quote:

=l

QAD Proprietary

SSM-PMSched-080

This figure shows the PM Schedule frame in Contract Maintenance when Create PM Calls is Yes.
This contract is for a year, and four visits have been specified. Although all preventive
maintenance visit dates are set up in advance, only the initial PM call record is created.
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Using the Call Generator

Call Generator X
PO i Ol Actions '| Ll Copy '| @ Print Q, Preview
Input Source: P P PM Schedules
| Instaled Base
F Field Motific:ation
From Drate: 8/21/2009 To: 8/21/2009
Contract Mumber: T
Azsigned: Ta:
Call Date: 842142009 Print Repart:
I5 all information correct
QAD Proprietary SSM-PMSched-090

Use the Call Generator (11.1.8) to create PM calls for a range of dates and contracts at one time.
This gives you more control over the calls open date.

When the system generates calls in Contract Maintenance, the call open date is the current system
date. In the Call Generator, you can specify a call open date. This date is important because it
determines effective limits and levels of coverage.

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.
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Exercise 14: PM Scheduling

In this exercise, you create a contract with four line items. One will have its own PM schedule, two
will be on a contract wide schedule, and one will not be on a schedule at all.

Verify Control Setting

1 Go to Contract Control (11.5.24).

2 Click Create PM Calls to Yes.

3 Click Next.

4 Press Help on the Create PM Calls field to see a detailed description of its effect.

5 Click Next twice to save any changes; return to the menu.

Create Contract Line Items

1 Go to Contract Maintenance (11.5.13.1).

2 Leave the Number field blank, and press Enter. Write down the contract number supplied by
the system.

Number:

3 Click Next to accept defaults on Item End Users and Bill End Users.
4 Enter C-MDI for Customer and Bill To.
5 Enter a Service Type of SC-10 and click Next until the cursor is in the Hold Contract field.

6 Go to the Contract Visits field and enter 6 to create a contract-wide PM schedule with six
visits for each end user on the contract.

7 Click Next, the Copy service type limits message appears.

8 Click Yes to accept the default and then click Back at the Coverage Limits frame to accept the
defaults.

9 Click Back until you are at the End User field in End User Default frame.

10 Enter C-EUMDIZ1 for the End User.

11 Click Next until reaching the Copy Service Types Limits, enter Yes to accept.
12 Enter Yes to accept the copy limits from Contract type.

13 Click Back to the End User Item Detail frame.

14 In the line item entry frame, enter the following information in the appropriate fields. Then
click Next to save your changes.

Field Value
Line 1

Svc Type SC-10
Item C-S001
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15

16

17

18

19

20

21

22

23

24

25

26

27

28

29

30

31

32
33

34

Field Value
Item Qty 1

Serial SER4
Net Price $1,000.00

In the lower detail frame, PM Item should default to Yes.
If it does not, make sure it is set to Yes.

Click Next until the Preventive Maintenance Detail pop-up displays.

In this pop-up, the system displays the number of visits entered on the header and the number
of recommended visits based on the Days Between PM setting in Service Item Maintenance.
Enter 3 in the Visits field.

Since this is a value different than the contract-wide schedule of 6, an individual schedule will
be created for this item.

Click Next to save.

Click Yes to Copy service type limits.

Click on Service Type for the copy limits message.

Click Back twice and the PM Schedule for Line: 1 frame displays.

Notice that the system has created a schedule with three visits, but only the first visit has a call
associated with it. Write down the Call ID here.

Call ID:

Click Back to the End User Item Detail frame.

Enter another line item just like the first (Step 7 above), but this time enter SER5 for the Serial
field.

Click Next to access the line item detail.

Verify that PM Item is set to Yes.

Click Next until the Preventive Maintenance Detail pop-up displays.
Do not change the value in the Visits field.

Click Next.

Enter Yes to Copy service type limits.

Click on Service Type.

Return to the End User Item Detail frame.

Notice that no schedule frame displays. The line item will be added to the contract-wide
schedule, which only displays when line item entry is complete.

Repeat steps 23 to 31 for another item C-S001, but specify SERG6 for the Serial field.
Repeat steps 23 to 31 for another C-S001 with serial number SER7.
Change the default Yes for PM Item to No.
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For this item, the PM Detail pop-up should not display. You should be at the End User Item
Detail frame with Line 5 ready for entry.
35 Click Back until you reach the Contract PM Schedule Frame.

Notice that the system has created a contract PM schedule with six visits, but only the first
visit has a call associated with it. Write down the Call ID here.

Call ID:

36 You should now have four line items defined like the following.

Note The information won’t display in the contract, it is for reference only.

Line Item No. Serial No. PM Item Schedule

1 C-so01 SER4 Y Schedule

2 C-so01 SER5 Y Individual

3 C-S001 SER6 Y Contract-wide
4 C-S001 SER7 N None

37 Click Back three times, and then click Next twice to complete the contract trailer; return to the
menu.

Review PM Calls

1 Goto Call Print (11.1.1.4). Enter the first call you created in the Call ID field and the second
call in the To field. Then click Next twice, accepting any defaults.

2 Inthe Printer Options frame, direct the output to Printer and click Next. Review the two calls,
and verify that the first has only one line item (SER4) and the second has two (SER5 and
SER®).

Notice the next status date and time on the calls. Are they in the future? Do you know why?

3 Return to the menu.
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Overview

Call Management

Tracking your interactions with an end user
from initial contact to final resolution

QAD Proprietary SSM-CM-010

Call management is one of the key features of the Service and Support module, because it enables
you to track your ongoing relationships with end users.
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Call Quote Maintenance

Call Quote Maintenance X
M GoTo ~ Actions '| L Copy '| Q,,J Print » Preview
Quote: G 0000 Bill To: A1007 End Uger: C-EL2000 TZone: PST/FDT
Bill- To End User
Foxy Service Contracts
Carriage Hill Road 139 Contract End User Start Date End Date Sve Type Cur
SLAZ000 c-eu2000 11742008 1243142008 sC-2 uso
Fiaxbury
UNITED STATES UNITED STATES
Status: New Channel: Currency: Language:
Pricrity: 1] Azzighed: T axable:
Contract: wrk Code: Temsz:
Price List: Gueue: PENDING Site:
PO Nuraber: Expire: Price Date:
Caller: Comments: From Guote:
Phane: D etail Daybook Set:
Desc:
Back Next

QAD Proprietary

SSM-Call Quotes-020

SSM provides a number of complementary functions that work together to enable a service
organization to take calls, keep visibility over their current status, automatically change call status
based on user-defined criteria, select an appropriate engineer for the call, order items to service a
call, record activity (items, labor, expenses) for a call, and create invoices for service activity.

This chapter will concentrate on call creation and call tracking, which involves call setup, the
actual opening of a call and features related to managing calls. Creating Call Quotes, recording
service activity and call invoicing are discussed in subsequent chapters.
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Call Creation - Business Process

Call Quote Maintenance

# GoTae = Actions '| Ll Copy ‘| @ Print A Presview

Quote: Q1 00m Bill To: CU2000 End User: C-EL2000 TZone: PST/PDT

Item Selection

Line Serial Item Mumber whark Cd Sve Type Feport
1 2000 Tech SC-2 2280520
Item D etail
Engineer| JGB A Fixed Price; | (uantity: 1
Site| US-C1 A Fied Price: 0.0 Fef: 0
Location) C-300 Wigit |D:|:| Cowerage:|
Statuz O Guote Taxable:
BOM Cods| meter-pm A Comrments:
Houling| meter-pm pel | Fault Codes:
Sales oot 4000 Mech
Dizc Acct 4200 Mech
F‘roiect Update Installed Baze: |
petete | [ pack | [ mex
QAD Proprietary SSM-Call Quotes-030

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 of open problems and support needs.
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Ways to Create a Call

Call Quote Maintenance
Call Quote Maintenance %
# GaTo = Actions '| L Copy ‘| [.9.] Print 4] Preview
Charge Summary
Hours Cost Item Cost Exp Cost List Price Det
‘Warranty 1] 1] 1] i}
Contract 0 0 0 il
Covered 1] 1] 1] 1]
Project u] u] u] 1]
Giveaway 1] 1] 1] i}
Fixed Bill ] ] ] 0
Billable ] E ] 45
Billing Summary
I 0 6 0 5
L 1 0 0 0 o
I 0 0 0 0
L 1 0 0 0 o
I 0 0 0 0
L 1 0 0 0 o
0 6 0 5
Delete | [ Back | [ Nem
QAD Proprietary SSM-Call Quotes-040

In the Service and Support module, calls can be created both directly and indirectly. Calls are
created directly with Call Maintenance (11.1.1.1) or by creating a call quote with Call Quote
Maintenance (11.1.1.7) and releasing it to a call. Multiple calls can be created using Call Generator

(11.1.8).

Calls are created indirectly in two ways:

- PM calls are created as part of the scheduling associated with Contract Maintenance
(11.5.13.1).

- Installation calls are created when a sales order or RMA invoice is posted and an item on the
order is defined as requiring an installation call.
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Call Maintenance

Call Quote Copy

Copy Call Quote

M GoTo ~ Actions '| L Copy '| EE,,J Frint 1+ Preview

Gute: Q0000 Bill To: £7001 End User: C-EL2000 TZome: PSTAFDT
Bill-To End User
Fioxy Community kemorial Hospital
Carriage Hill Road 133 147 Morth Brent St.
Faxbury MY MNY12474 entura CA 53003
UMITED STATES UNITED STATES

Quate Date: 7/22/2009 [+ MewMumber] 0

Expire] 8/22/2009 [+

Back | [ mex

QAD Proprietary SSM-Call Quotes-050

An end user may report a failed product. On your end, the call is entered as a record that identifies
the caller, the system in question, the nature of the problem, and how the call is to be handled.

Calls can record all kinds of interactions, from questions about how a product works to sales
inquiries to requests for scheduled maintenance.

Call Maintenance is designed to make it as easy as possible to enter a call, since it is often used in
an on-line environment where information is entered directly on the screen as support personnel
interact with end users. The primary program for managing calls is Call Maintenance (11.1.1.1).
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Call Maintenance

Call Maintenance

Customer Contact
* Has a problem
Needs information

* Wants repair
e ?

Call Work Code:Tech
Call Type: EMERG

Dispatcher |Engineering| Marketing

Service/Support

Repair Center Spare Parts

QAD Proprietary SSM-CM-060

Once a call record is created, various call management functions can be used to direct the call to
the appropriate personnel or departments in your organization. The call record deals with many
different related issues:

Call Information. Where is a call placed in your support organization (Queue)? How is it
categorized (Problem, Type, Severity)? When should it be updated (Next Status Date/Time)?
Where is the call in relation to the call life cycle (Status)?

Management. How should the system manipulate the call to ensure that it is addressed in a
timely fashion (escalations)?

Engineer Assignment. Which service engineer should be assigned to work on this call? 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
item(s)?

Service Summary Information. What problems were encountered on this call? How were they
resolved?
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Call Setup

J Call Guote Releass to Recordi.. X|

Call Quote Release to Recording

M GoTo ™ Actions '| L Copy ‘| @ Print 4 Preview

Guote;] QUT0000 sl
SNET D

Guote Date:

Nest Call Number

O-venide Coverage Limits: |

Copy Item Uzage: |

Taor| QUA000D pel
EETE ——

Output: printer
Batch ID:

QAD Proprietary

SSM-Call Quotes-070

In previous chapters we discussed the creation of many of the codes and features related to Call
Management. This section will cover the key Control settings and call types which influence how

calls are managed.

As this figure indicates, the creation of a call draws on information related to many other service
features. Some of these features, like escalation and engineer scheduling, are optional. The
creation of a call becomes relatively more complex as you add more features of the system.
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Controlling Call Items

Controlling Call Items

- Control settings enable you to make
implementation decisions:

— Items in Installed Base
— Items Must Exist

Service is provided only for

J Service Management Contral JIL| items in the installed base.
M GoTo ™ Actions " | Copy '| [Q,J Frint & Preview

Itemz in Installed Base:é:_ Ship ta Installed Base:
> Items Must Evist: Installed B aze Histony:

Load Available Stucture: v

System Level:l:l Travel UM:
tultiple Time Zones:
Service Data in bem Master: Server Time Zone: PST/PDT
Filter ISB by Classification: Domain Time Zone:
Suppress APl \Warnings:
__| Service is provided only for

items in the item master.
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Settings in the Service Management Control (11.24) determine whether you can take calls only for
items in the installed base, for any item defined in the item master file, or for any item at all. We
looked at these settings earlier in the discussion on the installed base and how the installed base
influences service policy.

Setting Items in Installed Base to Yes restricts the calls you take to items in the installed base.
Setting this flag to No enables you to take calls for any item.

The setting of Items Must Exist determines whether you can only take calls for items that have
previously been defined in your item master. This setting is generally used to restrict the provision
of service to items you manufacture and sell.
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Default Call Service Type

Default Call Service Type

~ Determines coverage details for items without warranty
or contract:

Response time

Priority

Coverage Hours

Call Price Lists

J Call Management Control 5f|
# GoTo ~ Actions v| bl |- Copy v| [.?,J Frint & Preview
Call Prefic[ C& | Call Activity With Temp:
Default Call Quewe: CUSTOMER A Fault Codes: /'
Call Comments: Call Time WWindow: ¥
Assign Primary Engineer: Call Structure Window:
Schedule New Calls: v Ao Irstal Calls: ¥
Dizpatcher: Installation D aps Ahead:ljl
Tatal Call Time: ¥ Use Ezcalation: ¥
Default Call Service Type: STANDARD A Queus Manager:
Temporary Customer: Queue Manager Pause:
System Level on Calls: v Multiple Skills:
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A call record includes information about an end user and an item. From this information, the
system determines an applicable service type, which defines the default coverage suggested for
this call. Coverage is derived first from a warranty or contract if they exist.

Otherwise, the default call service type specified in the Call Management Control (11.1.24) goes
into effect. The default service type sets the response time, priority, and coverage hours for items
that have no coverage. It also supplies a default price list for items and services recorded in Call
Activity recording.
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Pending Calls

Pending Calls

~ Simplified call taking

~ A collection of customer interaction data
~ Data may be incomplete

~ Data may be invalid

~ When complete and valid, can be transferred to
Call Maintenance
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A Pending Call is a collection of data fields, entered during conversation with the customer, or
generated by defaulting logic or lookups of related data.

Fields may be left empty or have invalid values entered. Before the data can be transferred to Call
Maintenance, it must pass a full validation process.
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Assigning Responsibility

Call Management Control
Call Managemert Contral 20
‘@ GoTo ~ Actions '| Ll Copy '| [E,J Print s Preview
Call Prefis: Call Activity Wwith T erp:
Default CaI\Quaue: Fault Codes:
Call Comments: Call Time \window: ¥
Azsign Primary Engineer: Call Stucture Window:
Schedule New Calls: Auto Install Calls:
Dispatcher: Inztallation Days dhead:
Total Call Time: v Use Escalation: v
Default Call Service Type: Queue Manager Dl
Temporary Customer: BQueus Manager Pause:
System Level on Calls: ™ Multiple Skills Window: |
[
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Two control file settings determine how engineers are typically assigned to a call.

Assign Primary Engineer. Determines whether the primary engineer associated with an end
user is normally assigned when new calls for the end user are created. This field is typically
used if scheduling is not being used.

» (FSS) Field Service Scheduler (11.1.17.1) is another function that may be used to schedule
engineers. FSS will be addressed separately.

Schedule New Calls. Set to Yes if you want to initiate the engineer scheduling sequence as
part of Call Maintenance.
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Call Management

W GoTo v Actions v| LI Copy v| 1 Print 4 Preview

Call Prefis Call Activity Wwith Temp: ™ These flags determine
Defauit Call Queve Fault Codes: 1 whether corresponding
Call Comments: |~ Call Time Window: pop-ups display in Call
Agsign Primary Engineer. | Call Structure Window: Malntenance.
Schedule New Calls: [ Auta Install Calls:

Dizpatcher. | Installation Days Ahead:

Total Call Time: /' Use Escalation:
Default Call Service Type: | std AD Queue Manager:
Temporary Customer. Gueue Manager Pause:

System Lewvel on Calls: | Multiple S kills Window: [

CallStatuses

N rr—
Scheduled Status| Schedule »
Close Status| CLOSED pal

Complete Statuz) Compl  Call RecordingAnvoicing

Held Status @ Lahar Sve Ealegnry' Coverage Window: |
Cancel Status: @ ltem Sve Categony ems | Close on Recarding:
T Tiavel Sve Ealegury. Exchange UM
Retumn Slatus: Fixed Price LM
Scrap Slalus. Service Work Eenter.
e |
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Assigning Responsibility

Assigning Responsibility

~ Assign Primary Engineer

— Yes indicates the primary engineer associated with
an end user is normally assigned to new calls.

~ Schedule New Calls

— Yes initiates a scheduling sequence so the most
appropriate engineer can be selected during Call
Maintenance.
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J Call Management Contral y’|
M GoTo ~ Actions v| L Copy '| @,,J Print 4] Preview
Call Prefix C& | Call Activity Wwith Temp! ¥
Default Call Quews) CUSTOMER A2 Fault Codes: ¥
Call Comments: V' Call Time “indow: ¥
Azzign Primary Enginger: v Call Structure Window:
Schedule Mew Calls: v Auto Install Calls: ¥
Dispatcher. ¥ Installation D ays Ahead:
Total Call Time: v Usze Escalation: v
Default Call Service Type) STAMDARD pel Queue Manager:ljl
Temparary Eustnmer: Queue Manager F'ause:
System Level on Calls: v tultiple Skills: ¥
Back Next
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If you are using standard engineer scheduling, you will probably want to set Call Time Window to
Yes in the Call Management Control. 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 default estimated times set up for the appropriate work code in
the Call Management Control File are used.

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. Scheduling is
discussed in detail in the next chapter.

The appearance of the Item Service Structure Detail frame is also determined by the control file.

BOMs and routings can print on the engineer's call report as the list of items to be used and steps to
be taken in a service activity. They can also be automatically loaded in Call Activity Recording as
item usage. Service BOMs and routings are discussed in more detail in Chapter 10.
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Kinds of Calls

Kinds of Calls

echnical Call /M

Unit is displaying a fault code Service interval is every
Service repair required 6 months

Covered on a service contract

!

e Scheduled maintenance
« \isits based on
contractual agreement
e Automatic call
generation based
on scheduled visits

Unscheduled
Maintenance
Inquiries
Support guestions
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For most service organizations, calls generally fall into a small number of typical patterns. One of
the most common ways of categorizing calls is by the kind of work involved. In SSM, this is
determined by the work code.

Five default work codes can be defined in the Call Management Control.

A default call length can be associated with each work code, and is used in Call Maintenance for
calculating engineer load for each type of call.

Some companies may not require separate work codes for each of these call types, but can use one
or more generic work codes. Other companies may need more than these five codes for managing
more complex service types. For example, you might have a work code for testing or installation
preparation. You can create as many or as few work codes as needed to meet your business
requirements.
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Kinds of Calls

Install Call W

Whatever industry A lot or batch of critical
7-11-XX Begin assembly of components/assemblies is
telecommunications system determined to be substandard
e Scheduled installation e Automatically generated
of new equipment from installed base
e Generated automatically criteria

As part of the sales
order’s Invoice Post and
Print (7.13.4)
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Default Call Definitions

~ Some types of calls, such as those generated from
contract PM schedules, should receive similar call
attributes
Contract 101
_— Call Default Maintenance %
—  GoTo ~  Actions ~| [ Gopy =] © Print 4] Preview
01-17-97 CA107
03-18-97 Category: Call [Call. Qunte]
05-21-97 Work Code: PrvMaint
Contract 129 » Modek %
Service Group: »
CallSeveity U~ 5] Call Status: Mew o
Call Typs Call Next Status] Assigned 2
PM Schedule - 5
01-15-97 CA129 Call Froblem CallQueue DISPATCH = | CAzal______
07-21-97 Call Duration, EscalstonNumber 0| (e
12-18-97
Call Description| Preventive Maintenance |
Contract 237
Remarks;
PM Schedule
03-15-97 CA231
06-15-97
o | ISRl SSM-CM-160

The data entry for recording call information can be greatly streamlined by setting up multiple sets
of default call information in Call Default Maintenance. These sets of defaults are pulled into the
Call Maintenance screen or used for calls automatically created by the system. Default for call
guotes are also set up with the same maintenance functions. These values can be overridden for
individual calls as needed.
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Call Generator Defaults Used in Call Creation

Call Generator Defaults Used in Call Creation
~ The system provides four methods for creating

Call and Call Quote Call Generator Service Contract Sales Order
Maintenance l Maintenance Maintenance
Select Defaults Specify Preventive Installed Base
Based on Work Code Maintenance Detail
Work Code Parameters Routine Installation Call: Yes

Calls with

PM Call
Generated

Install Call
Generated

Normally a Tech

Call Generated similar

attributes
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This figure illustrates that regardless of how a call is created, SSM searches for an appropriate set
of defaults when it builds the call record. The technical work code is the default in Call
Maintenance, and appropriate defaults are brought in. Defaults based on work code are used in a
similar fashion in the Call Generator.

PM calls created as part of the scheduling associated with Contract Maintenance are always
created with the PM work code (as defined with the Call Management Control) and any defaults
set up for it in Call Default Maintenance.

Installation calls created during invoice post are always created with the Install work code and any
defaults set up for it in Call Default Maintenance.
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Call Default Mechanics

Call Default Maintenance |
® GoTo ~  acions ~| |1 copy ~| € Print | | call Management Gantiol
® GoTo »  aeions ~| () Cc [t prainmenance *
Calegory: Guote
> ‘vl Coce. TECH Cupan o (®G0To T dcions [ | Copy | = Frint 3 Freview
et e User Selection
odel: model )
Defauit Call Queus: ENGINE P p— CallDate: 61572007 Time: (0350
Service Group Call Comments
. Serial: 100
Assign Primary Engineer:
I End User 4032 2 Time Zone: EST/EDT Memory Consultancy
ASeveiy[B - Schedule New Cals:
- Iter Number: 1-88 Rief: 5 Fled Bean Bag
i Contract Semvice Type: FIXED Area:
Call Problem Total Call Time:
Can : Start Date Install Date: 4//2008 Monistown NJ 07950
all Duratian Default Call Service Type: std
efault Call Service Type: st Erd Date W aranty End: Resporse: 0 H
. Temporary Customer: PO Number Comments:
Gapesciption | GnloonCa
Calllnfo
1 Caller: Robin Kronk. Phore: 973 538:02721
Teshrical Wk Code: Tech = Descrptior: Systern faire
PMWD"‘C"de":PM Work Code: Tech e Oueue: manager Comments:
Install work Code: | INSTALL Soverty B Statis ugent Euent Dater 5/18/2008
Update Wiork Code: | UPDATE Tupe: Semice Nest Status Event Time: 1923
Corctive Work Code: | RECALL st o Nest Status Date: 5/18/2008 [E—
Prictity 0 Nest Status Time: 21:23 Schedule:
Prob/Skil Muliple Skill From Quote:
A
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When a call is created in Call Maintenance, the system follows a number of steps to determine
appropriate defaults.
1 First it checks the Call Management Control for the value of the Technical Work Code.
This value then displays by default in the Work Code field of the call defaults pop-up window,
and can be changed if needed.

2 Using the work code specified in the pop-up, the system searches for defaults set up in Call
Default Maintenance with a Category of Call and the specified work code.

3 If they are found, the values specified for call severity, type, problem, duration, status, next
status, queue, escalation, and description are brought into the call record and display in the
appropriate Call Maintenance fields.
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Call Default Maintenance

Call Management 259

# GoTo ™

Actions '| L Copy '| @ Print Iil Preview:

Categary: Call

WU[k': Call Maintenance
(

Service Gr

Call Severity E

Call Type: @
Call Problem| EWMMe
Call Duration |£

Call Description:

[Call, Quote)

W GoTow  Adions | L Copy ~| (2 Print 4] Preview

User Selection
Call1D: CAT0000 Call Date: B/2/2008 Time: 08:00
Serial: 2000

End User: C-EU2000

Time Zone: PST/FDT

tem Number| c-s001

A Ref] 0.7]

Contract: SLAZ000
Start Date: 14142008
End Date: 12/31/2008

Service Type: 5C-2
Irstall Date: B/1./2008
Warranty End: 12/31/2007

Remarks:

PO Mumber;]
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Calllnfo
Caller: John wWikinson
Description: General service repair request
Work Code: Tech
Severity: U
Type: Repair
Assigned:
Priarity: 1}
Prob/Skil: ELEC

Phare: B05-565-8086

Queue: PENDING
Status: New
Mext Statuz: Assigned
Memt Status Date: B/2/2008
Mest Status Time: 10:00
Hultiple Skills| |

Comrmunity M emarial H
Imaging System
Area: USWest
“entura G4 93003
Response: 2 Hours
Mave ISB:| |

Caomments: |

Comments:

Event Date: 7/22/2009

Event Time: 10:17

Escalation: ESCT o
Schedule:

From Quate:

SSM-CM-190
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Call Default Mechanics Additional Capabilities

Call Default Mechanics additional capabilities

Service Item Maintenance X
4 GoTa ™ Actions 7| [ Copy ~| (5 Print 13 Preview | # Atach
Atachments
Item Engineering Data Call Default Maintenance %
Htem Number: 001h @ GoTo ™ Actions 7| L Copy v| S Print 4] Preview
Description: ltem 001b
Deseription: Category: Quats [Call, Quots)
Unit of Measure: EA ‘work Code: Default
Prod Line: 1000 Group: > hodet madell
Routing Code: Service Group: CPU
ltem Service Data Call Severly: | B = Call Status 2
Warranty Code: | W3l Pe) Call Type: [FIX D Call Mot Status IS
SystemTopes| 7| Call Problem = Call Bueue IS
Installed Base: CalOuaton| : | Escalation Number
1SB Unit Quantity:
Coverage: Call Description: | Typical call for Modell |
Supplier Warranty:
FRU: Descipiore |
Modet | modsl]  @E—
Instalation Cal:
Riepaiiable: - . .
Model and Service Group are assigned to an item.
Call defaults can be set up based on these attributes.
[ oetete | [ mack ][ next
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Model. The model number associated with this item. Many organizations service products by
model. Associating a model number with a set of items enables you to create call defaults
based on the model in Call Default Maintenance (11.1.21.10). This is useful if calls associated
with various product models follow different paths.

Service Group. An optional code that can be set up in Generalized Codes Maintenance for
field pt_svc_group to group types of service costs in any user-defined manner. Service group
can be used as part of the key in setting up call defaults, as well as a number of other call-
related codes like prices, sites, and product lines.
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User Preferences

User Preferences

~ Override other system defaults based on User ID

- Since default values can be defined in more than one place, a
hierarchical search order is used

J Service/Support User Preferen.. X«‘

W GoTo > Actions ~| |l Gopy | (9 Print ] Preview

User 1D: du Dutch User

Oueue Manager| 0]
Escalation Default
Call Queve
Quote Queve:

Call Time 'w/indow: ¥
Call Stucture Window: v
Call Priarity:
Tine Zo

Filter I5E by Classification; ¥/

| petete | [ Back | [ mem |
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The call defaults defined with control settings or Call Default Maintenance are applied in a general
manner by the system. In most cases, this provides a consistent business approach to managing the
call.

There are, however, some call-related features that each user may want to tailor for their own use.
Service and Support User Preferences (11.21.23) enables each user to set up preferences for
certain processing defaults. A few options are:

Queue Manager. Controls the sort criteria for calls displayed in Call Queue Manager (11.1.6)
and overrides the value in Call Management Control.

Call Queue. Sets the queue for calls created by this user.
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Call Maintenance (11.1.1.1)

Call Maintenance

Call kaint X . .
Jml— Look-ups provided by serial,
® GoTo =« Actions 7| | Cory| end user, item, and contract.
User Selection
Call ID:E CA10000 - Call Date: 6/2/2008 Time: 08:00
Serial 2000 .
. . .| Can record detailed
End User C-EJ2000 Time Zone: PSTAPDT Community Memarial H . .
remarks while conversing
Itern Murnber: c-=001 Ref: 0 Imaging Syztem B
Conbract: SLA2000 Service Type: SC-2 Area: U with end user.
Start Date: 1/1/2008 Install Date: 6/1/2008 Wentura CA 93003
End Date: 12/31/2008 “Warranty End: 12/31/2007 Response: 2 Hours
FO Mumber: Comments; | Cu——elt

CallInfo

Caller: JohnWikinson Phone: 805-565-2208

Ability to enforce purchase

der b d / Queus: PENDING Comments
order by end user. customer Status: New Event Date: 8/21/2003
Type: Repair Next Status: Pending Ewent Time: 1457
Agsigned: Mext Status Date: B/2/2008 Escalation: ESC1 0
Priarity: 0 Mext Status Time: 10:00 Schedule
Prob/Skil: ELEC tultiple Skills: From Quote;
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Call Maintenance (11.1.1.1) is designed to simplify call entry since it is often used in an on-line
environment where information is entered on the screen directly as support personnel interact with
end users. Some of the features that facilitate data entry include:

 Flexible lookups by:
« Serial number
« Items in the installed base
 Contract number
» End user

The ability to create end users from this screen without having to take the time to add a
detailed record in End User Address Maintenance.

- Coverage detail is retrieved from the item's warranty or the active service contract. Otherwise,
the default service type defined in the Call Management Control is used.

« |If the end user calling has been set up to require a purchase order for service, it can be entered
on the first frame-preventing wasting time on calls that cannot be serviced.

 Call comments can be entered from the first frame, enabling service personnel to record details
immediately, and then make decisions about other fields later.

MQAD



Call Management 263

Call Maintenance - Multi Items

Call Maintenance — Multi Items

@ GaTo - astions -| _L_¢| More than one item can be

User Selection added toa Ca"
CalllD: Ca10000
el 2000 Call Maintenance
Erd User: CEU2000 ® GoTo ~  Adions 7| ) Copy | £ Frint 4] Preview
ltem Mumber: c-s001 User Selection
Cortract: SLAZ000 Call ID: CA10000 Call Date: 6/2/2008 Time: 08:00
Start Date: 1/1/2008 Seriak 2000
End Date: 12/31/2008 End Usger. C-EUZ000 Time Zone: PST/PDT Community Memarial H
PO Number: Itern Nurber: c-:001 Ret: 0 Imaging Spstem
CallUpdate Contrack: SLAZ000 Service Type: 5C-2 Area USwest
Start Date: 1/1/2008 Install Date: 6/1/2008 Wentura CA 93003
Page Engineer. | End Date: 12/31/2008 “Wananty End: 12/31/2007 Fespanse: 2 Hours
Multi ltems: < PO Number: Corments: Mowe ISB

Fault Codes: v/

Resolution: Call Item
Service Hequssl.: Line! 10

- - Engineer Update [SB:
Tine Spert 0.0 " Sits: LS-C1 Fault Codss:
Serial: 2000 BOM Code: power-sve Comments:
Reference: 1} Routing Caverage:
= Work Code: Tech Quantity
Swe Type: 5C-2 tatus: Mew

Desc: ImagnaSystem | Fach item on the call can have different
detail, including work code, BOM and
routing, and engineer.

SSM-CM-250
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More than one item can be added to a call. To add more items or view details for the first item, set
Multi Items to Yes in the Call Update frame. In this case, the Call Item frame displays.Distinct
details for each item on a call may be recorded in the Call Item frame. Each item may have its own
engineer, work code, BOM, and routing.

Note There will be only one set of key call tracking codes per call.
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Service Site Management - Business Reasons

Service Site Management Business Reasons

- Inventory Management

— Parts used during service activities may need to be
consumed from a particular site and location

— Traceable removed material needs to be received
into a site and location

— Service item information may need to be defined by
site
a Cost Management

— Some business situations may require different costs
for the same item
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Sites play an important role in Call Management activities, for many of the same reasons they are
important in a standard manufacturing environment: managing inventory and costs.

Tracking service inventory can pose special problems that differ from standard manufacturing
inventory needs. This is because of the many different kinds of inventory used in a service
environment ranging from tool kits to replacement parts to consumable items such as inks, fillers,
reactants, and lubricants. Further complexity is added by many different kinds of locations that can
be used for storing service inventory. These range from mobile field units like trucks and repair
vans, repair centers, service supply depots, and work shops for refurbishing items.

In addition, the return of items must be managed carefully, ensuring that they are returned to the
appropriate site and location for inspection or repair.

Service procedures and available parts may vary by site, as well as costs.

Service Item by Site Maintenance enables you to set up default BOMs and routings for an item that
are used only when that item is serviced at the associated site. This feature enables you to
accommodate the special procedures and item substitutions that may occur when service activities
take place at multiple sites. The system suggests the appropriate BOM and routing based on the
site in Call Maintenance and Call Activity Recording, Call Parts Recording, and Call Labor
Recording.
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When a BOM and routing are associated with an item, the parts on the BOM and the operations on
the routing can be loaded directly into the item and labor/expense detail records for the item in
CAR, CPR, and CLR. This greatly streamlines data entry for repetitive repair sequences.

An additional layer of service inventory management is provided by Parts List Maintenance and
Material Orders (MOs). The Parts List allows the engine to identify all of the repair inventory
needed and then automatically creates a material order for those items that are not currently on
hand. The MO is similar to a sales order and enables engineers to order inventory required to
service a particular call, to replenish their service supply, or as expensed stock.

MNQAD



266  Training Guide — Service and Support Management

Determining a Site/Location - First Test

Engineer Maintenance

Engineer Maintenance
# GaTo = Actions ' | Copy ‘ Print 4] Preview
Employee Addiess
Employes: ABC Engineer Code: AEC
. :‘m :;‘:“ B.Later | | site/location are
ot Name:
blank, use the -
Addess 1: 451DelSlCt_ | :associated If engineer has a
Address 2 with the site and location,
Address 3 . , use it first.
City: La Meza engmeer Sarea. State: Ch Postal 91341
Country: UMITED STATES us
Hore Phane:
Business Phone:
Engineer D ata
e Service diea
Group:
Current Location
Scheduls:
Field Engineer; Callz ner Dawl 0l
Time Zone: First Test: If an engineer is assigned
when a call is created, use site information
derived from the engineer
- |l ete ] [ Back ] [ Next
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Most of the attributes of an engineer are used in the engineer scheduling function. However, the
engineer's site, location, and area play an important role in ordering items with Material Orders
(MOs) and item consumption in Call Activity Recording and Call Parts Recording.

When a call is initially created in Call Maintenance, the system searches for a site to associate with
the item specified on the call. This site is used to determine the appropriate BOM and routing to
suggest.

The system always uses the site associated with an engineer first. If the engineer does not have a
site, the site associated with the engineer's area is used.

If an engineer has not been assigned to the call, or the assigned engineer does not have a site or
area with a site, the system looks for a default spares site set up with Default Site Maintenance.
This function supports service inventory management.

Sites may be set up based on the key values in the first frame of this function: product line, service
group, work code, item, and area. (Note: Not all combinations of these fields are valid.)

How you set up default sites has a lot to do with your own business practices and which service
attributes are most important to inventory management. For example, if you separate inventory
used for PM from inventory used in repairs, you can set up default sites based on work code. If the
spare parts for a particular item or product line are all found in one site/location, you can use these
values as part of the key.
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When the system looks for a default spares site in Call Maintenance, it uses the call area (derived
from the end user); the work code specified on the call or line item; and the product line, service
group, and item number of the item on the call.

When looking for a spares site, the system uses whatever values are available to it in Call

Maintenance. If the end user does not have a defined area, this value will be blank. It is also
possible that the item does not belong to a service group. Product line may also be blank if the item
being serviced is a non-inventory item. Item number is usually specified, although it could be
blank. Work code always has a value.

To ensure that a default spares site is found, you can set up sites with an all blank key. There are a
number of different valid combinations that enable you to set up default sites suitable for many
different business practices.
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Determining A Site/Location - Second Test

JDefau\tSite aintenance X|

Default Site Maintenance

# GaTo = Actions '| L Copy ‘| [3' Print ‘_.': Blreasi

Priod Line:

Area USWest

Sites

Service Group:
wiork Code ¢ | service group,
Itern Mumbs work Code, and

Search key values
are derived from
call: product line,

item are derived
from the call item;

Description:l Diefault Inventary Site

area is derived

&

Return Site:
Return anatlnn'
Spares Site:
Spares anatlnn'

QD9

from the end user.

Scrap Siteg 10000 2
Scrap Location

Fepair Site:
Repair Location

Items to be issued
are found in the
spares site/location.

Second Test: If an engineer is not assigned
or no site information is available for the
engineer, look for a spares site defined with
Default Site Maintenance using key values
derived from the call.

QAD Proprietary

SSM-CM-300

If an appropriate spares site is not found, the system looks in two other places for a default site. For
items set up in the item master, the site associated in Item Master Maintenance is used. For other
items, the site associated with the customer of the end user on the call is used. This site is defined

in Customer Maintenance.
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Determining a Site/Location - Third Test

Determining a Site/Location

# GoTo *  Actions '| Ll Copy '| @ Print @, Preview | f Attach
Attachments

Customer Address

Customer: 002 Business Relation: 002
MName: Community Memarial Hospital Aitive;
Address: 147 North Brent Added
Address:
Address:
City: Ventura State: Cé Fost: 53003 Format: After
Country: United States US4 Customer Site iS
Attention: Jaohn Wilkingon 25 Used for non-
Te\eph'o::: 805-525-5888 E: Inventory |tems

Customer Data

Sott Name: Community Memorial Hospital Type
Shipia: - Cunency: USD

Flesale: | | Site:| 12000 i
Remats| | Third Test: If a site has not been found, use the site
associated with the call item in the Item Master
For a non-inventory or memo item, use the site
associated with the end user customer record

) ]

QAD Proprietary SSM-CM-310
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Service Site Summary

Service Site Summary

a Call Maintenance

— Site establishes default conditions for Call Activity Recording,
Call Parts Recording, and Call Labor Recording

— BOMs and routings linked to an item/site (with Service Item by
Site Maintenance) are brought into the call

- Call Activity Recording (CAR), Call Parts Recording (CPR)

— The site associated with the call item becomes the default
issuing site in the Item Usage frame

— Inventory is always issued from the call line item site
— Standard costs are derived from the call line item site

a Call Quotes

— Sets up default information used when the quote is released to
a call

QAD Proprietary SSM-CM-320

The site found by the system in Call Maintenance and Call Quote Maintenance sets up the defaults
for actually recording service detail in Call Activity Recording, Call Parts Recording, and Call
Labor Recording.
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Call Comments: ¥
Assign Primary Engineer:
Schedule New Calls: v

System Level on Calls: v

Call Management Control

J Call Management Contral -x|

M GoTo ™ Actions '| L Copy '| [E,,J Print 4] Preview
Call Frefis{ C8| | Call Activity with Temp: ¥
Default Call Quews) PENDING A Fault Codes:

Call Time Wwindow: ¥
Call Structure “Window: ¥
Auto Install Calls: v

Dizpatcher. Installation Days Ahead:

Taotal Call Time: v Usze Escalation: V'
Default Call Service T_l,lpe: Queus Manager:ljl
Temporary Customer: Gueue Manager Pause:

Multiple Skills:

Calls generated automatically by the system when items
are sold that require engineer assistance to install.
Controlled by two settings:

Auto Install Calls. A global setting that specifies whether
installation calls are generated at invoice post.

Installation Days Ahead. Used to determine the install call’s
next activity date.

QAD Proprietary

SSM-CM-330

Installation calls are one of the special types of calls in SSM that are created automatically in the
background by the system when all the necessary setup is complete. Install calls are additional
feature of the interface between sales orders and SSM that is controlled by the Ship to Installed
Base flag in the Service Management Control.

If this flag is Yes and the item being shipped on the sales order has been defined in Service ltem
Maintenance as requiring an installation call, the system examines two control file settings in the
Call Management Control.
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Installation Calls Setup

Installation Calls Setup

~ Ship to Installed Base must be Yes in the
Service Management Control File

- |nstallation Call must be Yes for the item in
Service Item Maintenance

a Auto Install Calls must be Yes in the Call
Management Control File

~ |nstallation Days Ahead determines call’'s next
status date/time

QAD Proprietary SSM-CM-350

This figure summarizes the setup required in order for installation calls to be generated
automatically by the system.
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Installation Calls Creation

Installation Calls Creation

 Sales order for item is created in Sales Order
Maintenance and the item is shipped

- Invoice for item is posted
— Call is created using defaults for Install work code.

— Call's next status date set to ship date + Install Days
Ahead

— Installed base is updated with install date set to ship
date + Install Days Ahead

QAD Proprietary SSM-CM-360

A sales order is created for an item requiring an installation call. If the SO Edit ISB flag is Yes in
the Sales Order Control, a pop-up displays in Sales Order Maintenance, enabling you to edit
defaults associated with the installed base update. Otherwise, the system simply uses the default
values without giving you the opportunity to change them.

Installation Call will default to Yes in the ISB pop-up for an item requiring an install call. Once the
item is shipped, the invoice can be printed and posted. During invoice post, the actual install call is
created using any call defaults set up for the Install Work Code (as defined in the Call
Management Control). The Next Status Date on the call is set to the ship date plus the value of
Installation Days Ahead.
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Installation Calls Management

Installed Base Item Maintenance

J Inztalled Baze lterm Maintenan.. X-|

M GoTo ™ Actions '| L Copy ‘| @,,J Print 4] Preview
End UserAddress

End User: C-EL2000 Customer No: CU2000

Marne: Commurity Memorial Haozspital Sort Mame: Community Memarial H
Address: 147 North Brent St
Cily: Wentura Sales order shipment State: T

Country: UNITED STATES transaction date is Post: 93003 Install date and

Installed Bage Item Data recorded in the ISB. Warranty eXplrathn
Itern Mumber: c-c002 Serial 2000 are recalculated at call
Descliption:l Contral Unit | Reference: 1] closure.
i |
Mode,] A Rev Level.l:l
Install Date; 7/22/2009 [+ ]|<€ = :
Item T_l,lpe. Component;
warnanty Code| bass 0| Last PM Date| 743172011 (%]
‘wharranty E xpiration: (2] & e L U
Quartity: 10 PM Daps| 365
Sales Order: Lr: 1] Comments: V'
e Ship Date: Irwvnice:
Detete | [ Back | [ Mex
QAD Proprietary SSM-CM-380

Managed like other calls with Call Maintenance and Call Activity Recording.
When a call is closed, install date and warranty end date in the ISB record is updated.

Installation calls can be managed by setting up defaults for the Install work code defined in the
Call Management Control. Service events related to the call can be recorded in Call Activity
Recording, just like any other call.

When the item has actually been installed and the call is closed, the installed base record is
updated so that the install date reflects the call closure date. The warranty expiration is
recalculated based on this new install date.
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Call Generator

Call Generator %

F

T

M GoTo ™ Actions '| | Copy ‘| [QA Print ; Preview
Input SourcelZl F P Schedules
el | Installed Base

Field Matification

Specify I to create calls
for a range of items in
the installed base.

Specify F to create calls
for a Field Notification.

Specify P to create
calls for a range of
PM schedule dates.

QAD Proprietary

SSM-CM-400

The Call Generator:

- Enables users to create a large volume of calls based on specific business situations
« Call can be created for contract schedules for items in the installed base or for a Field

Notification

The Call Generator utility can be used to generate calls in three situations:
» The next scheduled call on contract preventive maintenance schedules
« Calls for a range of items in the installed base

« Calls related to field notifications

The kind of call generated depends on the selection for Input Source in the initial Call Generator

frame.
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Call Generator - Input Source =P

Call Generator

H GaTo = Actions '| Ll Copy '| @J Print & Preview
Input Source: P P P Schedules
| Instaled Base InDUt Source
F Field Matification
Fram Date: 7/1/2009 [ To 773172009 []
Contract Mumber: 5042000 2 Tog SLA2000 A
besigred AEM [ ToldBM 7
Call Date: 7/22/2009  [s] Print Repart:

Input Source = P (Preventive Maintenance)
Control generation of PM calls when calls are not created
during Contract Maintenance
Provides a variety of selection criteria
Date selects by scheduled dates on contract
Contract number selects range of contracts or specific one
Assigned creates calls for specific engineer or range

SSM-CM-420

QAD Proprietary

If you set Create PM Calls to No in the Contract Control, preventive maintenance schedules are
created, but no calls are actually generated. To avoid having to go through the Contract
Maintenance sequence again, the calls can be generated using the Call Generator.

When PM calls are generated, one call is created for each selected contract with a scheduled date
that falls within the range of dates specified. If you have assigned an engineer in Contract
Maintenance, you can also create calls based on the engineer assignment.

MQAD



Call Management 277

Call Generator - Input Source = |

Call Generatar % Input Source = 1 (Installed Base)
. Tttt bl Gops o Rrrt B Frsiow Create cal_ls for installed base items with similar
characteristics
Call defaults for specified Work Code will be used
Input Source: | P PM Schedues Select items by end user, item number, serial
| Instaled Base number, ship date
F Field Notification If multiple items exist for an end user, optionally

create one call

Choose preferred coverage for item with both

‘work Code: PrvMaint warranty/contract
From End User CEUZ000 (5] To[CEUZI0  [F]
Iterm Number| c-o0 A Ta| - 3]
Serial| 2] Tol 2]
From Date: 7/22/2009  [+] To| 7/22/2009  [v]
Modek| 2]
Top Level Only: Input Source I_ Classification;
Call Date:| 7/22/2009  [»] Frint Report:
Combine Calls:
Freferred Coverage: 'Warranty [l] Select Contract or Waranty
QAD Proprietary SSM-CM-440

The Call Generator can also be used for items in the installed base. This feature can be used to
meet many needs relative to installed base updates.

When 1 is specified for the Input Source, you can specify what work code to use for the generated
calls. A number of selection criteria are available for choosing items: end user, item number, serial
number, and ship date.

If the PM work code is specified, 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.
The screen labels change appropriately.

Calls for items in the installed base can also be optionally combined, so that all items for one end
user are put on one call. The preferred coverage is only applied if an item is covered by both a
contract and warranty.
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Call Generator - Input Source = F

Call Generator

# GoTo ™ Actions " - Copw " @J Print '+ Preview

Input Source: F P Pt Schedules
Installed Baze

Field Matification

Field Natificatior:

| Input Source = F

Input Source = F (Field Notification)

Create calls related to a Field Notification
Field Notification can be used to manage product
recalls.
Optionally specify alternate coverage terms
Field Notification can already exist or be created
from the generator.

s [ e ]

QAD Proprietary SSM-CM-460

Many organizations track information about the installed base because of the possibility of product
recalls. This is a common concern, for example, for medical equipment manufacturers. Knowing

who has a product provides a foundation for a product recall. However, recalls may be associated
with documentation and auditing requirements from regulatory agencies so that additional history
and control may be needed to manage the process.

SSM provides a number of related field notification utilities that can be used to manage the recall
process.

Field Notification Maintenance (11.3.12.1) enables you to create and maintain a field
notification. The field notification serves as a way of defining, grouping and managing related
calls, as well as maintaining history. The field notification is closed once all its associated calls
are closed.

Call Generator (11.1.8) enables you to generate calls associated with an existing field
notification, or optionally create a new field notification and generate calls for it.

Field Notification Inquiry (11.3.12.2) and Field Notification Report (11.3.12.3) display
information associated with a field notification.
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Exercise 15: Review Call Defaults and Create Call

In this exercise, you review the Call Management Control, the call defaults for the technical work
code, and then create a call using these defaults.

Review Call Control

1 Go to Call Management Control (11.1.24).

2 Verify that Schedule New Calls is set to No.
We will look at call scheduling more closely in another chapter.

3 Verify that Call Time Window and Call Structure Window are set to Yes.
These fields control the appearance of two pop-up windows in the Call Maintenance sequence.

4 Click Next to display the next frame. Review the work codes defined in the Control.

Call defaults for the work code specified as the Technical Work Code are used for calls
created in Call Maintenance.

5 Verify that Technical Work Code is set to TECH.

6 Click Next and review the Call Statuses defined in the Control.

Do you remember how each of these is used? If not, review the field help for the effect of
each. Return to the menu.

7 Set the Coverage Window field to YES in the Call Recording/Invoicing frame.
8 Set the Return Status field is set to Good.

9 Return to the menu.

Review Service and Support User Preference

1 Go to Service and Support User Preference (11.21.23) and for your user 1D (demo), make sure
that both Call Time Window and Call Structure Window are set to YES and Escalation
Default is blank.

2 Click Next to save, click Back to return to the menu.

Review Call Defaults

1 Go to Call Default Maintenance (11.1.21.10).

2 Enter the following data and click Next.

Field Value
Category Call
Work Code Tech

3 Click Next, note the defaults for a Tech Work Code on a Call.

4 Return to the menu.
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Create a Call in Call Maintenance

1

Go to Call Maintenance (11.1.1.1).
Leave the Call ID field blank so that the system will supply a number and click Next.

Enter 010 in the Serial field and click Next.

In this exercise, we are going to use the end user that you created in Exercise 1: Creating an
End User on page 53. You probably do not remember the end user number the system supplied
during that exercise. If necessary, do a lookup on the End User field and then utilize the
preferred filtering criteria if desired.

Select item C-S001, and serial number 010.

The call defaults pop-up should now display. Notice how the work code is filled in with Tech.
This is the value specified in the Call Management Control which is always used as a default
for calls created directly in Call Maintenance.

Accept the pop-up as displayed, and click Next to continue.

Carefully review the information in the Call Info frame of Call Maintenance. Whose name
appears in the Caller field? Do you notice a message at the bottom of the screen? These fields
are derived from the end user record that you created. Notice how the call defaults were
populated.

Click Next to display the Travel and Estimated Time window.

Estimated time defaults from the call default record; travel distance and time default from the
end user record.

Click Next to accept the default values.

The Item Service Structure Detail window should display. In this frame, the service BOM and
Routing default from the repair BOM and Routing specified in Service Item Maintenance.

Click Next to accept the default values.

Add Another Item to the Call and Review Coverage

More than one item can be added to a call. Each item can have unique attributes and unique
coverage terms. In this task add another item to the call you just created.

8
9

Your cursor should be in the Page Engineer field of the Call Update frame.
Select the Multi Items field, change to Yes.

Click Next to display the Call Item frame and enter:

Field Value
Call Line 2

Item C-S001
Serial Number 012
Work Code PM

Note Not all items on a call have to be for the same kind of work.

10 Click Next.
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Notice how the system brings in a different default BOM and Routing based on the type of
work to be done on this item.

The Svc Type field defaults to NO-COVER, just like the first item on the call. For this item,
specify service type SC-10. This is the service type that you modified during the chapter on
limits in Exercise 9: Contract Type Maintenance on page 156.

11 Tab over to the Coverage field (last field on the frame) and set Coverage to Yes.
Do you remember the discussion in Chapter 4 on the visibility of coverage information in Call
Maintenance? This field determines whether or not the coverage details display.

12 Click Next.

Another window should overlay Call Maintenance. Notice the summary information in the top
frame. In the lower frame, detailed information about the limit records appear. The level of
coverage associated with these limits will be applied when activity for this item is recorded in
Call Activity Recording.

Note The lower frame may display only once, if you change an existing Svc Type to another
value, do not be concerned if this frame is not displayed again.

13 After reviewing the coverage details, press the space bar to dismiss the window; return to the
menu.

MNQAD



282  Training Guide — Service and Support Management

Exercise 16: Call Generator

In this exercise you use the field notification that you created in Exercise 5: Create a Field
Notification on page 61. Calls are created for the items that match the selection criteria of the field
notification.

You simulate a scenario where it is necessary to create a number of calls at one time for a specific
population of the installed base.

Generate Calls

1 Go to Call Generator (11.1.8). Enter F (field notification) for the Input Source field, and click
Next.

2 Enter FN-Class in the Field Notification field, and click Next.
FN-CLASS was the ID of the notification you created.

3 You should be prompted to review the field notification. Respond with Yes to the prompt.
The field notification maintenance screen displays directly from the Call Generator.

4 Click Next to display the next frames.

Review the information for the field notification. Notice that Calls Generated is currently set
to No because you have not yet created calls. Once calls have been created, it sets to Yes
automatically.

5 When you have completed your review, click Next twice. Continue past the Comments screen
and proceed to the next frame by clicking Back.

6 Enter the following information in the appropriate fields. Then click Next.

Field Value
Override Service Type Yes
Preferred Coverage Warranty
Default Service Type Standard
Print Report Yes

7 Respond with Yes to the confirmation prompt. Set the output device to Printer, and click Next
to generate the calls.

Note If you receive an error about an item not being in the installed base, execute the Installed
Base Rebuild Utility (menu 11.3.26) with a start date of the 1st day of the current month and the
end date set to today's date. Once the utility has run, re-execute this Generate Calls exercise.

8 Review the report, and write down the range of call numbers created here.
Call ID Range:

9 Return to the Call Generator. Return to the menu.

Review Automatically Generated Call

1 Go to Call Maintenance (11.1.1.1).

2 Enter one of the call IDs in the range created by the Call Generator.
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Click Next twice to position your cursor in the second header frame. Review the content of the
call. Do the fields compare with the values entered in the Field Notification?

Click Next twice to display the call comments. These should be the comments you entered
when FN-CLASS was created.

Return to the menu.
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Overview

Call Quote Life Cycle
» Perform Setup Required for Calls

» Create a Call Quote

» Print Call Quote

» Release Call Quote to recording

» Move Expired Call Quotes to History
» Delete/Archive Call Quote History

QAD SSM-Call Quotes-010

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

In Service and Support Management, call quotes are based on user-defined codes enabling a
service organization to structure service proposals in the same way it invoices service activities.
To maintain this structure, call quotes are similar to Call Activity Recording (CAR).

This figure illustrates the life cycle of a call quote.

Because a call quote can become a call, call quotes require the setup normally required for Call
Maintenance: end user information, service BOMs and routings, engineers, status codes, queues,
service types, charge codes and charge product lines.

To minimize data entry when creating quotes, create sets of call quote defaults in Call Default
Maintenance (11.1.21.10).
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Call Quote Maintenance (11.1.1.7)

Call Quote Maintenance X
M GoTo ~ Actions '| L Copy '| @,,J Print » Preview
Quote: G 0000 Bill To: A1007 End Uger: C-EL2000 TZone: PST/FDT
Bill- To End User
Foxy Service Contracts
Carriage Hill Road 139 Contract End User Start Date End Date Sve Type Cur
SLAZ000 c-eu2000 11742008 1243142008 sC-2 uso
Fiaxbury
UNITED STATES UNITED STATES
Status: New Channel: Currency: Language:
Pricrity: 1] Azzighed: T axable:
Contract: wrk Code: Temsz:
Price List: Gueue: PENDING Site:
PO Nuraber: Expire: Price Date:
Caller: Comments: From Guote:
Phane: D etail Daybook Set:
Desc:
Back Next
Call Quote Maintenance (11.1.1.7)
QAD Proprietary SSM-Call Quotes-020

Some service organizations let customers review the cost of repairs before they are made,
especially for expensive items. The customer sends the item to the service center, or a field
engineer reviews the item at the customer's site. The engineer estimates the labor, expenses, and
parts required to repair the item.

This detailed estimate is a call quote. Call Quote Maintenance (11.1.1.7) is an entry point to the
same frames used in CAR.

When you create a quote for an item defined in Service Item Maintenance (11.3.7), you can use the
repair, PM, and installation BOM and routing for labor and item details.

After you enter the details of a quote, Call Quote Maintenance displays a summary similar to the
summary frame of Call Invoice Recording (CIR) of the pending invoice amounts. A simulated
invoice is created.

Date entry is similar to Call Maintenance. If there are contracts in effect for the end user, a pop-up
window displays them. When you select a contract, call price list from the contract defaults into
the Price List field and the contract number into the Contract field.
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ltem Selection

Call Quote Maintenance %
A GaTo = Actions '| Ll Copy ‘| @ Print l Presview
Quote: Q1 00m Bill To: CU2000 End User: C-EL2000 TZone: PST/PDT
Item Selection
Line Serial Item Mumber whark Cd Sve Type Feport
1 2000 Tech SC-2 2280520
Item D etail
Engineer Fied Price: Quantity: 1
Site| US-C1 A Fied Price: 0.0 Fef: 0
Location) C-300 Wigit |D:|:| Cowerage:|
Status: G Guote Pricing Date:é FAZ32009  [w] Taxable:
BOM Cods| meter-pm A Comments:
Houling| meter-pm pel | Fault Codes:
Sales oot 4000 Mech
Dizc Acct 4200 Mech
F‘roiect Update Installed Baze:
| peete | [ Back || mem
Call Quote Maintenance (11.1.1.7)
QAD Proprietary SSM-Call Quotes-030

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

If there is a default repair BOM and routing, the items and operations load into the detail frames
for this quote. You can modify the items and quantities.

You can create general allocations if this quote is likely to become a call and inventory is limited.
In the Item Usage Detail screen, you enter the amount in the quantity allocated field.
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Call Quote Maintenance

# GoTo ~  Actions '| L Copy ‘| IE;I Print m Preview

Charge Summary

Hours Cost Item Cost Exp Cost
‘Warranty 1] 1] 1]
Contract 0 0 0
Covered 0 0 0
Project u] u] u]
Giveaway 1] 1] 1]
Fixed Bill ] ] ]
Billable ] E ]
Billing Summary
I 0 6 0
L 1 0 0 0
I 0 0 0
L 1 0 0 0
I 0 0 0
L 1 0 0 0
0 6 0

List Price Dt
D |
i}
i}
i}
i}
P
45
s
PR
i}
i}
i}
i}
45

Delete | [ Back | [ Nem

Call Quote Maintenance (11.1.1.7)

QAD Proprietary

SSM-Call Quotes-040

These frames summary the cost of the proposed service and the amount to bill to the customer.
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Call Quote Copy (11.1.1.12)

Call Quote Copy

@ GoTo - Actions '| L Copy '| @ Print |j| Presview
Gute: Q0000 Bill To: £7001 End User: C-EL2000 TZome: PSTAFDT
Bill-To End User
Fioxy Community kemorial Hospital
Carriage Hill Road 133 147 Morth Brent St.
Faxbury MY MNY12474 entura CA 53003
UMITED STATES UNITED STATES
Quote Date: 7/23/2009 [+ New Number:

Expire; 8/22/2009  [w]

Back | [ mex

Call Quote Copy (11.1.1.12)

SSM-Call Quotes-050

QAD Proprietary

To simplify data entry for similar repair operations, copy existing quotes in Copy Call Quote
(11.1.1.12).
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Quote Limitations

Quote Limitations

- No limits or levels of coverage; all quantities
calculated as 100% billable

~ Does not calculate taxes
- Only one report per quote line
- Status is always Quote

QAD Proprietary

SSM-Call Quotes-060

This figure shows some of the limitations of call quotes.
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Call Quote Release to Recording (11.1.1.11)

Call Quote Release to Recording

J Call Guote Releass to Recordi.. X|

@ GoTo ™ Actions '| L Copy ‘| @ Print m Preview
Guote;] QUT0000 o To QUA0000 2
Bill Tay| CU2000 Pl To CUZ000 A
Quote Dale]| 7/23/2009  [w] Tol 7/23/2009  [w]

NesCalltumber| 5]
Call Dater] 7/23/2009 (]
Ovenide Coverage Limits)

Copy Item Uszage! Output: printer
Batch ID:

Quote Release to Recording (11.1.1.11)
QAD Proprietary SSM-Call Quotes-070

Use Call Quote Release to Recording (11.1.1.11) to create calls from selected call quotes.

You can release a quote to a call only once. To be released the quote must have the open status
defined in the Call Management Control.
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Call Creation From Quote

Call Creation From Quote

a Cross references Call to Quote and Quote to
Call

~ Copies Comments

~ Transfers Engineer load to call

~ Sets quote’s closed date to release date
~ Calculates coverage if contract

QAD Proprietary SSM-Call Quotes-080

This figure shows several steps that happens when a Call Quote is released to recording. If a
contract covers items on a quote, this calculates coverage based on the consumption of contract
limits. Set Override Coverage Limits to Yes to apply coverage even to amounts over the limits. Set
it to No to use the contract limits.
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Quote Errors

Quote Errors

a Credit Hold Option is 2 and customer or end
user on credit hold

~ Customer requires a PO and one not specified
on the quote

QAD Proprietary SSM-Call Quotes-090

This figure shows two errors that could be generated in Call Quote Release to Recording.
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Expired Quotes

Expired Quotes

Expired Quote Move to History X|

A GaTo = Actions '| Ll Copy ‘| @ Print l Presview
Quete 1D AUT0000 A ]
End User| CEUZ000 ) oA

Drate Closed/E wpired ?f’23

Move Closed: v Audit Clozed: V'
Mave Ewpired Audit Expired: Output:
Eatch ID:

Back Next
Expired Quote Move to History (11.1.1.22)
QAD Proprietary SSM-Call Quotes-100

Quotes remain in effect for a period controlled by Days to Expire in Call Management Control.
The system adds the value in Days to Expire to the quote creation date to determine the quote's
expiration date.

If you access an expired quote in Call Quote Maintenance, you get a warning message.
You cannot release an expired quote. Change the expiration date to reactivate the quote.

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

Call Life Cycle
Call Tracking
> |° Maintain V|S|b_|I|ty
e Schedule engineers
e Escalate if needed
‘
QAD Proprietary SSM-CallTrak-010

The previous chapter covered issues related to creating calls. This chapter will concentrate on the
second part of the call life cycle. Call Management involves a number of loosely related tasks that
facilitate the tracking and monitoring of calls. These include the Call Queue Manager, escalations,
areas, engineer scheduling and Service Requests.
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Call Queue Manager

Call Tracking Business Processes

e How many calls are in
an area?
e Which calls are oldest?

Escalations

Ensure visibility

Move call to next
stage

Automate call changes

Areas

e Where are users?

e Where is closest
engineer?

e Where are most items?

Engineer Scheduling

QAD Proprietary

Which engineer
would be best?
Who is available?
Who is on call?

SSM-CallTrak-020

There are different tools and functions to schedule, manage and track calls.
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Call Queue Manager

Call Queue Manager

Call Gueue Manager %
Search For
Call Maint: No Azszigned: Status:
Open Only: No Prob/8kill: Severity:
Priority: 9999 Type: Queue:
Area: End User: Customer:
Work Code: Next Date: 07/23/09 Display TZ:

Cueus Manager 1s sorted by Next Activity Date/End User.

Fl=Go Z=Help 3=Ins 4=End 7=Recall 8=Clear ll=Paste

QAD Proprietary SSM-CallTrak-030

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 pre-selected
criteria. For example, a supervisor may need to scan calls by status, or service engineer, or look at
calls by priority.

Any number of search criteria can be specified for reviewing calls. In this example, calls for two
different engineers are displayed. You can also review calls by queue, area, type, priority,
problem, end user, as well as other selection criteria.
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J Call Management Contral -:'L|

Queue Manager control Settings

Call Pref\x:
Default Call & ueue:

Call Comments:
Aszign Primary Engineer.
Schedule Mew Calls:
Dizpatcher:
Total Call Time: ¥
Diefault Call Service Type] STANDARD 0 |
Temporary Cuslumer.

Systern Lewvel on Calls: v

M GoTo ™ Actions '| L Copy '| L?,,J Print 4] Preview

Call Activity ‘with Temp:
Fault Codes:
Call Time ‘window:
Call Structure Window:
Auto Install Calls: v
Installation Days Ahead:
Uze Escalation:
Queue Manager:ljl
Queue Manager F'ause.

ultiple Skills:

QAD Proprietary

SSM-CallTrak-040

The Call Queue Manager updates its display automatically, using the time interval specified by the
Queue Manager Pause field in the Call Management Control (11.1.24). The Queue Manager
setting determines how calls are sorted and displayed. For an individual user, this value can be
overridden by the value set in the Service and Support User Preferences.

0 Displays calls by Nxt Date and Nxt 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 Sorts by the Assigned (engineer) field. Pressing Tab toggles the sort order by End User.
3 Sorts by the Area field. Pressing tab toggles the sort order by Customer.

To display calls by next status date and time, set the Queue Manager value to 0. Then the call with
the oldest next status date and time displays first. This way, you can view all overdue calls or calls
about to become overdue. You can also view all the open calls for a particular engineer ordered by

oldest open call first.
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Editing Calls
Queue Manager Editing Calls
Call Queue Manager % I
Search For
Call Maint: Yes hssigned: Status: |
Open Only: Ho Call Queue Manager
Priority: 9990 calls
Area: Call ID Pri Status Queus Assigned End User MNxt Date Time
Work Code: .
CALL_FIL PO Number Area Customer Work Cd Time
Fl=Go Z=Help 3=Ins 4=
QAD Proprietary SSM-CallTrak-050

Call records can be edited directly from the call queue manager in two ways, depending on the
setting of the Call Maint field. When Call Maint is set to No as in this example, you can scroll
through the list of calls displayed on the window. If you press Enter while your cursor is
positioned on a call, a call detail line displays.

From this frame, you can change the call priority, status, queue, assigned engineer, problem code,
and next date and time. This is useful to a call dispatcher (someone in charge of monitoring the
calls), enabling them to redirect the calls and assign them to appropriate engineers.

When Call Maint is Yes, pressing Enter on a call in the list takes you directly to Call Maintenance,
providing full call editing functionality. This setting is best suited to service engineers who must
perform detailed editing of their calls.
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Call Escalation

Call Escalation
Time Allowed
Esc Code |Esc Seq | Escalate? In Status Bgmp Next Next
Da H Priority Status Queue
yS ours
@ ESC1 0 Yes 0 01:00 10 Pending | Dispatch
ESC1 10 Yes 0 02:00 15 Assign |Engineer
©| Esc1 20 Yes 0 03:00| 25 Alert  [Supervisor]
QAD Proprietary SSM-CallTrak-060

Call escalation controls the automatic progression of service on a call according to a
predetermined schedule. It provides automated control of call response times and is designed to
ensure that each call is serviced in time and by the appropriate personnel.

If properly designed, call escalation gives management the visibility to track and correct a call's
progression within a service organization. If a call is not resolved within a certain time frame, it
can automatically be given more urgent visibility.

You enable call escalations by setting Use Escalation to Yes in Call Management Control
(11.1.24).
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Using Escalations

Using Escalations

® ©

Call opened at 9:00 am: 10:00 am settings:

Escalation Seq: 0 Escalation Seq: 10 12:00 pm settings:

Priority: 90 Priority: 75 Escalation Seq: 20

Status: Pending Status: Assign Priority: 50

Queue: Dispatch Queue: Engineer Status: Alert

Time Allow In Status: 01:00 Time Allow In Status: 02:00 Queue: Supervisor

Next Status Time: 10:00 am Next Status Time: 12:00 am Time Allow In Status: 03:00

QAD Proprietary SSM-CallTrak-070

This figure illustrates how a call would be affected by the escalation sequences outlined in the
previous figure. The clocks represent the passage of time. Clock A represents the default settings
when the call is first opened.

Note Call escalation sequences must always begin with a step numbered 0. The defaults defined
for the first step of the escalation override any other defaults when a call is created.

« The call's Next Status Date and Time are set based on the time allowed in status of the first
escalation step-in this case, the call is allowed to remain in this status one hour.

« After an hour has passed (clock B), the Escalation Monitor applies the values of the next step
in the escalation sequence.

« Notice under clock B that the status and queue have been changed. Fifteen points have
been subtracted from the call's priority, and the Next Status Time has been set to 12 noon.

» At 12 noon (clock C), the values of the third step are applied.
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Escalations

Escalations

a Escalations ensure that a response will be made
to a call. They can be used two ways:

— To change call attributes based on the length of time
a call has been in a particular step

— To change call attributes based on both the length of
time a call has been in a step AND call criteria

QAD Proprietary SSM-CallTrak-080

Use Escalation Maintenance (11.1.13.1) to create and update escalation sequences.

The work code, type, severity, and problem in the top frame of Escalation Maintenance define a
unique key for this escalation. This escalation will be applied to calls with values that match the
values specified in these fields. If you want to create generic escalations that apply based simply
on the length of time a call has been in a certain state, you should leave the key values blank.

If you specify key values, they must be filled in from the top down. If you want the escalation to be
applied based on call severity, you must also specify a work code and call type.

When the escalation manager searches for an escalation to apply, it looks first for the most specific
match (all escalation key fields supplied). Then it keeps searching for a more generic escalation by
blanking out one field at a time, starting from the bottom up until all key fields are blank.
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Escalation and Call Maintenance

Escalation and Call Maintenance

# GoTo ~  Actions '| L] Copy '| @ Print ,S, Preview

E scalation Mumber: ESC1 Call Maintenance *

‘work Code: Tech W GoTo - Actions ‘| L} Copy ‘| S Print ) Preview

Call Type: Service User Selection

Call Severity B CallID: CA10000 Call Date: B/2/2008 Time: 0:00
Call Problem: ELEC Serial 2000
Sequence: 0 End User: C-EUZ2000 Time Zone: PST/PDT Cormrnunity Memarial H
Itern Mumber; c-s001 Rel: 0 Imaging System
X . Contract SLAZ000 Service Type: 5C-2 Arear USwest
De“"m‘nr":fsca'a"m S0 Gyt Date 112008 Install Date: 6/1/2008 Ventura C4 93003
Escalate? End Date: 12/31/2008 Wananty End: 12/31/2007 Response: z Hours
GIWD'I: PO Mumber: Cornmeri
Prink:

Daps Allowed In Status.ljl Calllnfo

Time Allowed in Status:

Caller] John wikinson | Phone| 8055658808
Descnpllun.l General service repair request |
ESCaIaUOn used whork Ende' Quaue' Comments: |
L because Of a SEventy. Slalus. Ewent Dale.m
Type. Mest Slalus. Event Time.
matCh Assigned' MNext Status Date' Escalatinn'ljl
F'Hority:ljl Mext Status Time: Schedule:
Prob/Skil] ELEC 0 Multiple Skills: From Cuote:
Back Mext
QAD Proprietary SSM-CallTrak-090
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Default Escalations

Default Escalations

Default escalations can be set up in more than
one place. The system looks for a default in this
order:

~ The escalation for the end user specified in End User
Address Maintenance

- The escalation specified on any call defaults being used
created with Call Default Maintenance

-~ The User Preferences of the current user set up with
Service/Support User Preferences

- The Default Call Escalation field in the Escalation Control
File

QAD Proprietary SSM-CallTrak-100

In the Escalation Control File, you can specify a default escalation for all calls, which is used if no
other default is available. When creating calls, you can still change the escalation on a call-by-call
basis.

The figure shows what order the system looks for an escalation to use on a particular call.
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Escalation Monitor

Escalation Monitor X |
Use Calendar Days in Escalation: Yes output: terminal | |
Call Maintenance
W GoTo > Actions ~| L Copy = | & Print 4/ Preview
User Selsction
¢all I0 EBnd User Typs Prob CalllD: 4100107 €= CallDate: 3/12/2008 Time: 0546
i Serial: 123
calllol? 132R Servi
) Erel User RMAZELIOT Tirvs Zone: EST Rissl US Marufschurin
calllols 13z2a Servi
; em Humber, 20001 Ref 0 FG20001
calllols 132R Servi
cal01020 1322 ervi Conirast Service Type: defaul Hiea
L0021 132 o Stat Date Install Date: 1/14/2008 NI M
2101015 4000 servi End Dale Waranty End Response 4 Hous
callllld 4000 Servi PO Mumber Camments Move 158:
calllbDzz 0001 Jervi
CallInfo
Caller, | Vishwanath 2] Phone: [ 123486729 |
i i crption: | test |
Monitor dis p | ays oo Qe —
L calls being
signed Je) Newt Status Date: | 7/31/2008 Escalation: | ESC2 Pe)
u p d ate d Piory.[ D Next Status Time: | 1352 Schedue:
Skl - Muliple Skils: From Quote:
Back Next
QAD Proprietary SSM-CallTrak-110

For escalation steps to have any effect, the Escalation Monitor (11.1.13.13) must be executing.
The monitor can be run as a full-time process. Normally, it is run on a dedicated terminal or in a
window on an X Windows terminal. For correct escalation results, the monitor must run
consistently.

When the Escalation Monitor runs, it examines each call's next event date and time. If these are
earlier than or equal to the current date and time, it applies the changes as defined in the current
escalation step by updating the call's priority, status, or queue. Then it changes the Next Status
Date and Time to reflect the days and time allowed in the current escalation step. Only calls that
are changed or updated are shown in the Escalation Monitor output. How frequently the Escalation
Monitor cycles through calls looking for calls to escalate depends on the Escalation Manager
Pause interval specified in the Escalation Control (11.1.13.24).
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Service Areas

Service Areas

~ Areas can be associated with
end users and engineers

~ The site associated with an
area can be used for issuing
repair parts

~ Calls can be reviewed by area
in the Queue Manager

Regional
Repair
Center

Area Maintenance %
W GoTao ~ Actions '| ] Copy '| [9,) Print & Preview
e firea; |15 est
Description] US Westem States

L )

Siter] U5-C1 el

Location:; C-550 A

QAD Proprietary SSM-CallTrak-120

Service organizations are often split up by area: geographically (east, west), by product line or
group, or by type of service (telephone or on-site). Within a geographical area, there may be one or
more service facilities. Areas are defined in SSM with Area Maintenance (11.15.1).

Once defined, areas can be associated with service engineers and end users. These relationships
are used by the engineer scheduling function to assign engineers to problems reported by end users
in the appropriate area.

A site and location can also be associated with each area, representing the source of repair parts for
calls serviced in the area. This site and location provide inventory issue defaults in Call Activity
Recording and MO Maintenance if the engineer does not have a site and location defined.
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Service Engineers

Service Engineers
a Must first be defined as an employee.

- Engineer attributes affect key functions:

— Call Scheduling (area, schedule, status, calls per day,
skills)

— Paging (field engineer, pager)
— Inventory issues for repair parts (area, site, location)

QAD Proprietary SSM-CallTrak-130

Service engineers are the individuals responsible for responding to a call. Engineers must first be
set up as employees using Employee Create (36.1.7.1). Then they are defined as engineers with
Engineer Maintenance (11.13.1) and assigned skills with Engineer Skills Maintenance (11.13.5).

Engineer attributes are important in call scheduling and engineer paging. Both of these activities
are optional. However, even if you do not plan to use scheduling, you need to have engineers
defined before you can record service activity in Call Activity Recording.
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Call Management Control

Call Tracking 311

Engineers and End Users

® GoTo v Adions *| | Copy 7| &

Print & Preview

Call PIE[IK.
Drefault Cal QusuE.I:
Call Camments:
Lzzign Primany Enginger: ¥
Schedule New Calls:
Dispatcher ™
Total Call Time: ¥
Default Call Service Type:@
Temparam Euslomel::

System Level on Calls: ¥

End User Data Maintenance %

W GoTo~  dctions ~| L Copy ~| (2 Print x| Preview | & Attach

Aftachments

Customer Address
Customer: 002
Mame: Community Memarial Hospits!
Sort, Community Memarial Hospital
Addiess: 147 North Brent
Addiess
City: Ventura

Country: United States

Service Office Detal
Engineer Code: | FSE Pl
Seconday Eng: [ ALHOD |
EngreerGroup:| =
Sevice dvear[Westest 1|

QAD Proprietary

Business Relatior: 002

County,
Fost: 93003

Escalation Number:
Tiavel Distance:| 0]
Travel Time: | 000:00

State: C&
Country Code: US4

SSM-CallTrak-140

Primary and secondary engineers can be associated with end users in End User Data Maintenance
(11.9.1). If Assign Primary Engineer is Yes in the Call Management Control, the primary engineer
can be automatically assigned when new calls for an end user are created.

If call scheduling is being used, the primary and secondary engineers can receive ranking points
for being the individuals that normally work for an end user.
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Engineer Scheduling

Engineer Scheduling

Engineers

End User

Rate the importance of these issues on a scale of 1 to 20:
» The engineer is in the same area as the end user
» The engineer normally does work for this end user
» The engineer is available for work
» The engineer’s skills match those required for the call ——
» The engineer’s time zone match the end user’s

QAD Proprietary SSM-CallTrak-150

The engineer scheduling function executes as part of Call Maintenance. The system recommends
an engineer to assign to each call based on predetermined criteria that you design in Engineer
Schedule Control (11.13.15.24). It is up to service personnel to actually select an engineer
according to their own business practices.

The primary factors considered by engineer scheduling are the ones shown in this figure.
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Schedule Control

~ Specify relative importance of scheduling factors
- Determine if availability is measured by hours or calls
Engineer Schedule Contral
W GoTo = Actions | Ll Copy v| (£ Print 4] Preview
Lunch Duration| 01:00 Aiea PUIHIS.; al
Display by Calls: ¥ Available Pninls'i |
Prirnary Eng Points:|
Mext Engineer Mumber] 1] Problem Points:
Time Zone Points:|
Limit by Availability: Limit by Time Zone:;
Limit by Service Area: Range of Hours to Consider,|
Lirnit by Problem/Skill: Override 5cheduling Options:
Pricritize: Call Header:
Ao Create Visit:
Back MNext
QAD Proprietary SSM-CallTrak-160

How engineers are ranked is dependent on the priorities expressed by the weighting values set up
in control, letting you tailor this formula to your company's needs and goals. Changing these
values can affect the engineer point calculation and result in different recommendations from the
system. Points are assigned as follows:

Area Points. If the area assigned to the engineer with Engineer Maintenance (11.13.1) matches
the area on the call (which defaults from the end user), these points are added to the
calculation.

Available Points . Engineer availability is determined by the status assigned in Engineer
Maintenance. If this status indicates availability, the availability points are multiplied by either
the number of hours an engineer is available or the number of calls he can still take.

Primary Eng Points. If the engineer is the primary engineer for the end user initiating the call,
these points are doubled and added to the calculation. The secondary engineer is given these
points without doubling them.

Problem Points . If the code in the Prob/Skill field of Call Maintenance is found in the
Engineer's skill table (set up with 11.13.5), these points are added to the calculation.

Time Zone Points. If the time zone of the engineer matches the time zone of the end user on
the call, these points are added to the calculation. This is applicable only if Multiple Time
Zones is Active.
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Scheduling Example

Scheduling Example

Control
Weighting Values

Area Pts: 20
Avail Pts: 2
Primary Pts: 10
Problem Pts: 5

End User:
Yoyodyne Inc
Primary Engineer:

Sam Jones _
San Diego
Western Area Avail Hrs Skill
Engr A = Bill Smith 8 ELEC
Engr B = Sam Jones 4 PM
QAD Proprietary SSM-CallTrak-170

In this example, there are two engineers in the western region: Bill Smith, who has electrical skills,
and Sam Jones, whose skill is preventive maintenance. An engineer can have multiple skills, but in
this example each engineer has only one. MTZ is not active.

Now an end user in this region calls in with an electrical problem. Sam is already committed for
four hours that day. Bill has the entire eight-hour day free.

Remember the formula for calculating points:
Area + [(Availability x Hours) + Availability] + (2 x Primary) + Problem + Time Zone

How is this rule applied to engineers Bill Smith and Sam Jones?
Both engineers are in the same area as the end user, so they each receive 20 points.

Each engineer receives 2 points per available hour for that day. Bill Smith is available 8 hours,
while Sam Jones is available 4. These hours are multiplied by 2 and added in, giving Bill 16
more points and Sam 8.

Sam Jones is the primary engineer for this end user, so he receives 10 points multiplied by 2,
while Bill Smith receives none.

Bill Smith's skills match the call's problem so he receives 5 points, while Sam receives no
points since his skills do not match the problem.

The system gives Sam Jones top priority for this call because he received 50 total points to Bill
Smith's 43.
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The engineer point calculation is completely dependent on the priorities expressed by the
weighting values you set up, letting you tailor this formula to your company's needs and goals.
Changing these values in the control file can affect the engineer point calculation and result in
different recommendations from the system. In particular, the available hours are multiples of the
weighted value, and changes to them can easily outweigh the impact of other criteria.
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Scheduling Example Con’t

Scheduling Example

Weighting Values

Western Area Avail Hrs| SKkill Area Pts: 20
Engr A = Bill Smith 8 ELEC Avail Pts: 2
*| Engr B = Sam Jones 4 PM primary Pts: 10

Problem Pts: 5

Area Pts + (Avail Pts x Avail Hrs) + Avail Pts + (2x Primary Engr Pts) + Problem Pts

Situation:

End User calls in with electrical problem (Skill Code = ELEC)

Bill Smith: Sam Jones:
20+ (2x8) +2 + 0 + 5 =43 points 20 + (2x4) + 2 + (2 x 10) + 0 = 50 points

* Primary Engineer for this end user

QAD Proprietary SSM-CallTrak-180
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Basing Availability on Calls

Basing Availability on Calls

® GoTo ™« Actions ¥ L Copy~| & Print ] Preview

Lunch Du[a[ign_@ ‘ Processes || Engineer Schedule Control |Ca|l baintenance X
Display by Calls ¥ W GoTa » « Actions | [J Copy *| 1 Print (4] Preview
User Selection
Newt Enginger Nunber Call D CA10022 Call Date: 7/23/2009 Time: 18:49
Serial 2800
Lirnit by Availability: End User. C-EUZ500 Time Zone: PST/FDT 5t. Francis Medical
Limit by Service Area Item Murber: c-s001 Ref ] Imaging System
Limit by Problem/ kil Contract: Service Type: STAMDARD Area; USWest

Start Date: Irstall Date: 515/2008 Santa Barbara CA 93101

At Create Yisit End Date: Warranty End: 6/1/2009 Responze; B Hours

FO Mumber: Comments Move 15B:
I L ailability [Calls] The WwWeek OF 07/19/09 Call Day: Fi I
Eng Code Ptz Pib Area Time Zone Start End Thu Fri Sat Sun M
JGE El PST/FOT 08:00 17.00 0 0 0
LAC 40 PST/PDT e 1700 0 0 0
LKD 40 PST/PDT 0800 1700 0 0 0
AEM € PST/PDT e 1700 0 0 0
DEM 3 PST/PDT 0800 1700 0 0 0
Ew) ! PST/PDT e 1700 0 0 0
QAD Proprietary SSM-CallTrak-190

Display by Calls also has an important effect on how scheduling is done. When this flag is set to
Yes, availability can be based on the number of calls that can still be assigned to an engineer
during a day rather than the hours available or unconsumed. This is a reasonable alternative in
environments where calls typically do not vary much in duration.

If you set Display by Calls to Yes, you also need to specify the number of calls per day that can be
assigned to an engineer in Engineer Maintenance. Availability is then calculated by subtracting the
number of calls already scheduled from the Calls per Day value defined for the engineer.

Depending on how the control is set up, the scheduling pop-up window in Call Maintenance shows
the number of calls that can still be assigned to an engineer or the number of hours available.
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Basing Availability on Hours

Basing Availability on Hours
Engineer Schedule Contral *
® GoTo ™« Actions ¥ L Copy~| & Print ] Preview
Lunch Duratiun_lE | Processes Engineer Schedule Contral |Ca|l Maintenance %
Display by Cals/¥" ‘® GoTo ~ ¢+ Actions 7| .| Copy '| = Print v Preview
User Selection
Newt Enginger Number| CallD: CA10025 Call Date: 7/23/2009 Time: 19.02
Seriak 2500
Lirnit by &wailability: End User: C-ELZ500 Time Zone: PST/FDT 81, Francis Medical
Limit by Service Area: Item Humber: c-s001 Fief ] Iraging System
Limit by Problem/Skil Contract: Service Type: STAMDARD Area USwest
Start Date: Install Date: 5/15/2008 Santa Barbara C& 33101
Auto Create Yist: End Date: ‘waranty End. 6/1/2009 Responze; E Howrs
PO Mumber: Comments: Move I5B:
I Avpailability [Hows) The Week OF 07/13/09 Call Day: Fri I
Eng Code Ptz  Prb Area Time Zone Start End Thu Fri Sat Sun Mol
6B 220 PST/RDT 0800 17.00 8 8 8
Lac 2m PST/PDT 0800 17.00 8 8 8
LKD 200 PST/PDT 0g:00 17:00 B ] ]
BEM 190 PST/PDT 08:00 17.00 B 8 8
DEM 190 PST/RDT 0800 17:00 8 8 8
Bl 190 PST/PDT 0800 17:00 B ] ]
QAD Proprietary SSM-CallTrak-195

If Display by Calls is set to No, engineer availability is calculated in terms of hours. The call
scheduling function then calculates an engineer's load by looking at the estimated hours specified
for calls already assigned to him or her.

The estimated hours for an engineer are normally specified in the Call Engineer Schedule

Maintenance pop-up that displays in Call Maintenance when engineer scheduling is enabled. The
estimated time initially defaults from the Travel and Estimated Time pop-up. These estimated
times default either from Call Default Maintenance or the Call Management Control for the work
code being used.

The engineer can also review the call and record an estimated time in Engineer Assignment
Maintenance (11.13.15.8). This function is almost identical to the pop-up window in Call
Maintenance.

Based on the number of hours the engineer is scheduled to work, the system determines how many
hours are remaining and can be scheduled.
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Engineer Schedules

Engineer Schedules

~ Normal working hours are Mon-Fri, 8-5.
-~ Two engineers are on call from 8-5 on weekends.

- One engineer is working every other day this month.
~ May 27th is a holiday.

-~ Two engineers have vacations planned.
May, 2009

S (6 |7 |8 (9 (10 M
12 13 4 (15 |16 |17 |18
19 (20 (21 |22 (23 (24 |25

AN
26 k~2_7) 28 |29 (30 |31

QAD Proprietary SSM-CallTrak-200

The system needs one more piece of information before it can calculate availability, based on
hours or calls. In both cases, it needs to know which days an engineer is working. For availability
by hours, it also needs to know how many hours in a day the engineer is scheduled to work. A
broad range of factors like those listed in this figure may influence when an engineer is available to
work.
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Types of Schedules

Types of Schedules
a Master schedules define normal working hours

a On-call schedules determine who is available
outside of normal working hours

- Engineer detall schedules define days and hours
for engineers with unique schedules

a Area holiday schedules define corporate-wide
holidays

- Engineer holiday schedules define special days
off for individual engineers

QAD Proprietary SSM-CallTrak-210

Five kinds of schedules can be created in SSM to meet the various scheduling requirements as
shown in the figure above.
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Hooking Schedules to Engineers

JEngineer hdaster Schedule hMai X|
# GoTo ™ Actions ‘| L Copy ‘| [5 Frint ; Preview
Schedule: OnCall
Start Effective: Engineer Maintenance *
# GoTo v Actions '| L Copy '| @ Print (» Preview
Employee Address
c Employes: ABC Engineer Code: ABC
Mame: Adam B. Carter
Sort Name: ABC
Address 1: 451 Del Sol Ct
Dy Address 2:
Sunday Addrass 3.
Monday: e
- City: La Mesa State: Ca Postal: 91341
Tuesda ¥ C UNITED STATES us
wWednesday: v N po:ntry.
Thursday: ¥ ome Fhone
Business Phone:
Friday: v
Saturday:| Engineer Data
Holidays:
Sewvics drea Pager|
N — O —
T N —
> S chedule:| OnCall A Localion
Field Engineer V' Calls per Dayljl
Time Zone PST/PDT ]
[ petee || Bak | [ Net |
QAD Proprietary SSM-CallTrak-220

One schedule can be associated with each engineer in Engineer Maintenance. Engineer detail
schedules are created specifically for an engineer, based on a master schedule.

You can also designate some engineers as being on call during various hours using On-Call
Schedule Maintenance. On-call schedules are typically created for hours not covered by the
normal schedule, such as nights and weekends.

Engineer Holiday Maintenance (11.13.15.17) can be used to specify holidays unique to engineers.
Area Holiday Maintenance (11.15.9) is used to specify holidays for an entire region.
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Calculating Availability

Calculating Availability

May, 2009 .
Only the two engineers on call
from 8-5 on weekends will
1 2 3 4 have any availability.

5 6 7 8 (3) [0 (U

12 13 (14 1S (|16 |17 |18

19 |20 |21 |22 |23 |24 |25

26 |27 |28 |29 |30 (31

Based on response time and service coverage

— Call taken here hours, call is scheduled for Saturday, at 10 am.

QAD Proprietary SSM-CallTrak-230

Once schedules have been created, the system considers all these factors in calculating availability.
It uses the response time and the coverage days and hours of the service type providing coverage to
determine the call's next status date and time. Using this date, it looks for engineers who are
available to work.

Based on the business scenario we listed before, only the two engineers who are on call will have
any availability. To make scheduling work, you must ensure that your schedules correspond to the
coverage you provide. For example, if you specify holiday coverage on your service types and
engineers do not normally work on holidays, you should ensure that you have on-call coverage for
them.
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Service Requests

Service Requests

Problem Reported

By the field
* Internally
\ January 5
SR: SR15
Problem Call: CA204
Requires an Item No: 10-10000

. . Status: Review
Engineering | Problem: 10000

Assigned: JSR
Change Priority: 5

Desc: Pump fails at
high temperatures.

—— SR Created
» Associated with call
 Tracked independently

QAD Proprietary SSM-CallTrak-240

In day-to-day business operations, calls come in on a variety of topics, ranging from requests for
marketing or sales material to questions regarding how your equipment works to complaints about
breakdown and failure of your equipment. Service requests let you manage internal responses to
problems relayed from field activities or calls.

Typically, repeated calls reporting the same failure of an item are consolidated into a single service
request. If it turns out that a design or engineering change is necessary, you can create an
Engineering Change Notice (ECN) to address the required changes. Proper management of service
requests can help you get at the root of problems and prevent future support costs.
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Service Requests

Service Requests

Call #60 Call #70 Call #80

|
|
\ 4

Submitter Comments:

<January 5>
Awaiting response
from engineering

Engineer Comments:

<January 12>
Situation corrected by
adding a wiring harness

to pump.

QAD Proprietary SSM-CallTrak-250

The relationship between calls and service requests is as follows: You can only link one call to a
service request. However, you can assign a particular service request to many calls.

As new calls come in concerning the same problem, they can be linked to the same service request.
Linking calls to the service request is an open-ended process and does not hamper work on the
service request itself. Once created from the call it references, the service request can be acted on
and does not need to be held up in any way by additional call activity.

This process works best when there is a one-to-one correspondence between service requests and
problems. Many calls with the same problem reference the service request addressing this
problem. However, each problem requiring engineering changes should have its own service
request.
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Exercise 17: Review Calls in the Call Queue Manager
In this exercise we will use the Call Queue Manager to review and edit calls.

1 Go to Call Queue Manager (11.1.6).
First, you will look at the calls created by the Call Generator in Exercise 16. These calls all had
a call type of PRODFAIL.

2 Enter PRODFAIL in the Type field to select all these calls for display; accept the other default
selection criteria.

3 Press Enter to execute the Queue Manager. Accept No to not retain visibility of search, press
Enter.
The PRODFALIL calls display. Notice how the description of the call currently selected
displays at the bottom of the screen.

4 Press Enter on one of the displayed calls. Write down the Call ID here:
Call ID:

5 Press Enter.

A new Update Call frame appears at the bottom of the screen. Change the queue of this call
from EMER to CUSTOMER; then press Enter to save your changes.

6 Exit the Queue Manager display area. This time change Call Maint to Yes. Enter EMER in the
Queue field and click Next to display matching calls. Enter No to visibility question. The call
ID you wrote down in the previous step should no longer be included in the display.

7 Press Enter on the first call. The Call Maintenance frames display. Click Next through until
you reach the comments and then return to the Call Queue Manager.

8 Return to the menu by pressing F4.
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Exercise 18: Call Escalation

In this exercise, you set up an escalation sequence and update the Escalation Control. Then you
will create a call and review how the system applies the escalation steps.

Create an Escalation Sequence

In this task you will set up an escalation sequence called SSMCLASS with four steps.

1 Go to Escalation Maintenance (11.1.13.1). Enter SSMCLASS in the Escalation Number field.
We will not be using the other values in the escalation key (work code, call type, call severity,
and call problem) so leave them blank.

To be able to view the changes on screen in real time, the time allowed in status is only 1
minute. Typically, this time would be measured in hours or days.

Enter the following data in the appropriate fields. Accept the other defaults. Remember to save
your changes after each entry. Exit to menu when all entered and saved.

Field Value Value Value Value
Sequence 0 10 20 30
Description Step 1 Step 2 Step 3 Step 4
Escalate Yes Yes Yes Yes
Time Allowed 00:01 00:01 00:01 00:01
Bump Priority 10 15 20 25
Next Status Open Pending Pending Alert
Next Queue Customer Dispatch MGR-REV EMER

Note The first sequence must be numbered 0 to be applied by the system when a call is created.

Set Up the Escalation Control

1 Go to Call Escalation Control (11.1.13.24).

A warning message displays because escalation has not been enabled in the Call Management
Control.

2 Click Yes to enable escalations now.

3 Enter the following data in the appropriate fields.

Field Value
Escalation Printer Printer
Escalation Default SSMCLASS
Escalation Program Pause 30

Use Calendar Days in Escalation No

This will cause a new call to receive the escalation you have created. The Escalation Manager
will cycle through calls every 30 seconds.

4 Click Next to save your changes; return to the menu. (ignore the field for Escalation Prefix)
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Set Default Call Priority

1 Go to Contract Type Maintenance (11.5.10).

2 Enter NO-COVER as the contract type and click Next. Modify the Priority to be 100.

This will ensure that the Escalation Monitor will be able to apply the changes specified in the
Bump Priority field.

3 Click Next to save your changes. Return to the menu.

4 Go to Call Default Maintenance (11.1.21.10). Enter the following:

Field Value
Category Call

Work Code TECH
Escalation Number SSMCLASS

5 Click Next to save your changes; return to the menu.

Create a Call with Escalation Applied
1 Go to Call Maintenance (11.1.1.1).
2 Click Next, leaving the Call ID field blank for a system supplied number.

3 Enter the following data in the appropriate fields and click Next to save.

Field Value
Serial ESC

End User C-EUMDI1
Item Number C-S001

4 Respond with No when prompted to display other calls for this end user.

5 Click Next to accept the Call Date and Time.
Accept the Tech Work Code in the call defaults pop-up.

6 Click Next.

Carefully review the data in the Call Info frame. The initial priority defaults from the NO-
COVER service type.

Look at the escalation code and sequence associated with the call. It should be SSMCLASS
and 10. The initial step (sequence 0) has already been applied to the call, so the priority has
been increased by 10. The Queue and Status should also reflect the values of the first step:
CUSTOMER and OPEN.

Review the call's Next Status Date and Next Status Time.

Note If you happen to execute this exercise after 5 pm, the system may move the next status date
up forward one day (or more, if this is a Friday), based on the hours of coverage defined for the
NO-COVER service type. In this case, the escalation sequence cannot be demonstrated.

7 Click Next through the remaining call frames to complete the call, accepting any defaults.
Write down the call number here:
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8

Call ID:

Return to the menu.

Start the Escalation Monitor and Review Call

1

2

Go to Escalation Monitor (11.1.13.13).

Press Enter twice to begin program execution.

The Monitor will cycle through all open calls every 30 seconds, as specified in the Escalation
Control. When the system date and time is later than a call's next status date and time, the
monitor will apply the values specified in the next escalation sequence.

When you see your call display with a Yes in the Act column (Acted On), you know it has
been escalated.

Terminate the Escalation Monitor. Calls are only escalated when the monitor is running.
Return to the menu by pressing F4 twice.

Go to Call Queue Manager (11.1.6), and press F1.

Accept No to not retain the search criteria, press F1.

Arrow down until your call displays. It should now have a status of Pending.
Press F4 to return to the Search For frame.

Enter PENDING in the Status field and press F1 to review the call.
Have the other values of the call been modified also? Return to the menu by pressing F4 twice.

Note This is not the way escalations would be used in a live situation. Typically, the Escalation
Monitor is left running on a dedicated terminal and would simply monitor and apply changes to
calls in the background.

Turn off Escalations

Warning To ensure that other activities are not affected by escalations, turn off their use in the
Control.

1

2

Go to Call Management Control (11.1.24).

In the first frame, change Use Escalations to No. Click Next to save your changes and return to
the menu.
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Exercise 19: Standard QAD EE Engineer Scheduling

In this exercise, you complete a number of tasks:
- Create an engineer schedule
« Create an employee and an engineer
« Define settings in the Engineer Schedule Control
« Take a call with scheduling enabled

Set Up an Engineer Schedule

1 Go to Engineer Master Schedule Maintenance (11.13.15.1).
2 Enter WEEKDAY in the Schedule field, and click Next twice.

3 Setup aschedule from Monday to Friday, beginning at 8 AM and ending at 5 PM. Change the
No to Yes for Monday to Friday and enter 08:00 as the Start Time and 17:00 as the End Time.

4 Click Next to save your changes and return to the menu.

Defining an Engineer

1 Go to Employee Create (36.1.7.1).

2 Enter DEM the Employee Code field.

3 Click on Business Relation, enter DEM.

4 Inthe Employee tab tick the User field and select the login initials (demo) from the lookup.
5 Click on Save and Create.

6 Go to Engineer Maintenance (11.13.1).

7 Enter DEM in the Employee field and click Next.

The employee initials default into the Engineer field. Engineers can have codes distinct from
their employee code if needed; but in this case its not necessary.

8 Click Next to use the same code for both.

9 In the Engineer Data frame, enter the following data in the appropriate fields.

Field Value
Service Area AMERICAS
Group <blank>
Current Location <blank>
Schedule WEEKDAY
Field Engineer Yes

Pager <blank>
Status AVAIL

Site C1
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10

11

12

13

14

15

Field Value
Location <blank>
Calls per Day 6

Click Next to save your changes. Ignore the warning about the non existent location. Return to
the menu.

Go to Engineer Skills Maintenance (11.13.5).
Enter DEM in the Engineer Code field and click Next.

Click on the lookup to display the list of engineer skill codes.
These are the same codes used for call problems.

Select ELEC from the list and click Next.

Enter 1 in the Level field and today's date in the Cert field. Then click Next to save your
changes; return to the menu.

Set Up Controls

1

2

Go to Engineer Schedule Control (11.13.15.24).

Review the current Control settings. Change Display by Calls to No. Notice the different point
fields.

Remember the formula for calculating engineer points:

Area + [(Availability x Hours) + Availability] + (2 x Primary) + Problem

Based on these Control settings, which value do you think will have the most influence? Click
Next to save your changes; return to the menu.

Go to Call Management Control (11.1.24).

In the first frame, change Assign Primary Engineer to No and Schedule New Calls to Yes.
Click Next to save your changes; return to the menu.

Associate Engineer with End User

1
2

3

Go to End User Data Maintenance (11.9.1).
Enter customer number C-MDI, and click Next.

In the End User field, enter C-EUMDI 1.

This end user record was created during invoice post in Exercise 3: Updating the Installed
Base from a Sales Order, and currently has minimal information defined for it.

Click Next until the Service Office Detail Frame displays. Enter the following data in the
appropriate fields; then click Next to save your changes.

Field Value
Engineer Code DEM
Secondary Eng LKD
Engineer Group <blank>
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Field Value
Service Area AMERICAS
Escalation Number <blank>
Travel Distance 30 M

Travel Time 001:00

5 Return to the menu.

Create a Call and Schedule an Engineer

1 Go to Call Maintenance (11.1.1.1).

2 Enter the following data in the appropriate fields. Ignore any warning message that may
display. Click Next to save when done.

Field Value

Call ID <blank>
Serial 113

End User C-EUMDI1
Item Number C-S001

3 Respond with No when prompted to display other calls for this end user. Continue to click
Next, accepting any defaults, until your cursor is in the Caller field in the lower frame. Since
this call is created directly in Call Maintenance, defaults for the TECH work code are used.

Field Value
Prob/Skill ELEC

4 Write down the call ID and its next status date. This is the date that will be used when an
engineer is scheduled.

Call ID:
Next Status Date:

Notice how the Assigned field is blank and Schedule is set to Yes as a result of the changes
you made to the Call Management Control.

5 Click Next to display the Travel and Estimated Time frame.

The length of the call has been estimated as 3 hours, with an estimated travel time of 1 hour.
(Call length defaulted from Call Default Maintenance and travel time from End User Address
Maintenance.)

6 Accept these defaults and click Next.

You will notice a slight lag before the next frame displays. During this time, the system is
calculating point values for available engineers. When the scheduling frame displays, examine
it closely. The title indicates that availability is being displayed by hours. Notice how the
engineers are ranked. The engineer with the initials DEM should appear at the top of the list
with LKD next.

The following table shows how the point calculations are determined based on the weighting
values expressed in the Control.
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Engineer Area 10 Availability 10 Primary 20 Problem 15 Total
DEM 10 (8*10)+10=90 40 15 155

7 Do not select an engineer. Return to the menu.
To see how availability is affected when Display by Calls is set to Yes:

8 Go to Engineer Schedule Control (11.13.15.24).

9 Change the value of Display by Calls from No to Yes.

10 Click Next to save your change and return to the menu.

11 Go to Call Maintenance (11.1.1.1). Using the same call as noted in step 4 above, click Next

until the scheduling frame displays.

Notice how the order of engineers has changed. Do you know why? Notice the number of calls
that each engineer can still take. DEM can only take 6, but the rest of the engineers can take 10
calls and as a result, their availability points have given some of them a higher ranking.

12 Position your cursor in the line with DEM and press Enter to select DEM as the engineer to
assign. An asterisk should display next to your name, indicating that it is selected. Click Next.

The Call Engineer Schedule Maintenance frame displays. This frame enables you to modify
the schedule transactions for this call. Based on your analysis of the call, you think 3 hours is
inadequate.

13 Press Enter then Tab until your cursor is in the Visit Duration field and change it to 5. Click
Next to save your changes.

14 Continue on until the call is complete, accepting any defaults. You should be at the Call ID
number field. Return to the menu.

Review Engineer Availability

1 Go to Engineer Availability Inquiry (11.13.15.11).

The date displayed in the Display Availability For field defaults to the current day and
determines which week of availability is displayed on the inquiry. If your call's next status
date (which you wrote down in step 4 of the previous task) falls in another week, change the
Display Availability For to a day that will include it.

2 Verify that Display by Hours is set to Yes; then click Next twice to generate the report to the
terminal.
Review the information displayed. On the day in which the call assigned to DEM was
scheduled, only 3 remaining hours are displayed.

3 Change the Display by Hours field to No and execute the report again.

This time you should see 5 in the column for the day the call was scheduled. Do you know
why? (Hint: What did you specify for Calls per Day when you defined yourself as an
engineer?)

4 Return to the menu.
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Overview

Call Activity Recording
ﬁ
Record Service Activity
e Capture events
¢ | « Record resource use
e Update inventory
e Create ISB records
QAD Proprietary SSM-CAR-010

This lesson discusses in more detail the third stage in the call management life cycle: recording
service activity. Call Activity Recording (CAR) is used for recording of the labor actually
performed, the actual items consumed, and any expenses assumed while servicing the call. Item-

by-item recording is possible. Charges can be indicated as warranty, contract, covered, billable,
fixed billable, project, or giveaway.

Call Activity Recording provides the means of creating call invoices, managed in Call Invoice

Recording (CIR). Accurate call billing is crucial to any service operation, whether field or repair
center based.

User-definable control codes are used in CAR to control the cost flow into the General Ledger.

This allows recording of costs in specific service accounts and gives you full control over GL
reporting activity.
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Recording Service Activity

Recording Service Activity

Business Process

~ Who is calling?

~ Are the units covered under warranty?

~ Are they covered under contract?

~ How much is covered?

~ What needs to be done?

~ Does the end user have special invoicing needs?

An end user
requests service
on two installed

units

QAD Proprietary SSM-CAR-020

Many kinds of questions can arise whenever there is interaction with an end user concerning a
product. Information about the initial need is recorded when a call is created. These were some of
the topics covered in the lesson on Call Creation.
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Recording Service Activity

Business Process
~ When was the repair done?

~ Were there multiple visits? Request
~ What is covered under warranty? contract? for Service
- What is billable? ‘

~ Are there any limits to coverage? -
. Service
~ What parts were used on each visit?
~ What parts are being returned? Performed
-~ Who did the repair?
~ How long did each step take to complete?
- Are service costs being captured?
a |s this a fixed price repair?

QAD Proprietary SSM-CAR-030

After the initial request for service is processed, data about the actual activities performed must be
gathered. Accurate answers to the kinds of questions illustrated in the figure are essential to
support call invoicing and to ensure that you are meeting the contractual obligations outlined in
your service contracts and warranties.
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Recording Service Activity

Business Process

~ The customer wants detailed information
- The customer wants summary information

- Finance wants to review all service activity
prior to invoicing the customer

Request Serwce Document
for Service Performed Visit

QAD Proprietary SSM-CAR-040

Once a service activity is complete, an organization may have further need to produce reports
detailing what was done. A business organization must be able to present service information in
both summary and detail formats, both for the customer and for their own internal needs.
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Recording Service Activity

- Call Activity Recording (CAR) uses coverage
information and service codes previously set up

~ CAR provides an interactive interface to
answering the questions associated with a
service visit

~ CAR also provides control over the invoicing
process. Each service activity can be invoiced
immediately or accumulated together on one
invoice

a CAR lets you take advantage of flexible defaults
and enables input of manual overrides

QAD Proprietary SSM-CAR-050

Call Activity Recording (CAR) is designed for a wide variety of service contexts. It can be used by
engineers in the field who provide preventive maintenance or some other service. It can be used in
a repair depot environment or for telephone support.

Flexibility in CAR is derived from the many different ways that work codes, charge codes, service
categories, service types, and invoice sorts work together in different combinations to manage
different business capabilities.
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Benefits of CAR

Benefits of CAR

-~ CAR enables you to report parts, labor, travel,
and expense usage related to a specific call line

CALL: CA50
CALL: CA50 07/09/XX
07/09/XX Engineer: ENG-12

Engineer: ENG-12

) . Call Line Item # Serial #
Call Line Item # Serial # 1 10-15000 3A2

1 10-15000 3A2 7 Labor/Expenses

2 10-10000  479x Op_ Svc Cat oty
10 Labor-reg 25
Items
Op Item Qty
10 44-100 1
> Calll Line __Item # Serial #

2 10-10000  479x

Labor/Expenses
Op__ Svc Cat t
10  Travel 320 mI
QAD Proprietary SSM-CAR-060

As mentioned previously, one of the primary purposes of CAR is recording the details concerning
a service activity. These details can be broken down to the call line level. For example, you can
have several lines on a call. Even though the items all belong to one end user, the service activity
may be performed at different times.

Call Activity Recording enables you to track details separately for each line.
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Benefits of CAR

Based on your setup, CAR provides suggestions for:
~ Which service activities are covered

~ How much coverage is allowed

~ Where costs for each activity should be directed

QAD Proprietary SSM-CAR-070

There are a number of related setup and supportive functions that can be performed prior to using

Call Activity Recording. Not every business will require all the different kinds of processing
defaults.

However, once the setup is complete, the system automatically suggests default values for most
fields, so that data entry is minimized.

As this figure illustrates, the system analyzes the coverage for the call item and, based on this
information, suggests an appropriate code for managing the financial impact of the service.
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Benefits of CAR

Call &ctivity Recording

® GoTo ~  Actions 7| L Gopy | 0 Print 3] Preview

Header  Lines  Status

B Lines B> ltemDetal B Tawlnfo B Comments B Fault Codes D> Labhor/Ewpenses D= ltem Usage
Headzr
CalllD: CA100008 Bill To: RMA44CLST End User. RM44ELI01
Item Selection
Line  Serial Item Number wiork Cd
2 20001 Tech

Labor/E xpenses

Op Std0p Work Code Swc Cat Quantity Charge

10 Asm Tech

D> Call Line Status

TZor EST
CAR determines the product
line and GL accounts to use

for service costs.
NOCOWER

Svo Ty

Det

Item Usage Detail

Muli Entry: [

CAR suggests charge

Site: | 12000 Jel

Sve Type Used: std

responsibility based on the criteria Localion: [ 100 D
of the call and the repair. Lot/Seril \
Reference:.
Engineer: | Ewl
Price and covered amount l Service Category: Nems
are also determined. | O Alocaled 00
M0 Line:

EELEE
Items
2 | Contract Pelis v

P2 3 | Covered Amount 50000

Product Line: 7100
Project
Quantiy Used 1.0

Unit Cost: 0.000

Frice. 500,00/

Extended Price: 0.00

Currency: USD

Comments: [~

QAD Proprietary

_3M-CAR-080

As shown in the above figure, Call Activity Recording provides many other features important in
streamlining the process of recording service details and meeting special business requirements.
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Benefits of CAR

~ CAR provides a product line for each call
transaction involving revenue

~ CAR provides automated pricing recommendations
based on service price lists or item master price

~ CAR supports fixed price repairs

a Activity recorded in CAR consumes any limits
defined for an active contract

- Multiple service events related to one call line can
be maintained separately to produce multiple
invoices

QAD Proprietary SSM-CAR-090

Other features of SSM are used in conjunction with Call Activity Recording to manage service
inventory. For repetitive service functions, it is not necessary for the operator to manually key in
the items used and operations performed. These can be defined in service BOMs and routings and
automatically loaded into CAR as usage detail records.

Material Orders are another important feature that facilitate the management of service inventory.
Engineers can obtain the parts they need for service activities by ordering them with a Material
Order (MO). The MO effectively transfers the required inventory to the engineer's site/location in
preparation for its use on a call.

Processing in CAR can update the installed base in three ways: the call line item, any items issued
to repair it, any items returned. All updates to the installed base in CAR depend on setting the
Update ISB switch to Yes for the call line.
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Benefits of CAR

~ The detailed information contained in the BOM
and routing associated with a call item can be
automatically consumed in CAR.

- Parts ordered for a call on an MO can be loaded
into CAR and consumed.

~ Updates to the installed base are detailed on a
printed report.

~ CAR is tightly integrated with Call Invoice
Recording and enables you to control which
activity is invoiced.

QAD Proprietary SSM-CAR-100

Call Activity Recording eventually produces a standard invoice, just as a sales order does. It builds
on the processing logic of sales orders and work orders and provides the features that are familiar
to users of other parts of the system.

Other standard features you will see in CAR are shown in the figure.
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Benefits of CAR

- Standard QAD EE functionality is supported
in CAR:
— Multicurrency
— Multi-site
— Site security as part of FDC compliance
— Purchase order enforcement

— Standard inventory checks (over-issue policy,
restricted transactions) and updates

— Permits manual override of default or calculated data
in most cases

QAD Proprietary SSM-CAR-110

MQAD



Call Activity Recording 345

The CAR Process

The CAR Process

» The CAR Process

» Select a Call Line

» Record Labor, Expense, and Travel Info
» Record Item Usage

» Record Removed Material

» Determine Status of Event

» Determine Status of Entire Call

QAD SSM-CAR-120

Since there are a number of related activities that occur during recording of call activity, the
function is designed to sequence and organize the process. This makes it easier to use and to
concentrate on one particular aspect at a time.
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Grouping Data in CAR

Grouping Data in CAR
fCAR Header Eabor/Expense
T
Information for Information Related
Entire Call to Labor and Expense
|| Usage for a Specific
| Line
Call Li
Fault Codes
] ﬂverage Limits\C
]/ wierL [(—
T/ IsB Detail ﬁ\\ /Multi-Item Issu
r Iltem Detail o Item Use Det.
Item Selection - Item Usage
T Information Related Information Related
L to the Call Line L] to Item Usage for a
— — | Specific Line
QAD Proprietary SSM-CAR-130

Call Activity Recording is a multifaceted program that enables you to do a number of different
kinds of processing at the same time.
This figure shows how the data gathered in CAR is basically organized into four sections:

- Information related to the call as a whole

« Information related to a particular item on the call

- Information related to labor usage for a call line

« Information related to item usage for a call line
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CAR Header

CAR Header

- A valid Call ID must be entered

- Bill-To defaults from end user’s customer
— It can be changed as long as a pending invoice does not exist
~ The end user displays from the call and cannot be
changed
Call Activity Recarding %

M GoTo ™ Actions '| | Copy '| [9,;' Frint 1 Preview

Header Lines Status
B Header D Detads P Taxlnfo P+ Comments

Header

CallID: ca100000 Bill To: 00010000 End User: 0001 TZone: GMT-8
Eil-To End User
000 0000 5t Francis Medical

10309 Ornard 5t

City Morth hollwwood Ca 1606

United States United States

QAD Proprietary SSM-CAR-140

As shown above, the user must enter a valid Call ID to begin the CAR process. If the call specified
has the complete status, a warning message displays. If the call has the closed or hold status, hone
of the activity recording frames display. The Call Line Status frame displays immediately, so that
you can modify the status of the line to be changed. This is followed by the Call Status frame, so

that the call status can be modified.

The Bill-To defaulted from the Bill-To associated with the call end user's customer; however, this
can be initially modified. Once a pending invoice exists for the call, the Bill-To cannot be
changed. If a call has been taken for a temporary customer (as defined in the Temporary Customer
field of the Call Management Control) and the value of Call Activity with Temp is No, no activity
can be recorded for the call until the end user is associated with a valid customer. The End User
defaults from the call record and cannot be changed.
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CAR Header

~ Price list defaults from the service type providing coverage on the
call

- |If the end user requires a PO, it must be entered before activity can
be recorded

a Status, Priority, Caller, Phone, Description, Assigned, and Work
Code default from call and cannot be changed, although different
engineers can be assigned at the line level

Dietails

Status: urgent Channel: Curency: USD Language:
Froiy: 0O tissigned. DOMISH2 Taxable: | Pl -

Contract: ‘wiork Code: Tech Terms: _

Price List: Queue: Site:

PO Mumber: ‘ ‘ E xpire: Price Date: l:l
Caller: Hong vuan Comments: |V Reference:
Phane: Detail
Desc:
QAD Proprietary SSM-CAR-150

Notice that the lower header frame displays information that helps define the call, such as call
priority, status, price list, a brief description, who has been assigned to the call, and the work code
assigned to the first item on the call. Most of these fields default from the call and are display only,
although some can be changed.

Other fields may require the input/modification of information not available in Call Maintenance,
such as the taxable status, terms, site, and detail level.
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Call Activity Recording

Item Selection and Usage Frames

349

Installed Base

QAD Proprietary

Iltem Selection Item Detail .
) . Detail
Labor . Fault Codes |. CO\_/er_age WIP Eroduct
Expense ; Limits Line
|
Labor/Exp. 5 Item Usage | Item Usage Multi-ltem
Detail 9 . Detail Issue
|:| Related to Call Line Item Multi-ltem Returned
Return Detail Items Detail |
|:| Related to usage records

SSM-CAR-160

This figure illustrates how some frames in CAR gather information related to the call line item,

and some gather detailed usage records related to a service activity or event.
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CAR Item Selection Frame

CAR Item Selection Frame

a Specific call items can be accessed in order to
record service activity related uniquely to them

Call Activity Recording
# GoTo ™ Actions " | Copy '| [QPJ Print 4] Preview
Header  Lines  Statuz
P Lines P ltemDetal P Taxinfo P Commentz P> FaultCodes P Labor/Ewpenses B ltemlUsage B Call Line Status
Header
Call 1D CAQS0002 Bill Te: 002 End User: 002 TZone: PSTARODT
Item Selection
Line Serial Itern Murnber Work Cd Swvi Tupe Report
B57 HES7 Defaul 501 BBI4EEED
Itern Detail
Engineer: zzz Fixed Price: Guartity: 1
Site: 10000 Fixed Price: noo ISB Fef: B57
QAD Proprietary SSM-CAR-170

As you leave the first set of frames, the system determines how many items exist in the call
record's detail. The Line column always shows the last line on the call so that it is easy to see
initially how many lines exist.

The call line information is automatically brought in from the call record and displays under the
appropriate column heading: line number, serial number, item number, work code, and service

type.

1 The lot/serial number, item number, quantity, and installed base reference number uniquely
identify this line item. You can add more line items directly in CAR if you want. If you do,
they are subject to validation against the control settings you have defined in the Service
Management Control (Items in Installed Base and Items Must Exist).

2 The Work Code defaults from the work code specified for this call line in Call Maintenance.
For a new line, it defaults to the work code specified on the call header. The value specified
here defaults into the Labor/Expenses and Item Usage frames, indicating the type of work
performed for each labor operation, expense, and item consumed. If contract limits have been
set up using work code/service category combinations, this work code is used to determine the
applicable limit.
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If the work code has been defined with Fixed Price set to Yes in Work Code Maintenance, the
Fixed Price field in Call Activity Recording defaults to Yes, and cannot be changed. This
means that the service price is calculated at the fixed rate regardless of the actual cost of
service. The system looks on the call price list for a price with the fixed price unit of measure
(as specified in the Call Management Control).

Service Type defaults from the service type specified in Call Maintenance for this line. For a
new line, defaults first from a warranty or a contract covering this particular item. If the item is
not covered, defaults from the Default Call Service Type specified in the Call Management
Control. This field cannot be updated once a report for the item has been opened.

Report is an important field in CAR. The report is the logical entity that organizes detailed
usage records. This field can be manually assigned or automatically generated by the system.
To create a new report, enter the new number or clear the existing one for the system to supply
one. You can use the up and down arrow to scroll through any reports that exist for this line
item. The automatic number defaults from the Next ID field (work order lot ID) in the Work
Order Control (16.24).

MNQAD



352 Training Guide — Service and Support Management

What is a Report?

What is a Report?

- Provides a way to separate service events and
activity performed for a call line

~ Provides more control over invoicing:
— Enables progressive invoicing
— Enables you to choose activity to invoice

~ May correspond to in-house preprinted forms

- Once a report is open for a call line, most of its
related fields can no longer be changed, either
in CAR or Call Maintenance

QAD Proprietary SSM-CAR-180

Most service organizations currently have some method in place for engineers to record the items,
labor, and expenses associated with servicing an item. This is typically done with a numbered
paper report. Frequently, pre-numbered forms are used to ensure unigue report IDs. Engineers may
turn in these reports as a job is completed; or for lengthy jobs, reports may be turned in daily or
weekly. All activity can be recorded on one report, or multiple reports can be opened for one line
item.

More than one invoice can be generated for activity recorded against a call or a call line item. This
is important if the call activity is going to cover several days or weeks, as might be the case in a
complex installation. The engineer can record expenses at the end of each day or week by creating
multiple reports for a single line item.
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Report Status

Report Status

- Invoicing is controlled through the Report Status

W GoTo > Actions *| L) Copy ~| & Print 4| Preview

Header  Limes  Status
B Lines B ltemDetal B Taxinfo B Comments B FaukCodes B Lsbo/Expenses B ltemlsage B Call Line Status

Header

CallD: 4030002 Bil To: 002 EndUser. 002 TZone: PSTADT
Item Selection
Line  Seral Item Number work Cd Sve Type Report
657 1657 Default 5C1 33946650
Jtem Distal
Engiesr: zzz Fired Price: Quantity: 1
Site: 10000 Fixed Price: 0.00 IS8 Ref: B57

Location: Wisit 1D 0 Coverage:

Status: | Invoicea Fricing Date: 7/16/2003 Taxable:

EOM Code: Comments:
FRouting: Fault Codes:

Sales Acct: 3000 oo oo

Disc Acct: 3300 oo

Praject Update Installed Base:

Report Status is
related to invoicing

[T

QAD Proprietary SSM-CAR-190

Each report opened for a line item has a status, indicating its position in the recording life cycle.
Four statuses are currently used:

Quote (Q). A report opened in Call Quote Maintenance to record the activity that would be needed
to service a line item is given a status of Q.

Invoiceable (1). The initial status of a new report opened in Call Activity Recording is invoiceable,
indicating that this report is ready to be invoiced.

Hold (H). This status can be used in Call Activity Recording to indicate that a report should not be
invoiced. Reports are automatically set to Hold by the system if an error occurs during the
transaction processing step. This status can also be specified manually if you want to delay
invoicing for some reason.

Closed (C). When an invoice is posted, the status of the report is automatically set to C. You can

manually close a report with no detail if it was opened by mistake. Once closed, a report cannot be
reopened. A closed report cannot be modified, with the exception of fault codes and comments.
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Report Status Use

Report Status Use
Call Line 1 SReport #1 © SReport #2 2
O Date: 4/1/XX o O Date: 4/2/XX o
gStatus: | g g Status: H g
0 4 hrs labor cov 100%0 0 2 hrs cov 100%=$0 o
os0 ° 0 3items @ $40=$120°
o o o
o2items @ $125.00 ¢ [¢) o
Call Line 2 gReport #3 g
O Date: 4/1/XX o
gStatus: | g
0 2 hrs labor cov 100%o
30 °
o o
olitems @ $179.00 o
Only reports 1 and 3 are eligible for invoicing.
QAD Proprietary SSM-CAR-200

The status associated with a report can be used to include or exclude it from invoicing. For
example, if you have entered a report but not yet invoiced for it, you can enter a second report and
put it on hold status. When the call invoice is generated, only the invoiceable report (status=I) will
be included, not the report on hold. If you do not do this, the invoice accumulates all open
guantities for the line item.

An existing report can be modified as long as it has not been posted. Once posted, the report
information can be viewed, but not updated.

MQAD



Call Activity Recording 355

[tem Detail Frame

~ Permits modification of information related to
the call item
Item Selection
Line Serial Item Mumber ‘wiork, Cd Svc Type Fepoit
B57 657 Default 5CA1 BE346650
Item Detail
Engineer: zzz Fixed Price: Quantity: 1
Site: 10000 Fixed Price: noo I5B Fef: B57
Location: 100 Wisit [D: u] Coverage:
Status: | nvoicea Pricing Date:  7/16/2009 Taxable:
BOM Code: Comments:
Routing: Fault Codes:
Sales Acct: 3000 0o oo
Disc Acct: 3300 0o
Project: Update Installed B ase:
QAD Proprietary SSM-CAR-210

Engineer. Engineer defaults from the engineer assigned to this item on this call. For a new
line, it defaults from the engineer assigned to the call. This engineer provides the default for
each line of detail on reports opened for this call line. When the first report for a call line is
created, information associated with the engineer is used to determine the line item site, which
may also affect the BOM and routing suggested by the system.

Site and Location. The site code and location identify the facility from which items used to
service this call line will be issued. It is used as the default for all item usage records. The
same logic is used in CAR for determining a site.

Site defaults from the engineer record if the engineer has a designated site. Otherwise, the
system looks for the site associated with the engineer's assigned area, then the default spares
site specified with Default Site Maintenance, then the site associated with the item in the item
master, and finally, the call customer site.

Since costs are set up by site, once a report has been created, the site associated with the line
cannot be changed.

BOM Code. BOM codes can be associated with an item in Service Item Maintenance or
Service Item by Site Maintenance, or can be entered manually.

Routing. Routing codes can be associated with an item in Service Item Maintenance or Service
Item by Site Maintenance, or can be entered manually
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Loading BOMs/Routings in CAR

Loading BOMs/Routings in CAR
PM for Item 10-10000

Op 10: Replace cartridge

Items needed: rag, new cartridge
Op 20: Lubricate moving parts

Items needed: oil
Op 30: Clean drum

Items needed: fluid, dispenser

Labor/Expense Usage

Op Std Op Work Code Svc Cat Quantity Charge Det Items

10 Op-113 PM Labor .5 Contract No Yes
20 Op-114 PM Labor .25 Contract No Yes
30 Op-115 PM Labor .5 Contract No Yes

Item Usage

Op Item Number Work Code Qty Used Charge Det MO

10 FS-1024 PM 1 Contract No
10 FS-2178 PM 1 Contract No
20 FS-1788 PM .1 Contract No
20 FS-0038 PM .5 Contract No
QAD Proprietary SSM-CAR-220

When you finish the item detail frame, the records associated with the BOM and Routing are
loaded into the item usage frame for the first operation on the routing that does not already have
items. If you do not want this to happen, you should clear this field before continuing.

Once the BOM and Routing associated with the line item have been generated, the field becomes
display only and cannot be changed.
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[tem Detail Frame

Item Detail Frame
Call Activity Recording
® GoTo v Actions 7| L Gopy | 0 Print 3] Preview
Header  Lines  Status
B Lines B ltemDetal B Taxlnfo B Commerts B Fault Codes B Labor/Ewperses B ltemUsage B Call Line Status
Header
CalliC: CADa0002 Bill T 002 End User: 002 TZone: PST/PDT
Item Selection
Line Serial Itern Mumber work Cd Sve Type Report
£57 57 Defaut SC 83948850
Item Detail
Engineer. zzz Fixed Price: Quantity: 1
Site: 10000 Fixed Price: oo ISE Ref B57
Locatior: 100 Misit (D 1} Coverage:
Status: | Irvvoicea Piicing Date: 7/16/2009 Tawxable:
BOM Code: Comments
Routing: Fault Codes:
Sales Acct 3000 oooi oocr
Disc Acct 3900 oam
Project: Update Installed Base;
QAD Proprietary dack ] e ] SSM-CAR-230

Project . The project field is for reference, so that you can attach a GL project code if needed.
If a project is associated with the contract providing coverage on the call, it displays by default
in this field.

Fixed Price (Y/N) and Fixed Price. If this is a fixed price work code, Yes displays in this field;
otherwise, it is no. Fixed price repair means that the customer is charged a fixed amount for
service, regardless of the price of the individual item used. If Fixed Price is Yes, the system
searches the price list specified on the header for a price for this item with the fixed price unit
of measure specified in the Call Management Control. If none is found, the default price will
be zero and must be entered manually.

Coverage (Y/N). Defaults from the Coverage Window setting in the Call Management
Control, but can be modified. If Coverage is Yes, a frame displays showing coverage
information such as contract number, contract service type, start and end date, active service
type, warranty service type, if any, and install and expiration dates.

Fault Codes (Y/N). Defaults from the Use Fault Codes setting in the Call Management
Control. Setting Fault Codes to Yes brings up a frame where you can enter various problem,
cause, and resolved codes, just like the one displayed in Call Maintenance. If fault codes were
used in Call Maintenance, the values set there display here so that you can make adjustments
or add new information.
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Update ISB (Y/N). Defaults to Yes if the item is already in the installed base. Also defaults to
Yes if the value for Update I1SB for the end user and Update ISB for the item (from Service
Item Maintenance) is Yes. Otherwise, defaults to No. This setting enables you to control how
the installed base is updated. If this flag is Yes and the call line item is not in the installed base,
a pop-up displays so you can specify ISB parameters and add the item to the installed base. If
the call line item is already in the installed base, no additional frames display.

If Update ISB is Yes and Load Available Structure is Yes in the Service Management Control,
the system automatically adds all component items issued as item usage to the installed base, if
they have been marked as belonging in the installed base in Service Item Maintenance. Items

returned that exist in the installed base are removed regardless of the setting of Load Available
Structure.
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CAR ISB Detail Frame

CAR ISB Detail Frame

~ Appears only if Update ISB is Yes and item is
not in the installed base

- Permits entry of information for the ISB record

Installed Baze Detail
Description: | Oasis [TM] Coaling Sys | Quantity: 1.0
[ Home/Ind. Model |
aodel | - ‘
Install Date: [ 772402009 = Reviovet |
‘warranty End: I:I Lacation: | |
Parent ltern: | /:" Parent |SE Ref: I:I
Parent Sena\:| | Comments: ¥
QAD Proprietary SSM-CAR-240

If the Update ISB field is set to Yes for the item being repaired and the item is not currently in the
installed base, a pop-up window displays for information to use on the ISB record. If the item
being repaired is a component of another, you can specify a parent item and serial number so that
the installed base configuration is properly updated.

This frame is similar to the one that you saw in Sales Order Maintenance when we created a sales
order and shipped an item to the installed base in Chapter 2.
If you specify that the item should be added to the installed base with an active warranty, you
will be prompted to change the effective service type to the warranty type for coverage of
usage details on this call line.
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WIP Product Line

WIP Product Line

~ The WIP account of this product line is used to
accumulate costs of activity before invoice post

~ Default value depends on value of Use Item
Prod Line in the Service Management Control

— If Yes, product line of item being repaired is
suggested

— If No, product line of service type is suggested

QAD Proprietary SSM-CAR-250

The WIP Product Line accumulates costs from CAR before being posted via invoice post to the
appropriate accounts.
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Coverage Information

Coverage Information

~ Appears if Coverage is Yes in Item Detail Frame

- Provides coverage information related to the
call item

Call Activity Recording

M GoTo ~ Actions '| I Copy '| @,,J Print a] Preview

Header  Lines  Status

P Lines B lternDetal B Tawinfo B Comment: B Faul Codes B Labor/Expemses B lternUsage P Call Line Status

Call 1D CAT000M Bill To: RM40CIST End User. 4032 TZone: EST/EDT

Coverage Information

Contract: Contract Line: 0

‘Warranty Service Type:

Contract Sve Type: Irztall D ate:
Start Date: “waranty End:
End Date:
Service Type Used: FIXED Currency: USD
QAD Proprietary SSM-CAR-260

This screen displays all of the detail about the coverage limits currently applied to this line item.
Only limits that are effective on the call open date display. These limits can be derived from a
contract, service type, or warranty, as indicated in the header of the frame.

Limit Qualifier. Limits can be set up in three different ways: as a total record, by invoice sort, or
by work/code service category combination. This column will display Total Limits in the first
case. Otherwise, it will display the name of the invoice sort or work code/service category.

Amount. Displays the actual limit amount as defined for the service type or contract.

Used/Consumed. This field has a value only for contracts. As activity is recorded for an item
with contract coverage, the quantity consumed against active limits is accumulated. the
amount displayed in this column combines any amounts that have been used on open calls
with any amounts that have actually been posted for call invoices.

List Price Limit. Displays the list price limit defined for the service type or warranty. If the
price of an item to which this line applies exceeds this limit, it will not be covered even if all
limits have not been consumed.

% Cv. Displays the level of coverage associated with this limit record.
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Call Maintenance Impacts CAR

Call Maintenance Impacts CAR

~ The service type assigned in Call Maintenance is
used as the default for the line in CAR

— System looks at the installed base for a warranty,
then the contract file for a contract

— Otherwise, the Default Call Service Type in the Call
Management Control is used

QAD Proprietary SSM-CAR-270

Much of the background for processing in CAR has already been set up when the call was taken.
This figure shows how the system applies values from the service type found to be effective when
a call is taken. The levels and limits of coverage for this type will carry over into CAR.

Typically, these are not changed. If a contract exists for an item, in a typical business situation, this
is what is used to cover it. If you choose to override the coverage determined by the system, the
system still retains information about any contract or warranty associated with the item.

MQAD



Call Activity Recording 363

Fault Codes

Fault Codes
~ Appears if Fault Code is Yes in Item Detail Frame

- If codes were entered in Call Maintenance, they
can be reviewed and updated here

Call Activity Recarding
M GoTo = Actions " L] Copy " @ Print & Preview
Header Lines  Status
B Lines P ltemDetal P Taxinfo B Comments P FaultCodes P Laboi/Expenses B ltemUsage B Call Line Status
Call 1D: Ca100001 Bill To: RM40CUST End User: 4032 TZone: EST/EDT
Item Selection
Line Serial Itemn Murnber work Cd Swe Type Repart
3 2bhb Tech FIXED 88931559
Fault Codes for Call Line 3
Line Problem Cause Fes Hours
1 [ELEC || Misuse ~ || Replaced - 2m
SSM-CAR-280

QAD Proprietary

If Fault Codes is Yes the fault code pop-up appears. This is the same pop-up used in Call
Maintenance. If information was entered for the call line in Call Maintenance, it is displayed.
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Labor/Expenses

Labor/Expenses

~ Permits recording of labor, expense, and travel
expense incurred during service for a specific
call line

M GoTo ~ Actions v| Ll Copy ‘| @,,J Print %] Preview

Header Lines  Statug

B Lines D= ltem Detal B Taxinfo B Comments B Faull Codes B Labor/Ewpenses B ltem llsage B Call Line Status

Call 1D: CA10000 Bill To: Rib40C1S1 End User 4032 TZone: EST/EDT

Item Selection

Line Serial Itermn Murnber whark Cd Sve Type Feport
3 2bb Tech FI<ED 88931553

Labar/Expenses

Op StdOp ‘wark Code Swi Cat Quantity Charge Det Items
10 REPINSP Tech Labor 08 billable peliv v
QAD Proprietary SSM-CAR-290

The Labor/Expenses frame enables you to record the operation steps taken and expenses incurred
in servicing the call line item. Notice that the fields in the Item Selection frame retain their values.
All information recorded in the Labor/Expenses frame will be recorded against the displayed item.

Op. Op is the operation number, which is used to track the sequence of tasks performed within
a service, much like a routing sequence. Operation numbers always start by default with 10. If
the service BOM and routing associated with the item being repaired are loaded into CAR,
each operation on the routing will already be available for editing.

While multiple items can be consumed for one operation, only one line of labor or expense can
be recorded per operation. If you need to specify several different service categories, each
must be associated with a separate operation number.

Std Op. Standard operation codes are set up using Service Std Operation Maint (11.19.21). If
you have created codes representing common operations performed in the repair or
maintenance of an item, you can enter them here. If a service standard operation code is
entered, values for the service category and quantity default. If the standard operation has a
BOM associated with it, you are prompted to load the items specified as item usage for this
operation. The labor rate of the work center associated with the routing step or standard
operation is used for calculating labor costs.

Once a line has been recorded, the operation cannot be changed, since other values came from
it. If the wrong standard operation is specified, you must delete the line and reenter it.
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Work Code. Defaults from the Item Selection frame (which defaulted from the call record),
and can be modified. If coverage limits have been set up using work code/service category
combinations, this work code is used to determine the applicable limit. It is used when the
system suggests a charge code and also in the search for a price for labor and price and cost for
expenses. If the work code is changed, the default charge code is automatically recalculated by
the system.

Svc Cat. Service categories are predefined in Service Category Maintenance with one of the
following flags set to Yes: Labor, Expense, Travel Labor, or Travel Expense. For standard
operations and operations defined as part of a service routing, this service category defaults
from the operation. Otherwise, it defaults from the Default Labor Svc Cat field in the Call
Management Control.

Service coverage limits can be consumed based on the service category specified. Service
category is also the basis of pricing for labor and expenses and for cost prices for expenses. If
the service category is changed, the default charge code is automatically recalculated. Once a
labor or expense record is saved, the service category can be modified, but only to a service
category of the same type. You cannot switch a labor or travel labor category to expense or
travel expense.

Quantity. The number of units of the associated service category consumed by servicing this
line item. For labor, this is calculated in hours. For expenses, it represents 1 unit of the service
category. If a standard operation is used or this operation has been generated from a routing,
this field defaults from the operation run time. The quantity is used to calculate the extended
price according to the formula:

(Quantity x Price) - Covered Amount
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Charge Code

Charge Code

- The charge code is suggested by the system
based on two possible setups:

— Default Charge Code Maintenance
— Detalls associated with the service limits in effect

Charge Product Line Maintena | I

W GoTo = § Adiane *| [t rom oL oy & i |

Call Activity Recording
Chaige Code: Bilable ® GoTo *  Actions | || Copy *| [ Print ] Preview
Wiork Code: Header  Lines  Status
Service Categone B Lines B ltemDetal B Taxinfo B Comments B Fault Codes B Labor/Expenses B ltem Usage B Call Line Status
Service Type:
CallID: CA4100001 Bill To: RM40CUS1 End User. 4032 TZone: EST/EDT
Item Praduct Line:
Service Group: Item Selection
Line Serial Itern Mumber “Wark Cd Swve Type Report
Change Product Line: IE 3 2bb Tech FI<ED 08531553
Labar/Expenses
Op Std Op “work Code Swe Cat Quantity Charge Det Items
10 FREFINSP Tech Labor 05 [blbe O v
QAD Proprietary \R-300

The charge code entry is a suggestion supplied by the system based on a number of factors. If the
work code is marked as fixed price, the Fixed Billable charge code set up with Default Charge
Code Maintenance displays.

If this is not a fixed repair, the under- or over-limit charge code associated with the coverage limits
of the contract or service type in effect is used. The one suggested depends on the extended price
of the operation and, for contracts only, the amount already applied against the limit. If charge
codes are not associated with the limits, one of the charge codes set up in Default Charge Code
Maintenance (11.21.21.13) displays, depending on the source of coverage (contract, warranty, or
call default service type) and whether the current operation is over or under limit.

You can override the displayed value with some restrictions, but cannot change between a non-
fixed and fixed repair charge code. The charge code specified is used to determine the charge
product line. The product line in turn, determines the GL accounts affected by this service activity.
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Labor/Expense Detail

Labor/Expense Detall

a Displays if Det(ail) is set to Yes in the Labor/
Expenses frame

~ Provides detailed information about the labor/
expense activity being recorded

Labor/E=penses Detail: Dperation 50
Engineer: Product Line: 7500
Start D ate: Praject:
Start; I:I Quantity: 5.0
End Time: I:I Price:
Standard Cost: 0.0 Covered Amount:
Comments: Extended Price: 50.00
Swe Type Used: aaa Currency: USD
Desc: | aperation 1
QAD Proprietary SSM-CAR-310

The information in the Labor/Expenses Detail frame may default from information recorded
during the call or information stored in related records. Otherwise, it is calculated by the system.
Standard costs are calculated as follows:

If the service category used on this line is related to labor, this field displays the standard labor cost
for the engineer for one hour, and cannot be changed. Cost is derived from the work center
associated with the operation (either from the service routing or a standard operation). For labor
operations entered manually, the cost is derived from the default Service Work Center specified in
the Call Management Control.

If the service category used on the line is related to expenses, the cost is derived from the expense
cost price list (type E) associated with the call. The cost of one unit of the service category
displays. If no expense cost list is found, expense cost defaults to zero and must be specified
manually.
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Pricing in CAR

- Pricing is determined by price list in CAR header
- This must be a service price list of type R (Repair Pricing)
J Service Pricing Maintenance ‘
W GoTo v Adions 7| Ll Copy v| (3 Print 4] Preview
Price List: C-5001 Type: C [C/R/E) Contract Pricing
Currency: USD
Work Code: Product Line
Service Group: Service Category,
Item Murmber. 00-0030
Uit of Measure: E& Uit of Measure: B4
Start: List Price: 0.00
Expiration: 7/24/2003
Amount Type: P [DMP) Price
tin Gty Frice Min Gty Price Min Gty Frice
[ 1 1,000.0)] [ o 0. [ o | 0o
Lod ] o [ o 00
QAD Proprietary SSM-CAR-320

The price defaults from the price list specified in the CAR header, unless this is a fixed price
repair. For fixed price repairs, the price was determined at the call line level. Prices for individual
details default to zero and cannot be changed.

The price displayed is the price for one unit. Prices for labor are based on the service category. If
the system cannot find a price on the price list, the default is zero and must be entered manually.
The Extended Price is calculated by determining the covered amount from the service type
currently in effect and subtracting it from the total price (price x quantity). Price can be changed,
but the field can be secured.

Covered Amount is the total price for which the customer is not billed as determined by coverage
limits associated with the current contract or service type. The amount covered can be zero if no
coverage is provided, if service limits on a contract have already been exceeded, or if a list price
limit is exceeded. Covered amount can be modified, but the field can be secured. The covered
amount cannot exceed the price times the quantity.

For fixed price repairs, covered amount always defaults to zero and cannot be changed.
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Item Usage

Item Usage

a Permits recording of inventory items used
during service for a specific call line

Call Activity Recording
# GoTo ™ Actions '| | Copy " [;?PJ Print 4] Preview
Header Lines  Status
P Lines P ltemDetal P Taxinfo P Comments P Fauk Codes P Labor/Expenzes P ItemUsage P Call Line Status
Header
CallID: callt Bill To: Pocust End User: RMIEL4 TZone: EST
Item Selection

Line Serial Item Mumber ‘whork Cd Swc Type Feport

3 azdf bo0g Tech aaa 12185
Item Usage
Op Item Mumber ‘whork, Code Gty Used [ty Fiet Charge Det MO
007376F Tech 10 10 Wananty
QAD Proprietary SSM-CAR-330

The Item Usage frame is the portion of Call Activity Recording where you report the inventory
items (parts) used to repair or service the item listed in the Item Selection frame. Item usage can be
recorded against each operation or all items used can simply be added after you complete the
Labor/Expenses frame.

The Item Number must be a valid inventory item defined in the Item Master. If a service BOM is
associated with the item being repaired, it is exploded and the items are loaded as item usage for
the first operation without an attached BOM. If you need to record the use of a non-inventory item,
it should be entered as an expense in the Labor/Expense Usage frame.

The Work Code defaults from the call line and can be modified. If coverage limits have been set
up using work code/service category combinations, this work code is used to determine the
applicable limit. It is also used by the system to determine the default charge code. If the work
code is changed, the default charge code is automatically recalculated by the system.

The Qty Used is the number of units of the item consumed in servicing this line item. If this usage
line was loaded from a service BOM, the standard quantity per of the component is loaded into this
field. If this usage line was loaded from a Material Order, the order quantity defaults into this line.
The quantity used is used in the calculation of the extended price according to this formula:

(Qty Used x Price) - Covered Amount

Qty Ret indicates the number of units of this item being returned. If the item being issued is
repairable (as defined in Service Item Maintenance), the Qty Ret defaults to the Qty Used.
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Returns in CAR are not the same as RMAs. Items are normally returned as part of an exchange
when the engineer replaces a defective or worn item with a new one or because items were ordered
for this call on an MO and not required. Returning items is discussed more in a later lesson.

A charge code is a suggested for items just as for labor and expenses.

Setting Det (Detail) to Yes activates the display of the Detail frame, which shows more complete
data for this line item. If you are returning items and want to update the installed base, set this to
Yes so you can enter the serial or ISB reference of the returned item.
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Item Usage Detail

Item Usage Detail

~ Displays if Det(ail) is set to Yes in the Item Usage frame
a User can supply details for multiple items by setting

Multi to Yes
Item Usage Detail
= ulti Entry: Product Line: 7100
Siter m Pioject:
Location: _ Guantity Used: 1.0
Lot/Seriat | Unit Cost 0.000
Feference: l:l Frice:
Engineer: _ Covered Amount:
ervice Categony: Items Extended Price: 0.00
Gty Allocated: Cunency: USD
M0 Line:
—|SV° Lee2eed 231 Yes, another pop-up displays. Ime”t&

QAD Proprietary SSM-CAR-340

Setting the Det field to Yes in the Item Usage frame displays the Item Usage Detail frame. Multi
(Y/N) Defaults to No unless the quantity used is greater than 1 and the item being issued was
defined in the Item Master with Lot/Serial Control set to S. If Yes, a detail frame appears enabling
you to enter a site, lot/serial, and location, and reference for each item consumed. Note that the
records created as a result of executing this frame are not the same as detail allocation; they simply
record detail about the items to be consumed.

Unit Cost is a display-only field showing the cost for one unit of the item being issued. Cost is
derived from the site specified for the item being repaired, which is not necessarily the site from
which the component is issued. During CAR processing, any items from alternate sites are
transferred to the call item site and issued from there. The inventory transfer creates a GL
transaction for any variance in costs between the two sites, before the item is issued.

Price defaults from the price list specified in the CAR header, unless this is a fixed price repair. For
fixed price repairs, prices for individual details default to zero and cannot be changed.
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Returning Items in CAR

Returning Items in CAR

- |f an end user simply wants to return a product,
an RMA should be used

~ A business may also need to manage returned
goods as part of a service activity:
— The part replaced in a service activity is repairable
and can be refurbished

— The part replaced has some intrinsic value and the
end user should receive credit for it

— A part replaced was tracked in the installed base as
part of a product structure and the ISB record needs
to be removed

— Too many items were ordered for a call with an MO
and some need to be returned

QAD Proprietary SSM-CAR-350

Returns in which it is not necessary to record an engineer's time and material should be handled in
the Service and Support module through an RMA. The customer simply returns an item, and you
ship them a replacement. The item can then be repaired with a repair work order or by creating an
RTS (Return to Supplier) and then returned to the customer.
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Returning Items in CAR

~ CAR accommodates the need to dispose of
removed material or unused items during a
repair. This need may have a number of
variations:

— Part being issued is the same as the part being
returned

— Part being issued is different than the part being
returned

— Part removed needs to be repaired
— Part removed will be scrapped

— End user should receive credit for value of the
removed part

QAD Proprietary

SSM-CAR-360

CAR provides support for returns and exchanges in the context of recording service activity. A
number of different scenarios exist in which items might be returned in CAR as noted above.

All of the items ordered by an engineer for a call with an MO must be accounted for before the
call can be closed. If some items are not needed, they can be returned directly in CAR.

In the repair or maintenance of an item, engineers frequently replace a faulty or worn part with
a new one. In some cases, the old part is returned and simply discarded. In other cases, the
used part has some value for which the customer receives credit. In this situation, the used part

can be returned in CAR as part of an exchange.
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Returning Items in CAR

- If you enter a number in the Qty Ret field, you should
always set Det to Yes to review the Returned Items
Detall

@ GoTo - Actions ‘| L Copy '| @ Print + Preview

Headzr Lines  Status
P Lines B ltemDetal B Taslnfo B Comments B FaultCodes B Labor/Expenzes B ItemUsage P Call Line Status

Header
CalllD: CA7100001 Bill To: AM40CUS1 End User: 4032 TZone: EST/EDT
Item Selection Item Usage Detail

Line  Serial Muli Entry: Product Line: 7500

3 Site: m Project:
Location: _ Quantity Used: 5.0
Lot/Serial| Uit Cost: 0.000
Item Usage Reference: l:l Frice: 1.00
Op Engineer: _ Covered Amaunt: t MO

10 Service Category: Item Extended Price: 5.00
Qty Allocated: Cunency: USD
MO Line:
Swve Type Used: FI<ED Comments: |
QAD Proprietary SSM-CAR-370

Return processing is governed by return status codes that work in conjunction with default sites.
These were discussed in the Setup Chapter.
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Return Status Logic

Return Status Logic

Enter return status
code in the CAR
return detail frame

Is item
returned
repairable?

Is Good Yes
on the Return
Status?

Yes Use Return
Site/Location
defined in Default
Site Maintenance

Yes

Use Repair
Site/Location
defined in Default
Site Maintenance

Is Scrap
Yes on the
Return Status?

Use Scrap
Site/Location Yes
defined in Default
Site Maintenance

lNo

Use Return
Site/Location
defined in Default
Site Maintenance

QAD Proprietary SSM-CAR-380

This figure illustrates the logic the system uses to determine default sites based on return status
flag values.
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Exchanging Items in CAR

Exchanging Items in CAR

~ An exchange is indicated when the return status
has Exchange set to Yes

~ The system looks for an exchange price for the
item:
— On the call’'s price list

— Using the exchange unit of measure defined in the
Call Management Control

QAD Proprietary SSM-CAR-390

The exchange UM defines the unit of measure to be used in Service Price List Maintenance when
setting up repair price lists for exchanges in Call Activity Recording.

When a return status with Exchange set to Yes is used in Call Activity Recording for a non-
covered item, the system searches the call price list for a price with this UM. When it finds it, the
associated price is assumed to be the exchange (or credit) price.
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Marking Returns as Pending

Marking Returns as Pending

- Can only be used with items ordered on an MO
for the call

- No inventory processing takes place, but the
item is “tagged” as pending return

a Pending returns can be completed in MO
Direct/Pending Returns

- Warning: Call cannot be closed until pending
returns are completed

QAD Proprietary SSM-CAR-400

Pending returns can be used only for items ordered on an MO. For Pending to be set to Yes, Good
must also be Yes, and Scrap must be No. Since the items being returned were taken directly out of

inventory and not used, they should still be good, and should be returned to a site/location for good
stock.

The pending status is used in Call Activity Recording to mark items ordered on an MO as returned.
During a pending return, the return is registered against the call and allocations for the returned
items are cleared. However, no inventory transfer takes place. The return must be completed later,
using MO Direct/Pending Returns (11.11.8).
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CAR Confirmation Frame

CAR Confirmation Frame

~ When recording activity is complete, you are
prompted to review the inventory about to be

issued
— Always say Yes
Call Activity Recording
W GoTo-™ Actions '| |- Copy " [QPJ Print 4] Preview

Header | Lines | Status
P Lines P ltemDetal P Taxinfo P Comments B Fauk Codes P Labor/Expenses B ltemUsage B Call Line Status
Header

Call D CAT00001 Bill To: Fik440C151 End User. 4032 TZone: EST/AEDT

Display inventory about to be processed

yes no |

QAD Proprietary SSM-CAR-410

Inventory processing in CAR is similar to a backflush operation. The service activity has already
taken place; now you are entering information about labor already performed and items and
expenses already consumed. Therefore, the system assumes you want to issue the inventory
immediately, once it has been recorded.

When you exit the usage frames, you can optionally view a confirmation frame, listing the items to
be issued and returned. It is recommended that you always review the summary information to
ensure that the correct parts have been entered and the inventory sites and locations are correct.

If the information does not appear correct, respond with No to the prompt. In this case, you are
returned to the Item Selection frame so that you can proceed through the detailed usage frames
again and make any needed adjustments.

If you accept the information, the next frame prompts you for an output device.
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Report Generation in CAR

379

Report Generation in CAR

~ The output device requested in CAR is for a
report with important information about:

— Installed base updates (both items added and
those removed)

- Inventory error messages
— Inventory warning messages

~ The installed base updates and inventory issues
occur as part of CAR processing

— This is unlike RMAs where ISB updates occur at
Invoice post

QAD Proprietary SSM-CAR-420

Inventory issues in CAR are subject to the same rules that govern inventory throughout the system.

The location status determines the overissue policy.

If any errors are encountered during the issue process, the report status is set to Hold. You must

correct the conditions causing the errors, set the report status to Invoiceable, and reprocess
inventory transactions in CAR before that call line can be set to complete.

the

MNQAD



380 Training Guide — Service and Support Management

Call Line Status

Call Line Status

- After inventory and ISB processing, the Call Line Status
frame displays

- System sets status based on the Close on Recording
setting in the Call Management Control

Call Activity Recording

M GoTo ~ Actions '| L Copy '| @,,J Print & Preview

Header  Lines  Status

> Status

Status: | CLOSED L2 Complete Date: | 7/24/2009 = | Time: | 0300 |

Close Date: | 7242009 | Time: | 02:00 |

Display TZ: Mext Status Date: [ 5/18/2008 | Time:[2128 |
Daybook Set:

QAD Proprietary SSM-CAR-430

If all the inventory issues for a line complete correctly in CAR and no other errors are encountered,
the system first tries to set the line's status to either complete or closed, depending on the value of
Close on Recording.

A line with a complete or closed status is subject to invoicing, as long as it has invoiceable reports.
The complete status does not prevent you from recording more activity against a line. You can add
to an existing report if needed, or open another report to record more activity. This enables you to
progressively invoice for lengthy recording sequences. If the call line status is closed, more
activity cannot be recorded against it unless the status is first changed.
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Call Status

Call Status
a System sets call status based on line statuses
and the Close on Recording setting in the Call
Management Control
Call Activity Recording
M GoTo ™ Actions '| | Copy '| [QPJ Print 4 Preview
Header Lines @ Status
> Status
Header
Call 1D CA090002 Bl Te: 002 End User: 002 TZone: PST/FDT
Call Status
Staus[Complete. )] Complete Date: | 7/24/2003  +| Time: [1453 |
EIDseDate:\_ -l Time [ |
Display 12 [PST/PDT O] NextStatus Date:[ 711 Whether these prompts appear
Davback sa; depends on the Invoice from
Recording setting in SSM
Benerate Invaice: D — Accounting Control (36.9.10)
J
QAD Proprietary SSM-CAR-440

As the final step in CAR processing, the status of the call is determined, based on the Close on
Recording setting in the Call Management Control.

If Close on Recording is Yes and the call status cannot be changed to closed, the system attempts
to set its status to complete. If the status cannot be changed to complete, it is not changed. If you
attempt to override the current status set by the system by entering either the complete or closed

status, an error message displays, pointing out that there are incomplete lines or an open MO.

If you are not ready to invoice the call or do not want it closed for some particular reason, the
closed or complete status suggested by the system can be overridden.

Some businesses prefer to have decisions regarding invoicing handled by management personnel,
not the engineers or clerks entering data into CAR. Other service organizations prefer to have the
call recording and invoicing completed in one process. Call Activity Recording can support either
one of these options.

One of the settings in SSM Accounting Control (36.9.10) determines how invoicing is handled. If
Invoice From Recording is No, all invoicing must be processed in Call Invoice Recording
(11.1.1.15).
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If Invoice From Recording is Yes, a Generate Invoice prompt displays in the Call Status frame of
Call Activity Recording. If you accept the Yes value for Generate Invoice, a pending invoice is

created for all item lines that have a complete or closed status. If the status for the entire call is set
to the complete or closed status, then all activity on all lines is invoiced when Generate Invoice is

set to Yes.
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Exercise 20: Introduction to CAR

The following exercise familiarizes you with Call Activity Recording. As the lesson material has
made you aware, CAR covers a broad range of functions. In this and the following activities, you
visit CAR several times to explore different areas in more depth.

In this exercise, you are instructed to enter values in only some fields. For those fields that are not
included in explicit instructions, you should leave whatever default the system provides, or leave
blank if no default is supplied. Press Enter until you reach the next listed field.

Important Prior to starting this exercise, review the Locations assigned to site C1 in Location
Maintenance (1.1.18). For locations C-500, C-600, and C-700, ensure that the inventory status
code assigned allows for Overissues (A-N-O) - modify the value as necessary.

1 Go to Call Activity Recording (11.1.1.13). Enter the ID of the call created in Exercise 19 on
page 329 as the Call ID and click Next twice.

2 You should be in the header frame of CAR. Enter the following values in the listed fields.

Field Value
Price List SSM1
Taxable No
Comments No
Detail No

3 Click Next twice to save your changes and to display the Item Selection frame.

4 Select line number 1. Press Enter through the item information until you reach the Report
field.

5 Press Enter in the blank Report field and the system automatically assigns the next report
number. Record this number here.

Report:

6 Inthe Item Detail frame, make these changes if needed, then click Next to accept your
changes.

Field Value

Engineer DEM

BOM Code Clear this field if it is not blank
Routing Clear this field if it is not blank
Coverage No

Fault Codes No

Update I1ISB No

7 Click Next to accept the default WIP product line.
8 Enter the following data in the Labor/Expenses frame.

Note Be aware of the action entries in the Comment column of the table.

Field Value Comment
Op 10 Press Enter to accept the default.
Std Op <blank> Press Enter to accept a blank Standard Operation code.

MNQAD



384  Training Guide — Service and Support Management

Field Value Comment

Work Code Press Enterto  Work Code has defaulted from the work Code attached to the Item
accept default ~ Selection frame above. This represents the kind of service work being
performed.

Svc Cat Press Enterto  The Service Category of LABR-REG has defaulted from the Labor Svc
accept default  Category field of the Call Recording/Invoicing section of the Call
of LABR-REG Management Control (11.1.24). This is the minimum setup required to
make a service category default into CAR. We will be seeing more
sophisticated combinations in later activities.

Quantity 1 This represents in hours the amount of the service category LABR-REG

consumed for this operation.

Charge Accept the This value is suggested by the system based on a number of factors. It
default by represents who is responsible for the cost and whether it will be invoiced
pressing enter  or not. We will be discussing Charge Codes in detail in a later exercise.

Det No Press Enter

Items No Press Enter

You have just recorded one hour of standard repair labor reported by engineer DEM. This is
the simplest method of using CAR for recording labor consumption.

9 In this step, you will record overtime labor for the same repair call and review the detailed

information.

Field Value Comment

Op 20 Press Enter to accept the Operation default of 20

Std Op <blank> Press Enter to accept a blank Standard Operation code.

Work Code Tech

SvC LABR-OT Override default value to LABR-OT

Quantity 1 This represents in hours the amount of the service category LABR-OT
consumed on this operation.

Charge The default Charge Code is suggested by the system. Accept the default
by pressing Enter.

Det Yes Setting Det to Yes tells the system that you want to review and possibly
change the detail behind this line. Press Enter.

Items No Press Enter.

A frame labeled Labor/Expenses Detail for Op 20 should now be displaying on your screen
with detailed information about this operation. In this lesson, you are not going to change any
field values. To help you understand what is displayed, the following table highlights some of
the key fields.

Field Value

Engineer The engineer that actually performed the labor.

Standard Cost The standard cost from the default Work Center in the Call Recording/Invoicing section
of the Call Management Control.

Qty Quantity of Service Category entered.

Price Frm the Price List specified in the Call Header.

Covered Amount  The amount of the [Price times the Qty] that is covered under warranty or contract terms
and conditions.

Extended Price The Price times the Quantity recorded minus the covered amount.
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Each time you select Det = Yes, you will receive this frame to review the behind the scenes
detail.

10 Click Next to accept the defaults.
Now, you will record an expense transaction and review the details.

Field Value Comment

Op 30 Press Enter to accept the Operation default of 30.

Std. Op <blank> Press Enter to accept a blank Standard Operation.

Work Code Press Enter to accept the default Work Code.

Svc Cat Mileage Replace default value with Mileage.

Quantity 10 This represents the number of units of the service category Mileage
consumed at this operation.

Charge Accept the default by pressing Enter.

Det Yes Set Det to Yes to review the detail; press Enter.

Items No Press Enter.

The detail for an expense transaction is similar to a labor transaction. Note how the cost for
mileage (.43) defaults from price list SSM1 as well as the price (.45).
11 Click Next to return to the Op field. Click Back to exit the Labor/Expenses Frame.

The Item Usage frame should now display. This is where you record the parts used to service
the item shown in the Item Selection frame.

Field Value Comment

Op Press Enterto  Item usage can be recorded by operation needed. Alternately, all usage
accept the can simply be recorded against the first operation
default of 10.

Item Number ~ C-C001 Actual component item consumed during the repair. Must be an Item

Master item. Press Enter.

Work Code Press Enter to accept the default Work Code.

Qty Used 1 Indicates how many of the component item were used.

Qty. Ret Accept the CAR enables you to record items removed.
default of 0.

Charge Accept the Just as with Labor/Expenses, Charge Codes are suggested by the system.
default by

pressing Enter.
Det Yes Like Labor/Expenses, setting this to Yes causes a detail frame to appear.

Since Det (Detail) is Yes, the Item Usage Detail frame should now display. This, too, has a
large amount of detail information. The Site and Location fields in this frame are important
because inventory is issued from them.

12 Verify that the site is C1 and the location is set to C-700. Click Next to accept the remaining
default information.

13 Click Back to the Item Selection frame.

14 Click Back, and you should receive the message: Display Inventory about to be processed?
Press Enter to accept default Yes.
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15 A confirmation frame should display all the items that are going to be issued from inventory. If
it is correct, you can proceed by accepting the default Yes. Press Enter.

The Output Device frame gives you the opportunity to produce a printed copy of the report
generated as part of inventory processing. This report displays informational messages about
all the transactions that occur, including labor and expenses, items issued, and updates to the
installed base. It also displays any errors encountered.

16 Set Output value to Printer and press Enter.

17 After reviewing the output displayed in a separate output window, click End to dismiss the
report.

Congratulations. You have now recorded labor and items used in responding to a service call.

18 You should now be in the Call Line Status frame. Use next/previous processing to display line
1. If all processing was successful, the status of the call line will automatically be set to
COMPLETE. Each call line has its own status.

19 Click Back.
You are now in the Call Status frame.

The Call Status frame shows the call status and, if activated, the invoice generation flag. (In
this exercise, the invoice generation flag is not present.)

20 Click Next to complete the CAR processing sequence. Return to the menu.
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Exercise 21: Closer Look at Details in CAR

The following exercise continues to familiarize you with Call Activity Recording (CAR). We will
turn on all of the available frames in CAR so you can see the full suite of capabilities. As with
other activities, please accept default values unless told otherwise.

We do not list in the exercise every field on the frame, so after changing a listed field, press Enter
or click Next until you reach the next listed field.

1 Go to Call Management Control (11.1.24), enter/verify the listed data.

Field Value
Fault Codes Yes
Coverage Window Yes
Close on Recording Yes

2 Goto SSM Accounting Control (36.9.10), click Next 3 times and set Invoice From Recording
to YES.

3 Goto Call Activity Recording (11.1.1.13). Enter the ID of the call created in Exercise 19 and
click Next twice.

4 The cursor should be at the Price List field; tab to Detail field and set flag to Yes.
Click Next twice.
The Item Selection frame should now display.

5 Add a second line for part number C-S001, serial number 113A. Press Enter until you reach
the Report field. Press Enter again and the system assigns the next report number.

6 Inthe Item Detail fame, review the values in the following fields. Then click Next.

Field Value

BOM Code Clear this field if it is not blank.

Routing Clear this field if it is not blank.

Coverage Yes. Did this default to Yes? Do you know why?
Fault Codes Yes. Did this default to Yes. Do you know why?
Update I1ISB Yes.

The Installed Base Detail frame should now display. Do you know why this frame has
appeared?

Earlier you set Update ISB to Yes, indicating that this item should be added to the installed
base. The frame that is presented is similar to the one that appears in sales orders when SO
Edit ISB Defaults is set to Yes (refer to Exercise 3: Updating the Installed Base from a Sales
Order on page 57.

The item being added to the installed base is the item reported on the call.

Since the call item C-S001 does not have a default warranty code associated with it, you are
given the opportunity to assign one when you add the item to the installed base.

7  Enter W90 in the Warranty Code field and enter in the correct Warrant End Date.
8 Select Yes to the message prompt Override Service Type with Warranty Type.
9 Click Next to accept the default WIP Product Line frame.
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The Coverage frame now appears because the Coverage flag is set to Yes in the Item Selection
Detail frame. This frame shows many pieces of information related to the item being serviced.

10 To dismiss the coverage window click Next. The Fault Codes frame should display. Fault
codes are optional user-defined generalized codes. Exit the Fault Codes frame by clicking
Back.

11 The Labor/Expenses frame now displays for recording labor/expense usage. Enter the
following data.

Field Value Comment

Op 10 Press Enter to accept the default.

Std. Op <blank> Press Enter to accept a blank Standard Operation code.

Work Code Press Enter to accept the default Work Code.

Svc Cat Press Enter to accept the default of LABR-REG.

Quantity 1 This represents in hours the amount of the service category LABR-REG

consumed for this operation.

Charge Accept the WARRANTY indicates that the service is covered under warranty terms.
default.

Det Yes Press Enter. In this exercise, Detail has defaulted to Yes. Do you

remember why? It is because the Detail flag was set to Yes on the header
frame, this causes each usage line to default to Yes.

Items No Click Next to review detail.

Notice that the detail frame has appeared again. Click Next to return to the Labor/Expenses
frame. Continue on to the Item Usage frame.

12 The Item Usage frame should now display. This is where you record the parts used to service
the item shown in the Item Selection frame.

Field Value Comment
Op Press Enterto  Item usage can be recorded by operation, if needed. Alternately, all usage
accept the can simply be recorded against the first operation.
default of 10.
Item Number ~ C-C002 Actual component item consumed during the repair. Must be an Item
Master item.
Work Code Press Enter to accept the default Work Code.
Qty. Used 1 Indicates how many of the component items were used.
Qty. Ret Accept the CAR enables you to record items removed.
default of 0.
Charge Accept the Just as with Labor/Expenses, Charge Codes are suggested by the system.
default by
pressing Enter.
Det Yes Like Labor/Expenses, this defaults to Yes because you set the Detail flag
to Yes in the CAR header. Click Next to display the Item Usage Detail
frame.

13 The Item Usage Detail frame displays. Verify that the site is C1 and the location is C-700.
14 Click Next to return to the Item Usage frame.

15 Click Back until the Item Selection frame is displayed.
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Click Back and you should receive the message: Display Inventory about to be processed?
Press Enter to accept the default Yes.

A confirmation frame should display all the items that are going to be issued from inventory.
If it is correct, you can proceed by accepting the default Yes. Press Enter.
Set output value to Printer and click Next. Review the output for any errors.

Click Back to the Call Line Status frame.

If all processing was successful, the status of the call line 2 is automatically set to complete.
Each call line has its own status.

The Call Status frame shows the call status. In this exercise, the invoice generation flag
displays on the screen. Do you remember why? (Hint: Think back to the Call Management
Control.)

Click Next to generate the invoice; return to the menu.

MNQAD



390 Training Guide — Service and Support Management

Exercise 22: Generating BOMs/Routings in CAR

In this exercise, you see how service BOMs and Routings are applied in Call Activity Recording.
To integrate these concepts with those touched upon in earlier chapters, this exercise combines a
number of features we have touched upon but not actually tried.
The exercise follows these steps:

« Create an installation BOM for the C-S001

« Create a standard operation

« Use the standard operation in an installation routing for C-S001

« Define the C-S001 to require an install call and specify the new BOM and Routing in Service
Item Maintenance

« Set up call defaults for the install work code
- Create an install call for a C-S001 in Call Maintenance

« Access the call in Call Activity Recording and review how the operations and items are loaded
in CAR

 Review the impact of recording activity against contract limits

Create an Installation BOM

For purposes of this exercise, we assume that the same items that required for PM are needed for
an installation call.

1 Go to Service Structure Copy (11.19.9).
2 Enter PMC-S001 for the Source Structure and INC-S001 for the Destination Structure.

3 Click Next twice to create the new structure. Press Enter to Go to Yes when the confirmation
message displays.

4 After reviewing the contents of the new BOM, return to the menu.

Create a Standard Operation
Before creating an installation routing, we create a standard operation to be used for installations.
1 Go to Service Std Operation Maint (11.19.21).

2 Enter the listed data in the specified fields; leave the default value in the remaining fields.
Then click Next to save your changes

Field Value

Standard Operation INSTALL
Description Install Product on-site
Work Center SSM

Run Time 2.0

Service Category Labr-Reg

3 Return to the menu.
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Create an Installation Routing

1 Go to Service Routing Maintenance (11.19.17).

Enter the listed data in the specified fields; accept all other defaults. Notice how the other
fields fill in after a standard operation is specified. Remember to click Next to save your
changes.

Field Value Value Value
Routing Code INC-S001 INC-S001 INC-S001
Operation 10 20 30
Standard Operation SETUP INSTALL CLEANUP
Service Category Labr-Reg Labr-Reg Labr-Reg

2 Return to the menu.

3 Go to Service Routing Inquiry (11.19.18), from your menu. Enter INC-S001 in the Routing
Code field.

4 Click Next twice to generate a report to the terminal. After reviewing the routing you have
created, return to the menu.

Update Service Attributes

In this part of the exercise, you set up the C-S001 to require an installation call and associate the
BOM and Routing codes you just created with it.

1 Go to Service Item Maintenance (11.3.7).

2 When the maintenance screen displays, enter C-S001 in the Item Number field, and click
Next.

3 Review the Item Service Data and set Installation Call to Yes for the C-S001. Click Next to
access the Service Structure Data frame.

4 Key in INC-S001 in the Installation BOM and Installation Routing fields. Click Next to save
your changes; return to the menu.
Update Control Defaults

To make creating a call easier, change a few defaults in the Call Management Control.

1 Go to Call Management Control (11.1.24) and enter the listed data.

Field Value
Schedule New Calls No
Fault Codes No
Coverage Window No

2 Goto SSM Accounting Control (36.9.10) and update Invoice From Recording to No.
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Create an Install Call

Normally, installation calls are created automatically during invoice post of sales orders for items
requiring an installation. To simplify the process, manually create a call in Call Maintenance using
the install work code. As part of this exercise, review some of the features of Call Maintenance
discussed in Chapter 8.

1

Go to Call Maintenance (11.1.1.1). When the maintenance screen displays, enter the following
data in the listed fields and click Next.

Field Value
Call ID <blank>
Serial

The serial number you entered was used earlier when you created a contract in Exercise 10:
Using Service Types on page 158. The system displays a pop-up listing the contract
information.

Select the contract by pressing Enter. The End User and Item numbers are filled in
automatically. Write down the contract number here for reference and click Next.

Contract Number:

Respond with No when you are prompted to display other calls for this end user. Click Next to
get to Call Default pop-up.

When the Call Defaults pop-up displays, change the default TECH to INSTALL; then click
Next.

Notice that the new call has been created with the call defaults you set up previously. Write
down the Call ID here.
Call ID:

Most of the fields of the call header, except for Assigned, have default values.

Enter JGB in this field; an engineer must be assigned to do Call Activity Recording.

Click Next to display the Travel and Estimated Time pop-up.

Three hours, the default you set up in Call Default Maintenance, displays as the default
estimated time.

Click Next to display the Item Service Structure Detail pop-up.

The installation BOM and Routing you associated with the item in Service Item Maintenance
should display.

Complete the call and return to the menu.
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Access the Call in Call Activity Recording

Now you are ready to see how the BOM and Routing are exploded in Call Activity Recording.

1 Go to Call Activity Recording (11.1.1.13). In the Call ID field, enter the ID of the installation
call from the previous task. Click Next to get through the header frames.

2 Press Enter through the call line fields to reach the Report field. Press Enter again on the blank
Report field and the system will supply a new report number.
Notice the location associated with the engineer to be used for issuing inventory. The
installation BOM and Routing displayed will be exploded as part of CAR processing.

3 Set Coverage to Yes to review the contract coverage for this call.

4 Click Next to display the Installed Base Detail frame. Clear the Warranty Code field and click
Next.

5 Accept the default WIP product line. The Coverage Information frame displays.

6 Click Yes to any Override prompt.

You will notice a slight delay as processing occurs. At this point, CAR is exploding the BOM
and routing attached to the call line and generating item and labor/expense usage records
automatically, so you do not have to do it manually. In a moment the Labor/Expense Detail
frame will display. The system displays the next operation to be created. This is 40, since the
install routing already had routing steps 10, 20, and 30.

7 Verify that the Charge Code is set to Contract for each operation.
Use Next/Previous to scroll through the usage records to see the three operations. Stop at Op
10. Notice how the Items flag is set to Yes. The items on the installation BOM have been
loaded as item usage for the first operation. Ensure the Charge Code is set to Contract for each
Operation and that each Operation has a value in the Covered amount field (found by ticking
Det and then reviewing the specific information associated with the Operation).

8 If there is no amount in the covered field, key in a value of $20.00.
Imagine that during this call, the engineer had very little cleanup to do. As a result, it took 1
hour to complete rather than 3 hours. To make the necessary modification:

9 Enter 30 in the OP field and click Next.

10 Go to the Quantity field and update the value to 1. Save the change.

11 Continue on until the Item Usage frame is displayed.

12 Press Enter to access the Item Number field. Use Next/Previous to display the item usage
records.

There should be two of them corresponding to the items specified on the installation BOM: C-
C005, C-C006. Verify that the Charge Code is set to Contract for each item - if you receive a
message while processing that the limit has been exceeded remove item C-C005; ensure the
site is set to C1, but the location is blank

13 Click Back to display the Item Selection frame. Click Back again and you should receive the
following question.

Display inventory about to be processed.
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Accept the default Yes.

14 A confirmation frame should display all the items that are going to be issued from inventory. If
it is correct, you can proceed by accepting the default Yes.

15 Set output value to Printer, click Next and review the output for any errors.

16 Click Back and you should now be in the Call Line Status frame. If all processing was
successful, the status of the call line is automatically set to COMPLETE.

Note If you receive a message that the call line can't be set to Complete, review the status of the
report. If the Status field has a status of H (Hold) then it can't be completed/invoiced. If this is the
case, set the Status field to | (Invoiceable) and re-process.

17 Click Back and you are at the Call Status frame which is now COMPLETE; click Next to
complete processing. Return to the menu.

Instead of Complete was the status set to Closed automatically? If so, do you know why?
(Hint: check the Call Management Control file)

Review Contract Limit Consumption

When activity is recorded for an item on a contract, the system keeps track of the consumption of
amounts related to the contract limits. In this task, review the effect of the activity you just
recorded.

1 Go to Limits Consumption Inquiry (11.5.13.21.4).
2 Enter the contract number you recorded on earlier in this exercise. Generate a report to Page.

3 The first screen displays header limits. You can tell this because no line level information is
filled in at the top. In this display, the Used/Unposted and Consumed columns are all zero.

4 Click Next to continue. Notice the information at the top that relates these limits to the item C-
S001 with an end user of C-EUMDIL. In this display, look carefully at the amounts in the
Used/Unposted column. This amount of activity was recorded during your previous session in
CAR.

5 Continue to display limits for line 2 on the contract; then return to the menu.
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The following exercise is intended to familiarize you with the item return capability provided with
Call Activity Recording. This capability supports exchanges/returns performed as part of the
repair activity.

Prior to beginning this exercise, we must first verify that the correct values have been set up in the
Default Site Maintenance program. This program provides the appropriate site/location values for
inventory returned by a customer, depending upon the disposition of the returned inventory. For

example, if it can be Repaired, or must be Scrapped.
Go to Default Site Maintenance (11.21.13).

Enter the following values in the specified fields:

Mark Item as Repairable

Field Value
Product Line <blank>
Service Group <blank>
Work Code <blank>
Item Number <blank>
Area <blank>
Return Site C1
Return Location Return
Spares Site C1
Spares Location C-500
Scrap Site C1
Scrap Location C-500
Repair Site C1
Repair Location Repair

Typically, items are returned rather than just being thrown away, because they can be refurbished.

CAR supports this by defaulting a return quantity when a repairable item is returned.

1

2 Enter the following values in the specified fields.

3 Save your changes; return to the menu.

Go to Service Item Maintenance (11.3.7).

Field Value

Item Number C-C001
System Type O (for Other)
Repairable Yes
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Return Item in CAR

In this task, return an item for credit, using the price list and return status set up in Activities 6 and

7.
1
2

10

11

Go to Call Activity Recording (11.1.1.13).

Enter the ID of the call created in Exercise 22.

If the call has a status of Closed reset both the line and then the call status to Open so that you
can edit the call. At the header level, ensure that the price list is set to SSM1 in the Price ID
field.

Click Next until you reach the Item Selection frame.

In the Item Selection Frame, select line 1 of the call, and answer Yes to the warning message
about an invoice having been generated to reach the Report field.

Clear the Report field; then press Enter for the next Report number.

Go to the Labor/Expense frame and then proceed to the Item Usage frame. In the Item Usage
frame, enter the following data in the appropriate fields.

Field Value Comment

Op 10 Accept default

Item Number C-Co001 Notice the repairable warning message at the bottom of the screen.
Work Code Accept default

Oty Used 1

Qty Ret 1 Enter 1 if it does not default to 1

Charge Accept default Enter Contract if it is blank.

Det Yes

Click Next to display the Item Usage Detail frame.

Click Next again to display the Returned Items Detail frame.

Notice that the status has defaulted to GOOD. Do you remember where this status came from?
If not, review the field help. Notice also that the location listed is RETURN and that the
Exchange Price is zero.

Change the Status to EXCHANGE, and press Enter.

Notice that the location changed to REPAIR. Do you know why?

Notice that the exchange price of $30.00 has defaulted into the Exchange Price field. The
system has found the exchange price that you set up in Exercise 7: Creating a Price List on
page 113. You can override the price, if needed.

For now, leave the price as is, and return to the Op field in the Item Selection Frame.
Click Back twice so you receive the question.

Display inventory about to be processed. Accept the default Yes.

On the inventory confirmation screen, notice the issue and the return transactions. Issues are
indicated by the Fr (from) and returns by the To. Accept the displayed information.
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12 Set the output device to Printer; review the output to verify successful completion of the
transactions.

13 In the last frame, verify that the Generate Invoice field is not ticked - we will invoice this call
in the next exercise.
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Overview

Call Invoice Recording

QAD Proprietary SSM-CIR-010

The features of Call Invoice Recording (CIR) complement and complete those of Call Activity
Recording. With CIR, invoice detail for calls can be created, modified, and reviewed. A general
overview of the totals by charge code and invoice sort is also available. Labor, expense, and item
costs are displayed along with pricing, the line total, total cost, and margin percent.

Multiple items from a single call can be adjusted and processed on one invoice. Once the review is
completed and adjustments made, you can print a draft invoice for final review. The presentation
of information on the printed invoice can be managed by setting flags for either detail or summary
invoice lines.
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Call Invoice Recording - Business Overview

Call Invoice Recording
Business Overview

- CIR provides an optional review stage in the
service activity process

Coverage Invoice Preview Stage
Suggested100%
Record Service *Review charges
Create a Activity and their grouping
Call ’| Parts Used 100% ";{"Old'fy p”Ct'_"Qt .
o * kelease activity to
Labor Spent 50% invoicing
Expenses Incurred 0%
Call Invoice Recording
AR €——
Invoice
Sales Analysis € €
Y Post
Taxes €

QAD Proprietary SSM-CIR-020

This figure illustrates where Call Invoice Recording fits in the call management life cycle.
1 Acall is created using any of the methods available on the system.

2 Service is provided to meet the requirement of the call and activity is recorded in Call Activity
Recording. A pending invoice can be generated at the end of CAR, or later in CIR.

3 Aninvoice is generated and reviewed in Call Invoice Recording. Changes to pricing and other
minor modifications can be made.

4 The invoice is printed and posted using standard sales order invoicing functions.
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Call Invoice Recording - Benefits

Call Invoice Recording
Benefits

- Aids in producing accurate invoices for detailed,
complex service activity

~ Can serve as the release point for generating a
pending invoice for service activity

~ Management review and modification of pricing
information

- Provides two kinds of views into the call activity:
— Summary presentation of costs and revenue

— Optional view of the details: call item, labor, parts,
and expense usage

QAD Proprietary SSM-CIR-030

Call Invoice Recording is a complementary function to Call Activity Recording. It is especially
important for businesses that do not invoice directly from CAR. But all users will find the high
level overview of costs a useful management feature.

The Invoice From Recording field in SSM Accounting Control (36.9.10) enables management to
control where pending invoice records can be created. If this field is set to Yes, the individuals
recording call activity in CAR can generate the corresponding invoice. If this field is set to No,
then Call Invoice Recording is the only place invoices are generated for call activity.

Call Invoice Recording gives supervisory personnel a tool for reviewing call activity on a call-by-
call basis. Summary screens display costs and invoiceable amounts arranged by invoice sort and
charge code type. Details for each item on the call can be reviewed, and pricing modifications can
be made. Modifications to prices are reflected in CAR when the call records are reviewed. Call
activity details are displayed in frames that are very similar to those used in CAR.
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Benefits of CIR

Benefits of CIR

~ Charge Summary displays the costs of the activity recorded in CAR,
grouped by charge code assigned

- Billing Summary displays the chargeable amounts for the service
activity, grouped by related invoice sort

Call Irvaee Record danig X‘
W GoTo * | Adions *| . Cogy =| &5 Print 4] Preview
Chauge Summary
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Praiect
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5 e o aoe e
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QAD Proprietary SSM-CIR-040

Using CIR, managers can ensure that all information is correct and that there are no data entry
errors or needed adjustments before an invoice is printed. Standard sales order trailer information
can also be reviewed and updated. If any changes are made in CIR, the invoice is regenerated
automatically when the program is exited.
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- Permits modification of pricing details and taxes
Call Invoice Recarding %
W GoTo ™ Adiions *| L/l Copy | (29 Frint | Preview
Call 5 election
CallID: Ca100 Bill To: RM44CUST End User: RM44ELI01
Item Selection
Ln Itern Number Fix Gty Repaired Net Price Invoice Cost
20001 10 000 00
Item Detail
Service Type: std
Revenue Prod Ln: 8000 Fired Price: ooo
Camments: Tatal List Price: 0.oo
Taxable: Covered &Amount: ooo
Urit of Measure: EA Serial 123
Sales Account: 3000 oo oo Wk Code: PM
Discount Account: 3300 nom Swe Group:
Desecriptiorn: FG20001 Site: 20000
Back MNext
QAD Proprietary SSM-CIR-050

The information displayed in Call Invoice Recording screens is based on the activity recorded and
codes used in Call Activity Recording. Some modifications to currency amounts can be made in
CIR; however, more fundamental changes must be made in CAR and the invoice regenerated
based on those changes.

For example, item issues take place in CAR. Changes cannot be made to item quantities later in
CIR, since this would lead to errors in actual inventory amounts. Similarly, charge codes, work
codes, and service categories cannot be changed in CIR, since they control the underlying detail
that is being summarized in CIR. For this reason, many of the fields in CIR are display only and
cannot be modified.

Pricing information is the main kind of data that can be modified in CIR. List price, net price,
exchange price, and covered amount can be changed. Any changes made to prices in CIR are
reflected in CAR. If the covered amount is changed and contract limits are effective, contract
consumption is recalculated.
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Processing in CIR

Processing in CIR

Select call with
appropriate
status (not hold

—

Modify allowable
call information

Review Billing
Summary

(bill-to, PO#, channel,
taxable, terms, Ready to

Modify invoice detail
parameters for invoice

or canceled)

Invoice, comments) print

v

*Select call line
*Modify allowable
call line info

*Review labor/exp
and item usage
*Modify allowable [
usage information

*Complete trailer
*Modify taxes
and trailer codes

SSM-CIR-060

QAD Proprietary

This figure outlines the main processing steps in Call Invoice Recording:
« First, a call is selected and header information can be reviewed and modified.
» Next, the summary frame displays with a global view of costs and billing for the call.

« You can then select a particular line for review and view the labor, expense, and item usage
details as recorded in CAR.

« After exiting the item selection screens, you can update trailer codes and taxes to finalize the
invoice amount.
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CIR Header

~ The header frame displays general information related to the call
- Highlighted fields can be modified
Call Imvoice Recording % _ L .
M GoTo ~ Actions '| L Copy '| @J Print s Preview BIII_TO Car:l be _rnOdIfled
Cal Selection only if an invoice has not
CallID: CA100 Bill To: AMA4CUST (—I End User. AM44EUDT been generated.
Bil-Ta End User
Ri44BRCT Real US Manutactuing
g 4
L i
HJ HJ NJ HJ
Urited States Urited States
Status: Complete call is complete Channel.l:l
Priarity: 100 Currency: USD Language'
Price List Tanable: l:l
PO Number: ‘ | Temns:
Agsigned: Ready to Invoice: Comments;
Site: 20000 DabockSet[DB2 |
QAD Proprietary SSM-CIR-070

In order to access a call in CIR, it must meet two conditions:
- It must have a valid status; it cannot be on hold or canceled
- It must have at least one line with a complete status and an invoiceable report
« Calls that do not have at least one complete line item are not ready for invoicing
Most of the fields in the header frames display information associated with the call record and

updated in Call Activity Recording. Some of the fields (End User, Price List, Assigned, Work
Code, Priority, Status, Site, Description, and Currency) are display only.

The PO, Channel, Language, Taxable, Terms, Ready to Invoice, Invoiced, Invoice Number, and
Comments fields can be updated. Except for Ready to Invoice and Invoiced, these fields all default
from Call Activity Recording and have exactly the same significance.
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CIR Summary Frames

CIR Summary Frames

- |If an invoice was not generated in CAR, it is generated in CIR
before this frame displays

~ Top portion of frame displays costs of service
-~ Bottom portion displays billable amounts for service
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At the beginning of the Call Invoice Recording screen sequence, a summary screen displays. This
summary is intended to give a brief, high-level overview of activity in CAR and the invoice
amounts that have resulted from it. This is only a summary, and does not include all relevant
information. To fully understand how the summary was built, you must view the detailed
information.

If an invoice was not generated from Call Activity Recording, entering the summation screen
generates invoices for any call line items that are complete or closed and have invoiceable reports.
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Charge Summary

Charge Summary

~ A charge code is given a charge category when
defined

~ Charge categories are listed in the Charge
Summary

- A charge code is associated with the cost of
each usage detail in CAR and summed in the
appropriate row in CIR

QAD Proprietary SSM-CIR-090

The invoice sort and charge code information is used to build the Charge Summary in the top half
of the CIR summary screen. Basically, the rows and columns in the Charge Summary show a grid
relating invoice sorts (columns) with types of charge codes (rows). Costs for all invoice sort codes
with Type set to L are summarized in the column labeled Hrs Cost. Similarly, costs for invoice
sorts with Type set to | are displayed in the column labeled Item Cost, and with Type set to E in
Exp Cost.

These costs are further broken out by the type of charge involved. Each of the seven flags on the
Charge Code Maintenance function represents a different type of charge code. These seven flags
correspond to the seven rows in the Charge Summary.
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Charge Summary

Charge Code Maintenance %
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Billing Summary

Invoice Sort Maintenance %
W GoTo = Actions ~| [ Copy 7| © Print 4] Preview -
Determines Det Yes/No
Invoice Sort: Item In Bllllng Summary
Description: Items J Call Invoice Recording 3@‘
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Fived Bil 0 i i i
Descliptmn:‘ Items Eilatle 0 0 0 0
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Back Next
QAD Proprietary SSM-CIR-110

The Billing Summary frame provides another summary view of financial data recorded in CAR.
The Billing Summary frame displays the total cost for each invoice sort. This allows you to see at
a glance how costs are spread between items, labor, and expenses. The List Price column shows
the total amount billed for each invoice sort.

The setting of the Det (detail) column only affects the printed invoice presentation. All billing
details are available for review in CIR.

The rows in the Billing Summary refer to invoice sorts. They have user-defined labels and appear
in the order defined in Invoice Sort Maintenance (11.21.5). You can display information for up to
Six invoice sorts.
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Printing Invoice Detail

Printing Invoice Detail

a The Detail Y/N flag in CIR affects what prints on
an invoice
— If Yes, all usage details can be printed
— If No, details are rolled up and summarized in one
line.

a The Print Call Invoice Detail flag on Invoice
Print or Reprint determines if any detail actually
prints on the invoice

QAD Proprietary SSM-CIR-120

The level of detail included on a call invoice is determined by the setting of the Detail flag.

If Det is Yes for an invoice sort and Print Call Invoice Details is Yes when the invoice is printed,
each line of billing detail prints on the invoice. If Det is No for an invoice sort and Print Call
Invoice Details is Yes, all billing details for the invoice sort are rolled up into one summarized line
on the printed invoice.

The value of Det defaults first from the end user, if an invoice format has been defined in End User
Address Maintenance. Otherwise, it defaults to the value specified in Invoice Sort Maintenance.

Note When fixed pricing is being used and detail is printed, no pricing information is included,
since all services are provided at one price.
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Invoice Print or Reprint (7.13.12)

QAD Proprietary

Invoice Print or Reprint %

Invoice Print or Reprint
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Invoice: | 2007 /eveinv0000000M 2] 1o 2007 reveinvonooooom P
sie T
Invaice Date; l:l To l:l

Reprint: | Entity Address: M Form Code:

Include Invoices: ¥ Print Lot/S enal Numbers Shipped. |

Include Credit Memas: Print Features and Options: |

Override Print Iree Hist: | Frint Only Lines to Invoice: |

D\scuuntDelal\: Print Corection lmvoice: [

D\scnuntSummary' e Prinit Call Inveice Detail: [
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M GoTo ™

Call Invoice Recording
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e | [

QAD Proprietary
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SSM-CIR-140

This figure illustrates how the detail setting for an Invoice Sort can be customized in End User
Address Maintenance.
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Printing Invoice Detall

- System uses hierarchical search for value for
Invoice Detall

Setting of Det in
Invoice Sort
Maintenance

\ 4

1 Setting of Det in
If end user value Call Invoice ) }

not found Recording Setting of Print
| > Call Details in

- : Invoice Print

Setting of Det in
End User
Maintenance
QAD Proprietary SSM-CIR-150

Since the invoice detail flag can be set in more than one place, the system follows a defined pattern
in looking for a value:

It looks first at the value for the end user.

« |If this is not defined it looks at the value defined for the invoice sort in Invoice Sort
Maintenance

« Either one of these settings can provide the default value in Call Invoice Recording.
« If the invoice is generated in Call Invoice Recording the value for Invoice Detail is read
directly from CIR
« |If the user has modified defaults previously set the modified values are used

= When the invoice is printed you can choose to print the detail (either complete or summarized)
or simply print the call line items and the amounts recorded
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Exercise 24: Call Invoice Recording (CIR)

In this exercise, use CIR to review the cost and revenue information for one of the calls updated
previously in CAR. Then print the invoice using various settings for printing call detail; finally,
post the call invoice.

Review Invoice Amounts in CIR

1 Goto Call Invoice Recording (11.1.1.15). Enter the Call ID used in Exercise 23 above.
2 Click Next, in the lower part of the header tick the Ready to Invoice field.
Note If your are unable to tick the Ready to Invoice field, you will be able to do so after step 12.

3 Continue on until the Charge Summary/Billing Summary frame appears.
Ignore the warnings about no tax environment found.

Notice that the top portion of the frame represents the accumulation of the costs. The costs are
grouped by the charge code associated with each transaction recorded in CAR.

The lower frame (Billing Summary) summarizes the billable charges for this call. Charges are
grouped by the invoice sort for the service category used in CAR. The column grouping is also
determined by the invoice sort.

The Det (Detail) setting for each invoice sort row determines how invoice information can be
printed on the invoice.

4 Verify that Det (Detail) set to No for each invoice sort.
Notice the Line Total summary below the frame. Refer back to the earlier discussion if you are
uncertain about how CIR uses the columns and rows to group the financial information.

5 After reviewing the summaries, click Next to display the Item Selection frame.
In line 1 access the Item Detail frame. Notice that some fields can be modified and some fields
are display only.

6 Continue until you are at the Invoice Sort field in the Labor/Expense Totals. Use your arrow
key to select Labor and click Next.

7 Atline 1 change Det to Yes and click Next.

Notice what you can change. In each, the details of the recorded usage can be reviewed and
some information, particularly that related to pricing, can be modified.

8 Proceed to the Item Totals frame. Enter ITEMS in the Invoice Sort field and click Next.

9 Inthe Ln field, use Next/Previous to display the three item usage records.

Feel at liberty to enter one of the lines, change Det to yes and change the pricing information
of an item. When the summation frame displays again at the end of CIR, you should see the
effect of your changes.

10 Save any changes.
11 Continue on until the call trailer screen displays.

12 Continue on and you will see the Charge and Billing Summary one last time. Return to the
menu.
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Print Invoice with Various Options

1

Go to Preview Invoice Print (7.13.3). Enter the call 1D used for this exercise in the Sales Order
and To fields.

Set Print Call Invoice Detail to No. Accept all other defaults. Print the invoice.

Review the invoice when it displays. Without details, the invoice lists the call line item and the
total charged. Call-related data includes only the work code and service type for each call line.
Set Print Call Invoice Detail to Yes. Accept all other defaults. Print the invoice.

Review the invoice with the additional details. The call invoice details you are viewing are in
summarized form because Detail was set to No in Call Invoice Recording.

For each line on the call, one line of detail displays for each invoice sort, summarizing the
items, labor, and expenses used. The quantity field is blank; it only has value when data is not
summarized.

Go to Call Invoice Recording (11.1.1.15). Enter the Call ID, and click Next until the
Charge/Billing summaries display.

Set all the Det flags to Yes for the invoice sort codes, Labor, Expense, Items, in the Billing
Summary frame. Click Next; then continue on thru the Trailer. Once the changes have been
saved, return to the menu.

Go to Invoice Post and Print (7.13.4), and enter the Call ID in the Sales Order and To fields.
Set Print Call Invoice Detail to Yes. Print the Invoice

Review the invoice when it displays and write down the invoice number here:
Invoice Number:

This time a line displays for each item, labor, and expense transaction as it was recorded in
Call Activity Recording. The item number and descriptions display with a quantity for each.
This view gives you the most detailed invoice presentation.
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Overview

Material Orders

QAD Proprietary SSM-MO-010

SSM provides a flexible mechanism for managing inventories in the service environment: the
material order (MO). With MOs, service personnel, whether in the field or repair center, can order
repair parts for specific calls or to replenish their inventory.

MOs use standard inventory allocation routines and create MRP demand just like sales orders.
Back orders are tracked, and the MO can interact with call tracking, enabling users to manage the
relationship between service inventory and call closure.

This chapter describes the various features of MOs and illustrates how they are used.
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Material Orders - Business Needs

Material Orders

Business Needs

~ Service organizations face a number of needs
related to service inventory management:

— Products need to be sent to various
departments/personnel throughout the company

— Records of the orders need to be captured
— Inventory needs to be allocated and picked
— Shipping paperwork needs to be generated
— Appropriate accounting needs to occur

QAD Proprietary SSM-MO-020

MOs provide features that meet a number of business requirements in the service environment
relative to tracking service inventory.

The MO is similar to a sales order, and allows inventory to be picked and either transferred to the
engineer or drop shipped to a designated location.
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Material Orders - Business Process

Material Orders

~ Business Process

— Material Orders (MOs) are used to manage inventory
in the service environment.

Parts Warehous
- - J_’I Remote Service Locations

5 = - Service Representatives

e | e |  Repair Centers

Shipping
QA Engineering
Destructive Service
| _ =
Testing Repair
QAD Proprictary SSM-MO-030

This figure illustrates the kind of demand that can be generated against a parts warehouse. Both
internal departments and remote service locations can generate demand for parts that can be
managed through an MO.

Use MOs to:

Issue items that you do not track individually, similar to manufacturing floor stock. These are
items you typically issue in bulk, like screws or washers, without detailed usage tracking. This
type of MO is an expensed MO.

Manage inventory between a supply center and service locations. Locations are typically
remote such as engineers in the field carrying truck stock or a remote service center. You can
also issue items to a service location within a manufacturing site.

Using MOs can enhance your business processes in three areas:

1 Inventory Management. For inventory management, MOs provide functionality to manage the
transfer of inventory from storage locations to the site/location where it will be used. Pick lists
can be generated to facilitate retrieval from warehouse locations. The status of items on the
MO is tracked, giving you immediate visibility. Shipment documents are automatically
generated.

2 Planning. Items ordered on an MO create requirements for MRP, enabling you to plan for
service needs.
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3 Recording service activity in Call Activity Recording. Items can be tracked on a call basis,
making all the power of CAR available to tracking and recording item usage. When items are
ordered on an MO for a call, they can be loaded as item usage in Call Activity Recording.

MNQAD



422  Training Guide — Service and Support Management

Material Order Control (11.11.24)

QAD Proprietary

haterial Order Control

Material Order Control

® GoTo ~  Actions *| LI Gopy | £ Print 2] Preview

This is similar to the sales
order control setting

Material Orders *

Lllocate MO Lines Due in Days:

= Detal Allocations: [

Lr Format 5 /h:

Keep Booking Histony:

Shipping Lead Time:

Ship Immed:

[0 for no allacations)

M0 Header Cammerts:

MO Line Comments:

Intemal Customer: | 4000

for the Detail Allocations field
in MO Maintenance.

Specifies the default setting I

taterial Order Prefix:
Mext Back Order Advice: _

Conzume Shipped Lines: | Only DOM pe

Allocate Sales Order Lines
Due in Days.

Next Material Order:
]

]
Mext Delivery Mote: ﬂ

Confirmed Orders: ¥

Consume Forecast

Ship Tor [USER =

Material Order Control specifies
default settings for MO processes like
inventory allocation

SSM-MO-050

The Material Orders Control enables you to tailor various aspects of MO processing. Some of the
fields are similar to fields in the Sales Order Control, since MOs and sales orders share similar
functionality.

Allocate MO Lines Due in Days. Specifies the number of days into the future that MOs should
be allocated. For example, if Allocate Days is set to 5 and the due date on an MO is 4 days in
the future, a general allocation is performed. This setting has an impact when the MO is

created and when performing MO Automatic Allocations (11.11.5).

Detail Allocations (Y/N). Specifies whether detail allocations are usually made during MO
entry. Detail allocations function to assign specific inventory lot/serial numbers and locations
to be shipped on an MO. Enter Yes if detail allocations are made during MO Maintenance.
Enter No if detail allocations are not normally entered on the MO. The default value displays
and can be changed on each MO line item.

Keep Booking History (Y/N). Indicates whether booking history is maintained. If Yes, the

system keeps an audit trail of all incoming MOs, including new orders added or existing orders
changed. A record is kept in transaction history and identified as type ORD-SO with the item,
order quantity, price, cost, date, user ID, and other information. You can review this
information using booking inquiries and reports. Detailed transaction history can also be

reviewed using Transaction Detail Inquiry.
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Shipping Lead Time. The usual number of calendar days elapsing between the date an MO is
entered and when the items are shipped to the destination. (If orders are shipped immediately,
this can be left as zero.) The default required and due dates on an MO derive from shipping
lead time. When you first enter an MO, the required and due dates are set to the system date
plus the shipping lead time, indicating the normal delivery date. You can change this date if
necessary.

Ship Immediately (Y/N). If Yes, a screen appears when you leave line entry that enables you to
initiate the shipment process from within MO Maintenance. If Ship Immediately is No, you
are finished with the material order when you accept your input.

Material Order Prefix and Next Material Order. Used together to determine the next MO
number for numbers automatically generated by the system. The prefix is optional. The MO
number is incremented by the system each time an MO is entered.

Next Back Order Advice and Next Delivery Note. Number used by the system when
documents are created during MO shipments and automatically incremented by the system.

Confirmed Orders (Y/N). Indicates whether MOs are normally entered as confirmed and
determines the default in MO Maintenance. If orders are entered unconfirmed, a separate MO
confirmation step must be executed before shipment.

Consume Forecast (Y/N) . Determines the default in the Consume Fcst field in MO
Maintenance. If Yes, MO items consume forecast the same way that sales order lines do. If
you do not forecast parts used for repair and service, this field is generally set to No.

Ship To (End User/Engineer). The value of this field determines the value for the Ship-To on a
new MO associated with a call. When set to end user, Ship-To defaults to the user who called.
When set to engineer, it defaults to the address of the engineer assigned to the call.

Consume Shipped Lines. Set this field to control the consumption of items.

Yes. Enables the automatic MO shipment/CAR consumption for all material orders. This
is the default setting.

Only DOM. Enables the automatic MO shipment/CAR consumption for depot material
orders only (that is, for orders associated with calls that have a work code with Repair
Center set to Yes).

No. Do not auto-consume items. Instead, use the standard MO shipment/CAR
consumption.
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Material Orders - Process Work Flow

Material Orders

Process Work Flow

- Create/Ship MO - MO Maintenance (11.11.1)
— Create the list of items needed
— Optionally link to a call
— Specify whether inventory is transferred or expensed

— Optionally confirm and
allocate the MO

— Optionally ship the MO

QAD Proprietary SSM-MO-080

This figure, and the next three, illustrates the different functional steps involved in creating and
managing an MO.

MOs are created (MO Maintenance) and are either linked with a call, for the engineer's inventory,
or expensed. The shipment of ordered items can take place directly when the MO is created, if the
order is allocated and confirmed. Otherwise, separate confirmation, allocation, and shipment
functions can be executed (MO Confirmation, MO Manual Allocations, MO Automatic
Allocations, and MO Shipments). These functions are all very similar to their counterparts in the
Sales Order module.

A packing list for an MO can be generated in the Sales Order module if needed.
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Material Orders
a Process Work Flow

a Confirm MO - MO Confirmation (11.11.2)

— MO must have confirmed status prior to shipment
(done here or in MO Maintenance)

a Allocate MO - Auto (11.11.5) Manual (11.11.4)
— Reserves inventory for MO shipment

~ Retrieve Inventory - Sales Order Packing List
(7.9.13)

QAD Proprietary SSM-MO-090
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Material Orders

a Process Work Flow

4 Ship MO - MO Shipments (11.11.6)
— Reduces inventory at the ship from site and location
— Inventory increased at the engineer site and location
— Automatic unplanned issue from engineer
site/location for expensed parts
 Documents Engineer Delivery Note

~ Back Order Advice
— Automatically generated from MO Shipments
— Lists all items being shipped on this MO
— Lists all items back ordered on this MO

QAD Proprietary SSM-MO-100

MO Shipments automatically create shipment documents, including an Engineer Delivery Note
and a Back Order Advice, if the shipment is incomplete.

Expensed MOs and MOs for the engineer's own consumption are automatically deleted by the
system once they ship completely. MOs associated with a call must be consumed for that call in
Call Activity Recording or returned with MO Direct/Pending Returns. When all items on the MO
with a call are consumed or returned, it is also deleted by the system.
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Material Orders

a Process Work Flow

- Consume Items Call Activity Recording
(11.1.1.13)

— Automatic issue of parts from engineer site/ location
(if linked)

QAD Proprietary SSM-MO-110
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Creating an MO

Creating an MO

MO to move or replenish inventory

Warehouse inventory » Remote service site/location
m‘“|m- a transfer to * In-house service site/location

id

@ MO to acquire expensed parts

Warehouse A :
inventory | Service unplanned Cost of item
*Iﬂ«'le transfer to | Location | issue charged to expense

@ MO to order parts for a specific call line

Call Maintenance MO Maint.Mo: 112 Call Activity Recording
Call ID: 48 Line 1 Call ID: 48
Line >| 1. Right nozzle »| Line 1: Oxygenator Model 20
1. Oxygenator Model 20 2.1/2” Oring Parts 1. Right nozzle
2. Oxygenator Model 50 3. Filter usage 2.1/2” Oring
3. Filter

SSM-MO-120

QAD Proprietary

As mentioned in the introduction, there are three basic types of MOs, each of which plays a
particular role in a service organization:

« MOs with a call
» MOs without a call
+ Expensed MOs

These distinctions are used throughout the discussion of MOs in SSM. Each type of MO has a
slightly different effect on inventory. In general, regardless of its type, the MO is used to replenish
material consumed by service personnel. Any given service organization can use any one or all of

these approaches.
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MO Maintenance

MO Maintenance

~ The header of an MO determines:
— The link to the call (by referencing a call ID)

— Whether the items ordered are to be inventoried or
expensed (for MOs not linked to a call)

« If items are to be expensed, a charge code must
be supplied. This points to a charge product line
and a related GL service expense account

e [tems ordered on an MO that reference a call are
tracked in inventory; they cannot be expensed

QAD Proprietary SSM-MO-130

How you fill out the MO header determines the type of MO you are going to create: with a call,
without a call, or expensed. Header information differs for each of the three types. Once the MO
has been created, it cannot be changed. For example, if you create an MO without a call, you
cannot go back later and add one.

If you link to a call, ordered items must be consumed against it or returned.

If they are neither linked to a call nor have a charge code is entered, the ordered items are
transferred to the engineer location at shipment time.

If no call is entered in the Call field, but a charge code is specified, the ordered items are issued
and costs are debited against the Service Expense account of the charge product line associated
with the charge code.
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MO Without a Call - Inventory Transfer

MO Without a Call inventory Transfer

Material Order Maintenance

# &7 An engineer must be iew | aach

Attachme

entered.
MD: SE021 Drder Ref. 4100010 D Engineer. [EW) | ShipTa AMMELD €

End User ShipTa _

Real US Manufacturing Real US Manufactuing Shlp_-TO d’efaUIts tO the
engineer’s address and

! Yes means the MO is ¢ ;

i _ Y ‘ cannot be overridden.

" available for shipping. " m

I1f No, MO must be
confirmed before it can
be processed.

United States United States

Order Dater 1/7/2002 Site: e Corifirmed: /72008
Required Date: 1./10/2008 Cunency: USD Language: us
Required Time: 00:00 Charge Code:

Due Date: 141072008 é Ship Immed:

Action Status: YeS InVOkes the Allocate:
Ship Via: DHL Sh|pments SCI‘een; Comments:
Fiemarks: No means use MO Print Pack List:

|mport/E wport: Aute-Create MO Lines:

Shipments to perform the
shipment.

QAD Proprietary SSM-MO-140

An MO does not have to be attached to a call. The inventory transferred by an MO without a call is
treated as general replenishment inventory for the engineer's service stock. This method is used
when it is not reasonable to track against particular calls, but you still need to track individual
items.

Once all the items ordered on the MO ship completely, the MO is automatically deleted from the
system. Full details about the transactions processed are included in the transaction history.

In this example, the MO does not reference a call and does not have a charge code specified, so it
simply executes an inventory transfer. The engineer must be entered manually. On this kind of
MO, the Ship-To defaults to the engineer and cannot be changed.

The value for Confirmed defaults from the setting in the MO Control. If No, you will have to
execute MO Confirmations before trying to ship the MO. The entire MO shipment process can
take place at one time if you entered orders as confirmed and set Ship Immed to Yes.

Auto-Create MO Lines. Read only if the Material Order already exists

No - results in the current Material Order functionality whereby users manually enter in the
Material Order Lines

Yes - results in additional functionality being triggered that is to be modeled off of the current
Parts List Maintenance.
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MO Without a Call - Expensed

MO Without a Call Expensed

~ A call cannot be specified

-~ When you use a charge code on the MO
header, all items ordered on the MO are
expensed

~ Charge code field can only be changed on a
new MO

Expensed MOs are also not attached to a call. This method is used when tracking items expensed
as part of the general service activity and ordered in bulk such as nuts, bolts, screws, washers,
lubricants, cleaners, disposable tips, and wipes.

Expensed items are usually ordered in lots and stored at the work bench or truck. The service
engineers do not track any inventory piece by piece; they expense the items once and use them as
necessary. Reordering is typically controlled by a reorder point method.

Expensed MOs require that a charge code be supplied. This field can only be updated when an MO
is first being created and no call has been specified. The system uses the charge code to find a
charge product line set up in Charge Product Line Maintenance for this charge code. The Service
Expense account of this product line is charged for the cost of the items issued. When a charge
code is entered, everything on the MO is expensed to this charge code.

When an expensed MO is shipped, inventory is transferred to the destination site/location and then
the items are actually issued and consumed. If all this completes successfully, the MO is deleted
upon completion of shipment. Transaction history can be reviewed for transaction details.

Set up requires a product line, if necessary set it up in Product Line Maintenance (1.2.1); to be
referenced in Charge Product Line Maintenance (11.21.21.5). Charge Code Maintenance
(11.21.21.1) would create the Charge Code.
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Material Order Maintenance (11.11.1)

MO Without a Call Expensed

J haterial Order Maintenance X|

W GoTo > Actions | || Copy *| (0 Print || Preview | @ Atach

Altachments

MO: SED21

End User

Real US Manutactuing
4

|

HJ

Urited States

Order Date: 1/7/2008
Required Date: 1/10/2008
Required Time: 00:00

Due Date: 1/10/2008
Action Status:

Ship ¥ia: DHL
Femarks:

Import/E xport; ||

Order Ref: CAT00010

HJ

Site:

Engineer: | B 2/)

Ship To

Real US Manufactuing
4

i

HJ

United States

Ship-To: RMAMEUDM

HJ

Confimed: [ 1/7/2008

Cunency. USD

ﬁ Charge Code:

expensed MO.

Charge code indicates an

Auto-Creat

Language: us

Ship Immed:

Allocate:

Comments: ||
Prirt Pack List |
e b0 Lines: ||

QAD Proprietary

SSM-MO-160
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MO With a Call

MO With a Call

~ Referencing a call on the MO creates a link:

— All items ordered must be consumed in either Call
Parts Recording, Call Activity Recording or returned

— Charge Code field cannot be changed

~ Engineer defaults to the engineer assigned to
the call

~ The transfer to-site/location is determined by
the engineer. Ship-to address depends on
control setting

QAD Proprietary SSM-MO-170

In this method, a call is opened and material is ordered specifically for that call. Tying the MO to
the call has the advantage of making all the tools inside Call Activity Recording available for
managing the MO. In some business situations, this explicit connection between service inventory
allotments and call history is required for legal or contractual reasons. In other cases, the business
simply prefers this method, or it is the easiest, most economical way to supply engineers and
account for service costs.

When a call is specified, the engineer defaults to the one currently assigned to the call, but this
value can be overridden. If no engineer is assigned to the call, you must select a valid engineer to
receive this order. If shipments for this MO have already been processed, the engineer cannot be
modified.
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MO With a Call

J haterial Order Maintenance X|

M GoTo ~

Actions '| | Copy '| @ Print |£| Preview ‘ § Attach

Attachmerits

MO: SE021

End User

4

|
HJ

United States

Order Date:
Required Date:
Required Time:

Due Date
Action Status
Ship Via:

Femnarks:

Real US Manufacturing

Order Ref: CAT00010

Engineer: | EWwA ;3'

Ship-To: RM44ELI0T

A
ShipTo
Real US Manufacturing
F)
i
HJ HJ HJ
United States
Call is entered; engineer
defaults from call.
14742008 Site: Confimed: [ ] 17742008
141042008 Currency: USD Language: us
00:00 Charge Code:
141042008 Ship Immed: ||
Allocate:
DHL Comments: ||
Print Pack List: |

Import/Export: ||

Auto-Create MO Lines: ||

QAD Proprietary

SSM-MO-180
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MO Maintenance and Sites

MO Maintenance and Sites

- Two sites/locations are involved in an MO:
— Site/location where inventory is shipped from
— Site/location where inventory is shipped to

~ MO header site provides default ship-from site
for each line

a Ship-to site defaults first from engineer’s
site/location set up in Engineer Maintenance

- |f this does not exist, the site/location
associated with the engineer’s area is used

QAD Proprietary SSM-MO-190

MOs use sites similarly to sales orders. The site specified on the header is used by default for each
line on the MO, but can be modified as needed.

The other site used in MOs is the ship-to site.

The engineer associated with an MO normally determines the site and location to which items are
transferred during MO shipments. If a site and location are associated with the engineer in
Engineer Maintenance, these are used by default. Otherwise, the site and location associated with
the engineer's area are used. Maintaining consistent defaults is important in streamlining the
consumption and return of items ordered on MOs for a call in Call Activity Recording and MO
Direct/Pending Returns.
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MO Maintenance Allocations

JMater\a\ Order Maintenance X|
W GoTo v Actions | || Copy *| (£ Print (] Preview | & Attach
Attachments
wO: SEOTOT Order Ref: cal03161 Engineer. fse Ship-To: fse
End User Ship To
Medical Supply Company Jane Smith
1015 50UTH MAIN STREET 535 South Grand Ave
ORLANDO 32821 Los Angeles [} 30071
United States United States test
Corsume Forecast
Order Date: 7/11/2008 g  AlecatsMO Lines DueinDays 741142008
Regquired Date: 7411/2008 Detai Allocations: [& 5D Language: us
Required Time: 09:30
Due Date: 741172008 Ship Immed:
Action Status: H . Lllocate: h
_ If Allocations is set to yes, a pop-up
Ship Via, R . . lomments:
Remaiks window allows modification of i Pack i
Impor Eso allocation parameters set in the 0 Lines:
Material Order Control
Back ] [ Next
QAD Proprietary SSM-MO-200

If Allocations is Yes, a pop-up window displays so that you can modify the allocation parameters
set by default in the MO control. These parameters include consume forecast, allocate days in
future, and detail allocations.
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Call Maintenance *

MO Line Entry

W GoTo ™

Actions ~| LIl Copy v| (21 Print 4] Preview

When the MO is

User Selection
CalllD: calD31E1
Seriat 2001
End User eul00a
Item Number: JNOOO2-1
Cortract:
Start D ate:
End Date:
PO Mumber: pal03161

Call tern
Itern: JNODDZ-1
Serial 2001
Feference: a
Work Code: Tech
Sve Type: FIXED

Revision:

aterial Order Maintenance

M GoTo v

Actions “ L} Copy “ @ Print 4] Previg

associated with a call,

Desc: MEDICAL SWITCH

QAD Proprietary

Attachments

M0 S 0] (e (e R 01 13151

Ln Order Ref Line Item Humber
1 1 SC4

Description: Service Component 4

Locatior: 100
Lot/Serial
Oty Allocated: 0.0000
Oty Picked: 0.0000
Oty Shipped 1.0000
Gty Consumed: 0.0000
Oty Returned: 0.0000
usp Cost: 10.00

a call line must be

items to the line in CAR.

specified for each item, so
the system can match the

Single

Frice

.50

Site: 10000 Line Ref:
Cri
Required: 7/11/2008
Req Time: 09:30

Ut Corv:

Due Date:
Consume Forscast:
Detail Allocation:
Categary: Camments:

1.0000

Delete Back Next 10210

Items ordered for a call are related to a specific call line. If you are creating an MO that is not
referencing a call, the line number field is skipped by the system.

MNQAD



438 Training Guide — Service and Support Management

taterial Order Maintenance

MO Line Entry

® GoTo v Actions | L Gopy v| (4 Print (4] Freview | @ Attach
Attachments
MO SEOTOT Order Ref: cal03161 Engineer: fse L Format S/M: Single
Ln Order Ref Line Item Number GOty Ordered UM Unit Price
Description:  Service Companent 4
Location: 100 Site: 10000 Line Ref:
Lat/Serial Chf
Oty Allocated: 0.0000 Required: 7/11/2008 Ut Cony: 1.0000
(Qty Picked: 0.0000 Req Time: 09:30
Qty Shipped: 1.0000 Dwe Doate;
Gty Consumed: 0.0000 Consume Forecast:
Gty Returned: 0.0000 Detail Allocation:
UsD Cost 10.00 Category Comments
Detete | [ Back | [ Mem

QAD Proprietary

SSM-MO0-220

The MO line item entry screen is similar to what you would see in Sales Order Maintenance.
However, for MOs, only items defined in the item master can be ordered. Items also cannot be
configured, since these also are not considered “in inventory.” The list price as defined in the item
master displays, but this field is for reference only, since no one is actually going to be paying for

the MO.

The line reference feature enables users to create eight-character labels or references of their own
choosing, and build custom reports for any MO activity line by line.
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MO Confirmations

MO Confirmations

~ MOs must be confirmed before a shipment
transaction can occur

~ MOs can be confirmed:
— When the MO is created
— On individual lines of MO Maintenance (11.11.1)
— Using MO Confirmation (11.11.2)

QAD Proprietary SSM-MO-230

If you entered MO lines unconfirmed, you must execute MO Confirmations before the items can
be shipped. The input frame allows various selection criteria, just like Sales Order Confirmation.
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MOs and MRP Visibility

MOs and MRP Visibility

~ Confirmed MQOs appear as demand in MRP
(display under Gross Requirements)
~ MRP treats MO demand like sales order demand

— When quantity ordered equals quantity shipped, MRP
demand is zero

QAD Proprietary SSM-MO-240

Confirmed MOs create MRP demand just like a confirmed sales order line. This figure shows how
you can see this demand in the system using the MRP Detail Inquiry.
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MO Allocations

MO Allocations

~ MO general allocations can be performed in:

— MO Maintenance (11.11.1) — based on the Allocate
Days setting in the Material Order Control

— MO Automatic Allocations (11.11.5) — using the
same control file logic

— MO Manual Allocations (11.11.4)

~ MO detail allocations can be performed in:
— MO Maintenance
— MO Manual Allocations

QAD Proprietary SSM-MO-250

Allocations reserve inventory for shipment on open MOs. General allocations reserve only the
quantity needed at a particular site. Detail allocations set aside specific quantities by location,

lot/serial, or reference number. Allocations give you control over what orders get shipped and

when. Inventory can be allocated in several MO functions.

MO Automatic Allocations can be executed regularly to perform general allocations for any orders
due within a certain number of days. This function can be used to allocate for MOs beyond the
allocation limit specified in the control during order entry.

MO Manual Allocations can be used to override general or detailed allocations.

Manual and automatic allocations for MOs are exactly the same as for sales orders, except that the
value for Allocate Days into Future is read from the MO control rather than the Sales Order
Control.
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Picking Inventory for MOs

Picking Inventory for MOs

- |f you want to execute a separate picking
function:
— Set Print Pack List to Yes in the MO header.

— Execute the Sales Order Packing List function
(7.9.13)

~ A general allocation must exist to create a
picklist

a Creating a picklist generates detailed allocations

QAD Proprietary SSM-MO-260

Picking can take place as part of the MO shipment process. If you want to generate a picklist for an
MO, set Print Pack List to Yes in the MO header. Then the Sales Order Packing List function can
be executed for the MO.
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Picking Inventory for MOs

hdaterial Order Maintenance
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‘@ GoTo »  Actions " L Copy " @ Print « F'rewew| & Atach

Attachments

MO: SE0TM

Ernd User
Medical Supply Company
15 50UTH MAIN STREET

ORLANDO

United States

Order Date: 7/11/2008
Required Date: 7/11/2008
Required Time: 03:30

Due Date: 741172008
Action Status:
Ship Yia:
Remarks:

Import/E zport; |

Order Ref: cal03161

32821

Site

Ship Ta
Jane Smith

535 South Grand Ave

Los &ngeles

United States test

Confirrned: TA1/2008

Cunency: USD
Charge Code:

To create a picklist, set this
flag to Yes

Ship-Ta: fse

CA 30071

Language: us

Ship Immed: |
Allocate: |
Comments: |

L=

Print Pack List: ||

Auto-Create MO Lines: |

QAD Proprietary

SSM-MO-270
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MO Shipments

MO Shipments

 The MO shipment routine:

— Decrements QAD EE inventory at the ship-from
site/location

— Increases inventory at the engineer’s site/location

— Performs an unplanned issue for expensed MOs from
the engineers site/location

MO—uwith a call or non-expensed

ISS-TR (Issue Transfer Transaction) RCT-TR (Receipt Transfer Transaction)
From the shipping site/location To the engineer site/location

MO—expensed

I1SS-UNP (Issue Unplanned Transaction)
From the engineer site/location
Debits the service expense account

QAD Proprietary SSM-MO-280

ISS-TR RCT-TR

A

v

The MO shipment function enables you to enter the selection data for shipping MOs. Unlike
shipment for standard sales orders, MO Shipment executes an inventory transfer and receipt, and
an additional unplanned issue, depending on the kind of MO:

» MO with a Call. Transfers items from their current location to the place where they will be
consumed on a call.

» MO without a Call. Transfers items from their current location to replenish engineer stock.
« Expensed MO. Transfers the items and then issues them as service expense.
A transfer reduces inventory quantity for an item at the from site and location, and increases it at

the to site and location. MO Shipments combines both picking and shipment in one function.
Delivery documents are printed when the function completes.
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MO Shipments

a Can be performed immediately from MO
Maintenance

a Can be performed in MO Shipments (11.11.6)

~ MO shipment information is similar to sales
order shipments, but MOs are not priced or
taxed

QAD Proprietary SSM-MO-290

MO shipments can execute as a separate function or be automatically initiated as part of the MO
Maintenance function if orders are entered confirmed. Initiating shipment directly from
maintenance is determined by the value of the Ship Immed field.
During the MO shipment process, the following steps occur:
 Enter shipment data
Pick available items
Confirm shipments
Enter trailer data
Print Engineer Delivery Note and Back Order Advice
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MO Shipment Documents

MO Shipment Documents

- Engineer Delivery Note is automatically
generated as the last step in MO Shipments

MATERTATL DELIVERY NOTE Doc : 00000001
Date : 03/10/05
Bhip To:  Whitchead, Bill order Ref : CAlO00Z1
701 Houth Shore Lane Eng : BJW Whitehead, Bil
gan Diego, Ca 92133 MO : MOS
USA Charg:
oty Quantity Unit
In Ttem Number Rep Ordered Site Location Lot/ Serial Delivered Price UM
1 10-15001 No 1.00 1.00 800.00 EA
NCMAD (TM) SOLAR FO 10000 zoo 1.00
COOLING SYSTEM
QAD Proprietary SSM-MO-300

Each Engineer Delivery Note has a control number on it. This number is used by the system to
track transactions related to this MO. This is useful when partial shipments are made or items are
left on backorder and shipped later. In this case, the system tracks the quantity shipped on each
document. The value for this number can be set in the Next Delivery Note field of the MO control.

The engineer delivery note lists all the items on the MO that are transferred to the engineer
location or the end user on a call. This includes all picking information and price information
based on the price of the item defined in Item Master Maintenance. These prices are suggestions
only and can differ from the invoice pricing determined during Call Activity Recording.
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Material Orders

447

MO Shipment Documents

(on back order)

~ Back Order Advice lists all open items in the MO

Remarks:

Ttems Due To Be Delivered To:
Whitehead, EBill

701 South Shore Lane

Jan Diego, CA 92133
USA

eight: Nbr. Pack: Ship Via: dhl Ship Date:03/10/05

Doz @ 00000003
Date : 03/10/05

Order Ref : CAl000Z1
Eng : BJW
Mo : Moll
Charge:

aty
Backorder UM

Signature:

Qty
Ln Item Number Description Ordered
1 10-15001 NCMAD (TM) SOLAR POWERED COOLING SYST 1z.00

QAD Proprietary

SSM-MO-310

The Back Order Advice lists all MO items on back order and their quantity. It also contains sales
price information. Each Back Order Advice has a control number on it. The value for this number
can be set in the Next Back Order Advice field of the MO control.
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Consuming MO Items in CPR/CAR

Consuming MO Items in CPR/CAR
- \When an MO is linked to a call, the items
shipped display in CPR/CAR when the call line is
selected
— Parts ordered on the MO can be selected in CPR/CAR
for issuing
— The MO line is deleted if all ordered items are
consumed
— When all lines on an MO are consumed, the entire
MO is deleted
QAD Proprietary SSM-MO-320

The selection screen is a scrolling window with all open MO lines for the call line. An MO line is
considered open when the quantity shipped on the MO is greater than the quantity consumed plus
the quantity returned.

For each selected MO line, one item usage record is created. Internally, each item usage record
remains linked to the MO line so it is recognized later when quantities are updated. As a result, if
all the items on an MO are not yet accounted for, the MO remains on the list of open MOs to be
selected the next time this call item is processed.
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MO Returns

MO Returns

~ Enables you to return items ordered on an MO
for a call and not needed

- [tems may have been marked as pending return
in CAR

~ Remember: The call cannot be closed until all
items on an open MO are issued or returned

QAD Proprietary SSM-MO-330

There are two main circumstances when an engineer may need to return items ordered on an MO:

All of the items ordered for a call are not used. These items can be returned in either Call Parts
Recording or Call Activity Recording. They can also be returned directly in MO
Direct/Pending Returns (11.11.8).

Items returned by an engineer in either Call Parts Recording or Call Activity Recording are
given a pending status. This means that the items are registered as returned, but remain in the
engineer stock. They must be physically returned to general stock in MO Direct/Pending
Returns.
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MO Direct/Pending Returns (11.11.8)

MO Returns

W GoTa s Actions | | Copy *| 0 Print (] Preview | & Attach

Attachments
MO: SEOTOM Order Reference: cal03161 Engineer: fse
Retum Al | Status: Retum Site: 12000
Effective: 7/28/2009 Location: BS0
Ln Order Ref Line Itam Mumber Lk Statug Quantity

[ 1] 1 504 E4

Description: Service Component 4 Type;
Oty Allocated: 0.0000
Gty Shipped: 1.0000 Fram Site: Location
Qty Consumed: 0o Retum Site: Location,
(ty Returned: oo Rieturn 5 erial
Oty Pending: 0o Mduilti Entry: | Comments: ||
Back Next
QAD Proprietary SSM-MO-340
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Exercise 25: Creating a Material Order (MO) for a Call

In this exercise, you create and ship an MO for a call. Then you go to Call Activity Recording
(CAR) and see the value of having an MO created for a specific call. Throughout the exercise,
accept field defaults unless specifically asked to change a value.

Prior to starting this exercise, you will need to choose a call to associate with the Material Order.
To do this, go to the Manage End User collection and select End User C-EUMDI1. Once you have
selected the end user, the information that displays in the tabs below is specific to that end user.
Select the Open Call Browse, and view the open calls. If the call you used in Exercise 24 is still
open, you may use that call for this exercise. Otherwise, select another call for this end user and
proceed to Step 1 below.

1 Go to Material Order (MO) Maintenance (11.11.1).

2 Press Enter on the MO field, and the system will assign the next available MO number.
Write that number here:

3 Put the listed value in the following field and continue.

Field Value
Order Ref Call ID created on page 392

Notice that the engineer assigned to the call defaults as the Ship-To. This can be overridden to
any valid Ship-To for the Customer related to the call. Leave the default engineer as the Ship-
To and go to the next frame.

If the engineer was not assigned, assign engineer as JGB, and Ship To as JGB.
4 Notice the Site field and its default value. How is this site used in MO processing? Set the
following value.

Field Value
Ship Immed Yes

5 Click Next to display the MO line item entry frame. Enter the following data in the listed
fields.

Field Value
Ln 1

Order Refer 1

Item Number C-C001
Site C1

Qty Ordered 1
Confirmed (Cnf) Yes
Detail Alloc No

6 Save your changes; proceed to the shipment frame.
Notice the Engineer Site and the Engineer Location. If you do not remember where these
default from, review the help for these fields.

7 Go to the shipment detail frame. The item ordered is now ready to ship. verify that the
Consume Shipped Items field is set to No. We will consume these items in CAR in the next
exercise.
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8 Continue on until prompted to display Material Order lines being shipped, accept the default
Yes by pressing Enter.

9 When the Is all information correct question displays, accept the default Yes.

10 The final shipment frame displays. Enter the following data.

Field Value
Ship Via FedEx
Ship Date <Accept default>
Remarks This my first MO.

11 Print the MO and review the Material Delivery Note. Notice the following information.

Field Value

Doc Delivery Note ID number
Order Ref Call ID attached to MO
Eng Engineer on the MO

MO MO number

Notice the item listed as shipped. Down at the bottom, notice that the remarks you entered are
also displayed.Return to the menu.
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Exercise 26: Consuming MO Items in CAR

In this exercise, we see the benefits in Call Activity Recording of using an MO to order items in
support of performing a repair.

1 Go to Call Activity Recording (11.1.1.13) and enter the Call ID from Exercise 25.
2 Proceed to the Item Selection frame. Select line 1.

3 Proceed to the Report field. Press Enter and the system will automatically assign the next
Report number. If you used the same call for Exercise 25 that you used for Exercise 24, then
you will receive the prompt about the line already being invoiced. Answer yes to the prompt
and then leave the Report field blank so that a new report 1D will be system assigned.

4 Inthe Item Detail frame, review/change the following values and then continue.

Field Value
Eng JGB
BOM Code <blank>
Routing <blank>
Taxable No
Fault Codes No
Update Installed Base Yes

5 The Material Order Selection frame should now appear.

In this frame, the system automatically loads the item you ordered and shipped on your MO. If
there were multiple items ordered for this call line on the MO, they would all display. You
would use the Next/Previous capability to toggle through the items. When you find the item or
items that you want to record as consumed on this report, click on the Material Order ID to
select the line. An asterisk displays to the far left of the item, indicating that it is selected.

6 Press Enter and make sure that the asterisk displays.
7 Continue to the Labor/Expense frame.

8 Continue to the Item Usage frame.

You should now see the item you selected in the Material Order Selection frame displayed in
the Item Usage frame. Notice also that an asterisk appears at the far right of the line, under the
MO label. This is to let you know that this item was selected from an MO attached to this call
line.

9 Select this line and set the Det field to Yes; then click Next. Notice in the Item Usage Detail
frame that a value has been filled in by the system next to the MO Line label on the bottom
left. The system maintains this link with the MO until the item is actually consumed from
inventory.

10 Continue on until you receive the message: Display inventory about to be processed? Accept
the default Yes.

11 You should receive a message asking: Is all information correct? This is your last opportunity
to prevent inventory processing by responding No and pressing Enter. Go ahead and accept the
default.

12 Specify Printer for the Output device prompt and review the output
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13 Return to the menu.
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Overview

Return Material Authorizations

Broken!
L[] Send back
to factory!
- Joe

QAD Proprietary SSM-RMA-010

Return material authorizations (RMAS) are used to manage the process of receiving returns from
your end users and issuing replacement parts.

This lesson will explore the setup required to use RMASs and how they fit into the service
environment.
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Business Use of RMAS

Business Use of RMASs

~ Receive wrong or broken item or component
from end user.

- |ssue replacement component or item.
~ Optionally update the installed base.
- Generate invoicing for credit or debit amounts.

- |f the activity requires the intervention of an
engineer, use Depot Orders and/or Call Activity
Recording, not RMAS!

QAD Proprietary SSM-RMA-020

The RMA is the primary mechanism for managing simple returns in QAD EE. In general, RMAs
perform the activities as noted in the figure.

The scope of RMAs is limited strictly to the receipt and issue of items. Any activity that requires
the intervention of an engineer should be tracked with Call Activity Recording. There is some
overlap in these two functions in that both Depot Orders and Call Activity Recording support the
exchange of items. However, in CAR, this exchange is part of an engineer's activity in responding
to a call for repair or preventive maintenance.
The following two features distinguish RMA returns from returns in Depot Orders and CAR.

» RMAs can be generated independently of call tracking functions

« RMAs do not require the intervention of a service engineer
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RMA Work Flow

RMA Work Flow

» Take Call from End User *

» Create RMA and Ship/Receive

» Print RMA *

» Create Packing List (Sales Order Module) *

» Ship RMA Receive RMA *
— Release RMA to Work Order *
— Link RMA to RTS *

» Invoice RMA (Sales Order Module) *

" Optional

QAD SSM-RMA-030

RMAs are created with RMA Maintenance (11.7.1.1). Shipments and receipts can take place
directly when the RMA is created or later in separate RMA Shipments and RMA Receipts
functions. The RMA can be printed (RMA Print) and a packing list for an RMA can be created in
the Sales Order module (Sales Order Packing List).

If the item received on an RMA is going to be refurbished, it can be released to a work order using
RMA Release to Work Order. If an item returned from an end user needs to be sent to a supplier
for repair, an RMA can also be associated with an RTS in RTS Maintenance.

RMA billing takes place in the Sales Order module using the standard invoice print and post
functions. Just as with a sales order, you must use Pending Invoice Maintenance (7.13.1) to change
prices. Pending Invoice Maintenance can also be used to change tax status and salesperson
commission. Credit issues are also managed in the Sales Order module. If an RMA is on hold
because of a credit problem, it can be cleared using Sales Order Auto Credit Approval.
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RMA Implementation Control Settings

® GoTo ~  Actions ~| [ Gopy | E Print 4] Preview

Return Material Authorizations

—
FiM& Header Comments: |V

Rt Ling Commerts: 'V
Default RMA Contract: | SC-3
K.eep Booking Histary:

Display Service Contracts: W

Rt Sales Order Prefix:

J

Next A& Sales Order: 173

Customer Return Site: | site
Customer Return Location: | itemloc

Custamer Spares Site: | 10000

Customer Spares Location: | 650
—

-
I

- -
I

Detail Allocations: |

!

Allocate Days:
Consume Forecast: V'
Edit Installed Base:

Print Mo Charge Receipts:

—_—
Purchase Oider Prefix: III
Mext RTS Purchase Order:
At Supplier Site: | site1 ‘D <

At Supplier Location: | itemloc
Fieturn From Supplier Site: | 10000

Return Fram Supplier Loc:

i

—| These settings apply to RMAs. I—

| These settings apply only to RTSs.

QAD Proprietary
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SSM-RMA-040

The RMA/RTS Control (11.7.24) sets defaults for handling both RMA and RTS (return to

supplier) functions. Some fields apply to both RMAs and RTSs. Others are used exclusively by

one or the other.
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Customer Return and Spares Site

RMA Implementation

Customer Return and Spares Site

@ Combined Facility at @ Combined Facility at @ | 2600 Business brive |

123 Main Street 123 Main Street
Manufacturing
Manufacturing Manufacturing Site
Locations Site [ 423 South Main street |
Returns/ Returns/ Returns/
Spares Spares Spares
L ocations Site Site
One Site, One Facility, Two Sites, Same Facility Two Sites,
Different Locations Two Facilities
QAD Proprietary SSM-RMA-050

The site specified in the control for Customer Return Site is used as the default for RMA receipts.
If you perform repairs at a manufacturing site, you should specify it as the Customer Return Site. If
you keep your return and repair operations separate from manufacturing, use the repair site as your
Customer Return Site default.

Another important control setting for RMAs is Customer Spares Site. The site specified in the
control for Customer Spares Site is used as the default for RMA issues of replacement items.
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Customer Return/Spares Locations

RMA Implementation

Customer Return/Spares Locations

Floor plan of
Customer Return/Spares
Site and Locations Rework
(Refurbish)
New
Installations
Finished i
g‘(l,zdi Rejects Inspection
? J Received/
Not Inspected
Replacement Refurbished
Material
Returns i Returns I
QAD Proprietary SSM-RMA-060

Along with a customer return site and customer spares site, you can set customer return and spares
location defaults. The return default location appears on RMA receipt lines, the spares default on
RMA issue lines.

If you use a special location for receiving RMA goods, this location probably has special
characteristics. You need to ask yourself: Should the received material or items be available for
inventory allocation? Generally, until the returned item is thoroughly inspected, you would not
want it to be available for sales orders or work orders. In this case, set your return location to have
a status of not available.

Another consideration: Do you want the inventory at your return location to be nettable? In other
words, do you want this inventory to be considered on hand by MRP? If most of your returns can
be put into usable stock with little or no repair, set the status of this inventory location to be
nettable. If you tend to scrap most returns, set the status to be non-nettable, so MRP does not count
the inventory as being on hand.

The RMA receipt function actually does a negative sales order shipment to process the return, so
the 1SS-SO transaction should not be restricted for this location.
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RMA Implementation

RMA Implementation
- Should forecast be consumed by RMA issues?

~ Do you want to perform detail allocations from
within RMAS?

~ Do you want to keep RMA booking histories?

~ RMAs have the option to change certain
installed base records on a line-by-line basis. Do
you want the Edit Installed Base frame to
always appear in RMA Maintenance?

QAD Proprietary SSM-RMA-070

As shown in the figure, there are several other implementation issues that determine how you set
remaining parameters in the RMA/RTS Control.

- If you are forecasting your replacement parts, set Consume Forecast to Yes. Forecast is then
consumed when items are issued on an RMA.

« If you are going to perform detailed inventory allocations from within RMA Maintenance, set
Detail Allocations to Yes so that you always get an inventory allocation pop-up window.

« If you want to keep a transaction history beginning from when an RMA line is first entered, set
Keep Booking History to Yes.

- If you want to be able to modify installed base information within an RMA, set Edit Installed
Base to Yes in the control.

Note Since an RMA is similar to a sales order, some settings in the Sales Order Control are
considered by RMAs as well as sales orders (Shipping Lead Time, Line Format, Price Table
Required, Vary Pricing Date by SO Line, Minimum Ship Amount, Consume forecast forward or
backward, FOB Point).
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RMA Maintenance

RMA Header:

» Customer and end user data

@

» Coverage and date defaults
RMA Issue Lines:
« |[tems to be shipped
RMA Receipt Lines:
Q - Items to be received
Trailer:
@ * Price totals & tax Information
Ship/Receive:
» Ship and receive items directly
@ from RMA Maintenance

®

QAD Proprietary

SSM-RMA-080

Executing RMA Maintenance follows a number of distinct steps:

1 Fill out the RMA header frames which sets up default values for line item issues and receipts.

2 Record items to be issued to the customer (Issues).

3 Record items to be returned from the customer for repair or replacement (Receipts).

4 Complete the trailer that totals billing am

ounts and trailer codes.

5 Optionally ship/receive directly from RMA Maintenance; if not done here, separate ship and

receive functions can be used.
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R4 Maintenance % |
W GoTo > Actions ~| L Copy ~| (£ Print 1< | TV T——
Aftachments
W GoTo > Actions ~| L Copy ~| (£ Print (<) Preview | # Attach
Header Lines  Traller
Aftachments
P Lines P LincDetals B FreightData B Taxlnfo
Heodor Header Lines  Traller
P Lines P LineDetals P FreighiDala P Taxlnfo B lssuelineDelals B Instaled Base B Comments
RM&: 678 Bill-Ta: 002
Header
RM&: 678 Bill-Ta: 002 LnFmt: single Org:
RMA, Issue Line
Ln  Item Number O o oot L
eceipt Ling
1 678
I: Ln  Item Number Retum Qty UM List Price Discount Met Price
ER: " 0.00 oo 0.00
Lire: D etaits
Dese:
Loc: Line item 1 is an Issue, T N -
. ales Acct
uso oot going to the customer as e [ - - 0
Lot/Seril | Line item 2 is a Receipt
a replacement. 5 . Cred Terms Int 0.00
Oy Alacatedt coming back from the
Lot/Serial t bl Type
Oty Picked: 0o
Oty Allocated: customer, presumably UM Canw. 1.0000
Oty Shipped: 20 H
Oty Ficked: for repair or scrap. Consume Fest
Oty to Irvaice: 20
Oty Retumed: 40 Pertormance: 9/13/2008 Detail Alloc:
Sal U
despersant ] Oty ta [nvoice: 40 Pricing: 9/10/2008 Tauable:
Commid1}  10.00% Cate )
Salespersonl1]. L) Mulliple: Fit List
Commidl}  0.00% Category: Fived Frice: Comments:
[ peee | [ Back | [ Nem
QAD Proprietary SSM-RMA-090

An RMA can track items leaving from or arriving at your site or warehouse. This includes items
shipped to or returned from customers. Once items are issued or received, the installed base can be
updated when the RMA invoice is posted. The system can automatically record items issued to
your end users and automatically remove items received from them.

In the classical flow for returned items, a service organization receives a returned item and then
either issues a replacement or fixes the returned item and ships it back. In this scenario, an RMA
receipt is processed before an RMA issue.

However, in modern service organizations, an RMA issue often occurs before the item is received
from the end user, thereby ensuring that the customer does not go without its use. This has always
been an important part of servicing mission-critical items, since customer down time can be so
costly. In this scenario, the issue is processed first.

The Ship Before Return setting of the service type controls whether or not items can be shipped
before defective ones are returned.
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Linking Issues and Receipts

Linking Issues and Receipts
Riti4 Maintenance *
W GoTo~  dctions ~| Ll Copy v| (£ Print &) PW I

Attachments W GoTo = Adions ~| || Gopy ~| ) Print 4| Preview | # Attach
Attachments

Header  Lines  Traller

B Lines P LineDetals P FreightData P TaxInfo

Header

Header Lines  Traler
» Lines P LineDetals P FieightData B Taxlnfo P lssuelineDetals B InstaledBase B Comments
AMA&: nermll Bil-To: 00010000 Hesder

RM&: normil Bill To: 00010000 LnFmt: single Qrg:
RMA& Issue Line

Ln  Item Humber O BMA Lssue Line

1 1006 Lr  Item Murber Oty Ordered UM List Prics Discatnt Met Price
1100 30 EA 50,00 oo 50,00
Issue Line Detais

Oty Shipped: 20 Receit

Shipped Date: 3/1/2009 lne 3
— |lem Number: | 100b Fe)
DueDate: 2/27/2003 Description: Finished Good B Price 000
Opeshiz 20 UM: EA Site: 10000

Multi

Location: itemloc

Specifying “Yes” triggers a Pocessng P Pending
I‘: Ree: special Receipt frame with the a0 Tanatls

same item as the issue line. ne Ship Type Feult Code:
This is useful for one-to-one
part replacement.

SSM-RMA-100

QAD Proprietary

The Issue Line Detail frame in RMA Maintenance contains a Rec (receipt) field. Setting this field
to Yes causes a pop-up window to appear so you can create a receipt corresponding to this issue
immediately. The item on the current RMA issue line is used as the default receipt line item, and
the two lines are automatically linked. This feature is useful for one-to-one part replacement.
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RMA Service Types

RMA Service Types

A\ 4 i
_ Calls
Service Contracts « Product Line
« Product Line « Response Times
« Duration J « Call Price List
« Contract Price List « Priority
« Levels of Service « Coverage Hours
RMAs « Levels of Service

« Product Line

« Restocking Charge
« Credit Price List

« Ship Before Return
« Levels of Service

QAD Proprietary SSM-RMA-110

In earlier lessons, we saw how service types defined the rules for your relationships with end users.

Service types provide significant information for RMAs, as this figure indicates. Service types are
used to answer questions related to coverage. Is repair covered? Is repair feasible in terms of the
amount of coverage? Is this an account-critical item that perhaps needs its RMA costs shifted to
goodwill? How can coverage be adjusted for one item or special case?

Service types also provide credit price list information. A returned item is often not new (or at least
most manufacturers hope it is not new). It probably is not in good condition or at least not worth
the standard list price.
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RMA Service Types

RMA Service Types
RMA/RTS Control
Contract Service File (Default
Type RMA Contract
: field)
|Cal| Service
Type ©

| @ 2/

Service type can
New RMA default from:
e Warranty
e Service Contract
e Control File Default
QAD Proprietary SSM-RMA-120

Both credit pricing and coverage levels, as well as other coverage details, are determined by the
service type associated with an RMA. By default, an RMA uses the service type from one of three
sources:

The service type of the call associated with the RMA. If a contract is providing coverage on
the call, it is brought into the RMA also.

The service type of a contract selected to cover the RMA. If Display Service Contracts is Yes
in the RMA/RTS Control, a pop-up window showing all active (valid or open) contracts for
the end user displays after the upper frame of RMA Maintenance) is completed. Selecting a
contract from the list applies its terms and conditions to the current RMA.

The default service type specified in the RMA/RTS Control (11.7.24), if there is no call or
contract associated with this RMA.

Service types determine the financial impact of RMA processing. They provide default credit price
lists for RMA receipts, default restocking charges, and also determine the percentage of coverage.
In addition, the service type determines whether or not a replacement item can be shipped before
the defective item is received, and may determine the default product line used.
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Applying Coverage

Applying Coverage

~ Determine the service category of the RMA line
item

- |f a contract is specified, search header limits
for a coverage % in the following order:

— Limits defined for the invoice sort related to the
item’s service category

— Limits defined for the contract total record

- |f a coverage % has not been found, search the
RMA service type for limits in the same order

- Add the service coverage % to any discount
calculated by the pricing algorithms and display
the results in the line item Discount field

QAD Proprietary SSM-RMA-130

One of the fields used during line item entry for RMA issues is a Discount field. The system
supplies a default for this field in the following manner.

1 The system determines the line item's service category specified with Service ltem
Maintenance (11.3.7) or the default item service category from the Call Management Control.

2 If acontract is specified, the system searches the contract header limits for a coverage
percentage in the following order:

« Search for a coverage percent defined for the invoice sort related to the item's service
category

« -Search for a coverage percent defined for the contract total limit

3 If acoverage percent has not been found yet, search the service type specified on the RMA in
the same order

4 Add the service coverage percent to any discount calculated by the pricing algorithms and
display the results in the line item Discount field
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Changing Coverage

Changing Coverage

~ RMA charge types provide the ability to:
— Cover some items under warranty
— Cover some items under contract
— Make other items chargeable
— Provide a replacement item free as a goodwill

g esture
Replacement Shipment:
* One Power Cord
e One Pump l’
Contract covers
replacement items at ‘l!
100%.
However:
Power Cord was broken by end
user (run over by a forklift) and
you need to charge for it.
QAD Proprietary SSM-RMA-140

The RMA charge type addresses an issue arising in the day-to-day activities of many service
organizations: How can coverage be adjusted for one call or special case?

When this need occurs, the ongoing contractual or warranted relationship with the customer
should remain unchanged; only a one-time adjustment is needed. For example, the service
engineer may want to make a special charge for an unusual repair. Or, for various reasons, normal
charges are waived for this RMA. The charge type enables you to adjust coverage for this special
case without changing the coverage relationship with the customer.

Example You might be issuing replacement items normally covered 100% by a contract.
However, one item was broken due to misuse by the customer and is, therefore, not covered under
the contract terms. You need to charge full price for this part. In this case, the charge type for this
item issue can be changed to reference a service type that has a 0% coverage.
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RMA Charge Types

RMA Charge Types
Service Type is either: R'\:A header
° els a service
Warranty type From a call, service J e
- Contract type conitract, or the typ
control default
If service If service type
type is a is a contract
warranty
RMA Charge RMA Charge
Type (CT) Type (CT)
defaults to W defaults to S
QAD Proprietary SSM-RMA-150

When you create an RMA, the header's service type is either a warranty code or a service contract
type. The characteristics of the header service type provides a default for each line item. If the type
is a warranty, the charge type for each line item defaults to W (warranty). If the header's service
type is a contract, the charge type on line items defaults to S (service contract).
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RMA Charge Types

RMARTS Control |
@ GoTa ™ Actions 7| Ll Copy v| & Print 4] Preview |
RMARTS Contral
Rk, He ader Comments
W GoTo > Actions ~| L Copy ~| £ Print v Preview
Rt Ling Commerts: v/
_ Defaul Charge Information
Defaull FMA Conlract [STD @Gy 5
Wananty Charge Type: W
Kesp Bosking History: - X
Wananly Service Type -
Display Servics Contracts: [V Contact Cha Tooe 3 SyStem defined
oniract Charge Type _
charge types
Billable Charge Type:
AMA Sales Oider Prefi [ | iate Semice Ton 57D :
e BilableService Type [5TD |
Nert AR Siles Crdr 1173
SR - S—
_ Giveaway Servics Type
Customer Retum Site: | sitel 2
Customer Fietuin Lagation: | itemloc
Custorner Spares Site: | 10000 Psl
Customer Spares Location: | 50
User-defined charge
types
[ ]
QAD Proprietary SSM-RMA-160

RMA charge types are defined in the Default Charge Information frame of the RMA/RTS Control.
The system supports four charge types, each of which can be associated with a separate service

type. The warranty and contract charge type codes are system defined and cannot be changed (W
and S, respectively). You can select any other code you want for the billable and giveaway charge

types.
There are three groups of charge/service type relationships readily apparent:
- Warranty Charge Type (W) and Warranty Service Type (W-1)
« Billable Charge Type (B) and Billable Service Type (BILLABLE)
- Giveaway Charge Type (G) and Giveaway Service Type (GIVEAWAY)
There is a fourth relationship that is not so apparent. The contract charge type, which cannot be
changed from S, references the Default RMA Contract specified on the first frame of the

RMAVJ/RTS Control. When a charge type of S is entered as an override, it brings in the
characteristics of the default RMA contract type.

A default charge type displays during RMA line item entry and can be overridden to reference one
of the other charge types defined in the control. Changing the charge type changes the level of
coverage for a particular line item.

For example, if the default charge type for a line item is W, you can change it to reference one of
three other service types:

« Specifying S uses the default RMA contract type from the RMA/RTS Control
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« Specifying the user-defined billable charge type brings in the billable service type from the
control

- Specifying the user-defined giveaway charge type brings in the giveaway service type from
the control

A default of S (service contract) can be changed to W, the user-defined billable or giveaway
charge types.
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RMA Pricing
RMA Pricing
RMA Issue
Warenozse Issue item Sales Order Received $50.00
on RMA Pricing by end user” )
Algorithm
RMA Receipt
Item returned RMA Credit ived i
P d > | Price List from Recelt:/ed n > $2000
rom end user Service Type warehouse
QAD Proprietary SSM-RMA-170

Pricing for RMA issues lines and receipt lines is handled differently by the system. An item on an
RMA issue line is treated just like the same item on a sales order line. This is consistent with
normal business practice, which would price a replacement item the same as the one sold, minus
any discount provided by service coverage or credit for a returned item.

Items returned from the end user, on the other hand, require their own price lists. A returned item
is often not new (or at least most manufacturers hope it is not new). It probably is not in good
condition, or at least not worth the standard list price. These price lists are derived from the service
type in effect.
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RMA Issue Line Pricing

RMA Issue Line Pricing

RiviA Maintenance
1. Item Master Info: | *t ~| 1) Copy ~| & Frint 4] Preview | & attach
Item 132 Trailer
Power Cord ineDetalls B FreightData B Taulrfo B IssusLineDetals D InstaledBase D Comments

Price $20

2. Price List Data:
Item = 132
Best Price = $20.00

Ling Details

3. Service Type Data:
Service Type = SC-1
Item Coverage = 75%

Oty Picked

Bill To: 7050

Gty Ordered

Site: 132
0.00

0o
0o

1o

4. Pricing Calculation:

RMA Header Service Type = SC-1
RMA issue of one item 22-100
$20 Price - 75% Coverage = $5.00 billable

LnFmt: single

E&

Sales Acct 3000

Disc Acct: 3300

Confirmed

Required: 11/13/2007
Promised

Due Date: 11/13/2007

jesformance: 11/13/2007
Pricing: 11/12/2007

Multiple:

Oig

List Price:
2000

Fixed Price:

Discount

50

Cred Tems Int
Tupe:

UM Cor:
Consume Fost
Detail Alloc:
Tanable:

Fit List

Comments:

fostacs) (i)

et Price:
5.00

1.0000

QAD Proprietary

SSM-RMA-180

During processing in RMA Maintenance for line item issues, the system determines which price
lists apply, based on the pricing customer and the item. It then determines the applicable coverage
percent based on the service type, warranty, or contract providing coverage. This percent is added
to the discount previously calculated (100% maximum), and the net price is recalculated. The
Discount and Net Price fields are then displayed on the RMA issue line.

This example illustrates how an item is priced in RMA Maintenance.

1

2

The system determines the item master list price.

It then looks for other list type price lists and determines the best list price for the item. It also

looks for any applicable pricing discounts. In this case, none were found.

Using the levels of coverage specified on the service type in effect, a coverage percent is
determined and displayed in the Discount field.

Based on the list price and discount, a net price is calculated and displayed.

Shipping or receiving items on the RMA automatically creates an invoice. You can decide if
you are ready for the invoice to be printed directly from RMA Maintenance.
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RMA Receipt Pricing

RMA Receipt Pricing

RMA Maintsnance % |
W GoTo - Actons | Ll Copy <] @AM Maintenance X|
Attachments W GoTo = aations =| I Copy =| £ Print 4] Preview | 4 Attach
Header Lines Trler Atachments Receipt Rule:
b Hesdsr B Detals B Teslio B Frei Heaer | Lines | Trader In order to get automatic credit
Hea;:e' . o :E:d.r:s » LineDetals P FieightData P Taxlio B lssueline Detals B Installed B pr!cmg, you ml:JSt set up a credit
RM: 1324 Bil-To: 7050 LnFrit: singls PFIC(% |IS.t. Re_celpts do ”9t use an
SoldTo The Credit Price List item’s list price for credit pricing.
MJK Engineering
attached to _the RMA Oty Ordered UM List Price: Discount Net Price
header applies to all RMA . - o -
Tog receipt lines.
United States
Line Detsils
Additional RMA Details Desc Sales Acct, | 3000 Sl A A gl
Jssue Site: [ 132 Loc: | S sie 132 Dise et 3900 10
lssuslocaon|  USD Gt oo Confirmed Cred Tomms It om
Lot/Seriak | s Required Type:
cang| Oty Allocated Promised| | UM Conv:
RMA Contract| Tty Picksd iy Dus Dats Corsums Frst
Service Type:| 132 Oty Shipped 30 Performance Detail Alloc:
D Credi Frice List | credlt iy o lmwoice: a0 Fiicing: 11/12/2007 T axable:
Salesperson(1] Multple Fit List
Comm(1)  0.00% Categows| -] Fired Price: ¥ Comments
QAD Proprietary SSM-RMA-190

RMA receipts require that a specific credit price list be set up in the PO/RTS/RMA.

Credit Pricing Menu (1.10.2). The credit price list defaults from the service type in effect, but can
be modified when an RMA is created.

The credit price list specified on the header applies by default to each RMA receipt line item. If no
credit price list exists, the price displayed for that line item will be zero. This is because the RMA
receipt only looks at the Credit Price List, not the full item price.

If a restocking charge has been specified on the service type providing coverage, it displays in the
discount field. The credit price is multiplied by the restocking percent. This amount is deducted
from the credit to be provided the customer.
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RMA Billing

RMA Billing

RMA

Issue Receipt
$500 $400

Net Charge = $100

1. Issue and Receipt can be invoiced
together. Invoice will net the
charge and credit.

2. Issue and Receipt can be
processed at different times.
There can be two postings to
Accounts Receivable.

SSM-RMA-200

QAD Proprietary

RMA issues and receipts can be invoiced together. RMA issues can create an invoice charged to
the bill-to address. RMA receipts can create a credit, as well as a billable amount if a restocking
charge exists. When an RMA includes both issues and receipts, the net amount is charged.

Example An RMA issue is charged $500 and a receipt credited $400. When this RMA is
processed and invoiced, the resulting net charge is $100. The RMA lists the line items and shows a
$500 charge for line item one and a credit price of $400 for line item two, with a net price of $100.

The issue and receipt can also be processed separately at two different times. In this case, there are
two postings to Accounts Receivable, one for $500 and a credit for $400. The net result is an
invoice for $100 US.
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Billing RMA Issues

Billing RMA Issues
RMA Issue

Inventory
Allocation

RMA RMA
Maintenance Shipments

Perform Shipment

: Invoice Post:
Invqlce —1__/| *Installed Base updated
Print « Accounts Receivable updated
« Salesperson commissions updated
QAD Proprietary SSM-RMA-210

An RMA issue typically follows these steps to create an invoice:
1 Create an RMA issue line.

2 Ship the line item, either directly from RMA Maintenance or using RMA Shipments
(11.7.1.16).

3 Print and post the invoice using Invoice Post and Print (7.13.4).

Once the item on an RMA issue has shipped, you must print an invoice in order to get an invoice
number for the RMA sales order. Printing automatically assigns the number. It is also possible to
manually assign an invoice number to the RMA in the RMA header. The Ready to Invoice line
must be set to Yes in order for an RMA to be processed to the next step. Either way, an invoice
number is assigned to the RMA before it is posted to the general ledger.

Posting the invoice updates the installed base (if needed), accounts receivable, and salesperson
commissions. Once an amount to invoice exists on an RMA, pricing data can only be updated with
Pending Invoice Maintenance (7.13.1).
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Billing RMA Issues - RMA Receipts

Billing RMA Recelipts
RMA Receipts

RMA RMA
Maintenance Receipts

Perform Receipt

i Invoice Post:
|nV(_)ICG — 1,/ *Installed Base updated
Print » Accounts Receivable updated
» Salesperson commissions updated

QAD Proprietary SSM-RMA-220

An RMA receipt typically follows four steps to generate an invoice.
1 Create an RMA receipt line.

2 Receive the line item, either directly from RMA Maintenance or using RMA Receipts
(11.7.1.13).
3 Print and Post the invoice using Invoice Post and Print (7.13.4).

Once the item on an RMA receipt line has been received, the invoice can be printed and posted
just as for RMA shipments. Posting the invoice updates the installed base (if needed), accounts
receivable, and salesperson commissions.
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Releasing an RMA to a Work Order

Releasing an RMA to a Work Order

Rh& Maintenance % |
1
B GoTo ~ & actions =| ) comy - | @ e T
Attachments
- - O -
Heaoder FTEES Trakr GoTo Actions | LI Copy = (20 Print (< Preview
> Lines b LineDetals B FrsiohtData B )
Rt [R1008 IS Tor[R1008 s
Header
RM&: R1006 Bil-To roous
Combine Ywork Orders:
r—— Effective Date: DOutput: PAGE
Lin ltem Number Batch ID:
3
Specifying W indicates that this
item should be included when
work orders are generated with Produe Line: £100
RMA Release to Work Order. Pestock: now
Oty to Receive Hapa\rWD1 >
-
Processing ATSLine O
LinkedLine:| 0
Ml Updats Installd Base:
QAD Proprietary SSM-RMA-230

Some service organizations use standard manufacturing operations to refurbish items received
from customers on an RMA. To accomplish this in QAD EE, you specify W (work order) as the
processing option on the RMA receipt line item.

When the RMA Release to Work Order function is executed, rework orders will be created for all
RMA receipt lines that have quantity received and a W processing option.

The work order number that is created contains a concatenation of the RMA number and the line
item number, separated by a period. In this example, the work order is RMA4.8. The work order
uses the repair routing associated with the item in Service Item Maintenance.

The default processing option is P for pending. You can change this to W at any time. For
example, when you first create the RMA receipt line, you might not know if you need to open a
work order to repair the item until it is received. Once you receive the item, you might then decide
you need to process it via a work order. At this point, you can go into RMA Maintenance and place
a W in the Processing field.
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Exercise 27: Creating a Return Material Authorization (RMA)

This exercise has a number of separate tasks:
- Verify appropriate Control settings
 Create an RMA with issue and receipt lines
« Ship/receive directly from RMA Maintenance

Verify Control Settings

1 Goto RMA/RTS Control (11.7.24).

2 Verify that the following settings have the listed value. Change as needed.

Field Value
RMA Header Comments No
RMA Line Comments No
Default RMA Contract NoCover
Display Service Contracts  Yes

Edit Installed Base No

Review the values for Customer Return Site/Location and Customer Spares Site/Location and
ensure that they match the following table. When you create an RMA in the next task, you will
verify that these defaults display.

Field Value
Customer Return Site C1
Customer Return Location RETURN
Customer Spares Site C1
Customer Spares Location 100

At Supplier Site C1

At Supplier Location ATVEND
Return Supplier Site C1
Return Supplier Location RETVBND
Warranty Service Type W90
Billable Service Type Standard
Giveaway Service Type Giveaway

3 Save your changes; return to the menu.

4 Go to Contract Type Maintenance (11.5.10) and for contract SC-10, verify that the Credit
Price List is set to RMA-CR and the Restocking Charge is set to 5.0%.
Create an RMA

1 Go to, RMA Maintenance (11.7.1.1).

2 Leave the Order field blank, and press Enter so that the system supplies the next available
number. Write down the number here for reference.

Order:
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Click Next to accept the blank Call ID and enter C-MDI for Sold To.

This value defaults into the Bill-To. Update the End User and Ship-To to be C-EUMDI1
Accept the remaining defaults.

Click Next until the Service Contracts pop-up displays.

Do you remember why it displays? The display of this pop-up is controlled by the Display
Service Contracts field in the RMA/RTS Control.

Select the first contract from the list by pressing Enter.

Accept all the defaults on the first two header frames and tax information. The Additional
RMA Details frame should display.

Review the defaults displayed in this frame. Are the Issue Site/Location the same as the RMA
Spares Site and Location in the Control? How about the Receive Site/Location?

The contract you selected should display along with the contract type (SC-10) and the credit
price list you updated earlier (RMA-CR).

Accept these defaults. When the RMA Issue Line frame displays, enter the following values in
the listed fields and then proceed.

Field Value
Line 1

Item Number C-C002
Site C1

Qty Ordered 1

UM EA

When the pricing pop-up displays, continue on. A pop-up should now display the default
charge type (S).

Do you remember why an S displays? S indicates that a service contract is providing coverage
as we designated in the header.

Accept the default S for Charge Type, and proceed. When your cursor enters the List Price
field, a message also displays at the bottom of the screen indicating the Discount percent the
system found (75%).

Think back to the discussion on pricing of RMA issue lines. In this case, item C-C002 is not
on any sales order price lists, so the system finds its Item Master price ($900.00). Since there
are no price list discounts to apply, the Discount field simply displays the discount derived
from the service coverage in effect (75%). The net price is calculated based on these two
values as $225.00.

Continue on, accepting any defaults, until your cursor is in the Loc field in the lower frame.
Tab to the Lot/Serial field and enter 44 and click Next.

The Issue Line Details frame displays. To perform shipment directly from RMA Maintenance,
you must specify a quantity to ship. Specify 1 in the Qty to Ship field.

Click Back twice to display the RMA Receipt Line frames. Enter the following values in the
listed fields and proceed.
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13

14

15

16

17

18

19

20

21

22

23

Field Value
Line 2

Item Number C-C002
Site C1

Qty Returned 1

UM EA

When your cursor enters the List Price field, a message displays at the bottom of the screen,
indicating that a restocking charge applies to this item. You should see a credit price of $450
displayed in the List Price field. This was the amount you set up on the credit price list. The
restocking charge from the service type (5%) displays in the Discount field resulting in a net
credit of $427.50.

Continue on, accepting any defaults, until your cursor is in the Loc field in the lower frame.

Tab to the Lot/Serial field, and enter RMA-RET; proceed.

The Receipt Line Details frame displays. To perform a receipt directly from RMA
Maintenance, you must specify a quantity to receive.

Specify 1 in the Quantity to Receive field.

Change the default of P in the Processing field to R to indicate we intend to return this item to
the supplier for repair or replacement.

We would enter W if we were to create a work order should be created to refurbish the item
returned. We would leave the P if neither work order or return was needed.

Click Next to accept changes.

Click Back until the RMA trailer frame appears. Review the information in the trailer. A
message display indicates that the invoice for this RMA will create a credit. This is a result of
combining the line item issue price $225.00 with the return credit $427.50, resulting in a
remaining credit of $202.50.

Continue thru the trailer. A message prompts you to display RMA lines. Respond with Yes.
The system displays the receipt line and then the issue line.

Review the display, and then continue on. The system prompts you to ship/receive RMA lines
now. Respond with Yes and continue.

When the shipment/receipt completes, the cursor will return to the Order field in the header.
Return to the menu.

To verify the shipment/receipt transactions, go to Transaction Detail Inquiry (3.21.1). When
the inquiry displays, use the Next/Previous to display the last two transactions. There should
be two ISS-SO transactions, one for a quantity of 1 and one for a quantity of -1.

Return to the menu.
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Overview

Return to Supplier

QAD Proprietary SSM-RTS-010

The return to supplier (RTS) process enables you to manage items received from your end users
that need to be returned to a vendor for repair. Like a return material authorization (RMA), an RTS
has two parts that allow you to set up lines for shipment to the supplier and receipt from the
supplier when the repair is complete.
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Return to Supplier (RTS)

Return to Supplier (RTS)

-

Customer
Return Site
ey
Customer Supplier

Distribution Center

(May be same as Return Site)

QAD Proprietary SSM-RTS-020

The return to supplier process takes the return material authorization (RMA) process one step
further. Sometimes you may need to send an item returned from the end user back to a supplier,
who will repair or replace it. The return to supplier function enables you to track the return to the
supplier (RTS) and link the original return from your customer to it.

This figure shows the full route of the item as it is received by the customer, returned to you, and
then returned to your supplier, who in turn returns it to you.
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Return to Supplier (RTS)

RTS
RRMA ¢ Shipment =
eceip (can reference RMA) R

Customer Warehouse Supplier

4 |

Return from
supplier options

QAD Proprietary SSM-RTS-030

Within RTS Maintenance, there are two distinct processes or functions: items being returned to the

supplier, and items received back from the supplier. The return to supplier process enables you to
specify whether the:

- Repaired supplier item is shipped back to you at your service repair site
 Or the item is shipped directly back to the customer

RTSs have a life cycle similar to a standard purchase order. They are created with RTS
Maintenance (11.7.3.1) Shipments and receipts for an RTS take place in separate functions, RTS
Shipments (11.7.3.16) and RTS Receipts (11.7.3.13).
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Return to Supplier

RM&/RTS Contral *
W GoTo ™ Actions | Ll Copy 7| £ Print v Preview
RMA Header Comments: Detail Allocations:
Fihd, Line Comments: llocate Days
Defauit RMA, Contract Consume Forecast ¥
Keep Booking Histary: ¥ Edit Installed Base:
Dizplay Service Contracts V' Print Ma Charge Receipts:
AMA Sales Order Prefie [ | Puchass Oider Frefie R |
Mext RMA Sales Oider, Mext RTS Purchase Oider. 839 10000/5 PARES
= ) Return from
Customer Return Site: At Supplier Site: | sitel -~ . .
Catoms e Locaon bt uppier Lonion Supplier Site/Loc
Customer Spares Site Feetum From Supplier Site: | 10000 D
Customer Spares Location: | 650 Fietum Fram Supplier Loc: ‘ 600 ‘ ) *
1
. Warehouse
The At Supplier Site 10000 or FaCtO ry
represents all supplier Vendor
sites where inventory is At Supplier 10000/RETURN
shipped with an RTS. Site/Loc N Customer
Return Site/Loc
Customer
Returns
(via RMA)
QAD Proprietary SSM-RTS-040

There are two ways to manage inventory for an item returned to a supplier: specify the supplier as
an inventory site and track it, or issue the item out of inventory and not track it.

In the first option, inventory remains within view in QAD EE, even though it is not physically
present. You specify a supplier inventory site and locate the RTS item there. This approach gives
you the advantage of knowing at all times exactly how many units of the item are being repaired.

Since costing by site is a feature of QAD EE, you can assign any cost or no cost to these RTS items
while they are at your supplier's site.

The supplier site for inventory is set up in the RMA/RTS Control (11.7.24). The At Supplier Site is
a virtual representation of all your suppliers. If you want to track the RTS while it is at the supplier
and you have multiple suppliers, one option is to have one at supplier site with a different location
for each supplier.
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Transferring RTS Items

Transferring RTS Items

rr— | Inv Issue field:
RIMARTES Control .
i S Do you want inventory at the At
® GoTo ~ Actions 7| | Copy 7 Frint 4 Preview . .
Supplier site to be counted as
- i ?
RMA Header Comments: Detail Allocations: on hand in QAD EE?
RM# Line Comments: [V Alosale Days
Default A& Cantract: )
RTS Maintenance
Keep Booking History: ¥
X 4 GoTo ~ Actions '| | Copy '| LE',J Print ] Preview
Display Service Contracts: ¥
Itemsz Returned To Supplier
RTS: PRTCVCT Supplier: 3000 Ship-To: 3000 S/M: single
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Ln Ikern L Retum Oty Price Dige?
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Item Returned To Supplier
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Inventory Issue = No fr lssue Expected Date
Gty Shipped: Diate Shipped:

Result: Fiom Site: _ FallCode| =]
* Inventory is transferred from the J FiomLocation |lEm\tu: ,? Commerts: 7

Customer Return Site to the To Sie:| site1 ﬂ Tepe: Al

At Supplier Slte To Location |tem\oc 2 RMa,
* Inventory will show on-hand in £t Price: 38,00 A Line | 0]

QAD EE at the supplier site. ik o
* Ship Type is setto R

lozvepz ey SSM-RTS-050

If you want to track RTS items as inventory, you must set Inventory Issue to No in RTS

Maintenance. When inventory issue is set to No, the RTS is automatically created with a type of R.
When Inventory Issue is set to No, the destination site defaults to the At Supplier Site. That is, the
inventory is transferred from the customer return site to the At Supplier Site and shows up in
inventory inquiries and reports as on-hand at the supplier site. The following table shows the
inventory transactions generated when Inventory Issue is set to No.

Transaction Description Debit Account Credit Account

ISS-TR Ship from site  Goods in transit  Inventory
RCT-TR At supplier site  Inventory Goods in transit
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Issuing RTS Items

Issuing RTS Items
RTS Maintenance * I
@ GoTo v Actions '| A Copy '| & Print s Preview Action:
Items Retumed To Supplier Inventory Issue = Yes
RTS: PRTCWC1 Supplier: 3000 Ship-To: 3000
Result:
* Inventory is shipped from the Customer
Ln  ltem Uk Fieturr City Return Site.
4 000030 E4 10 e |nventory will not show on-hand in QAD
EE at the At Supplier Site.
* No To Site/Location can be specified.
Item Feturned Ta Supplier ° Sh|p Type iS blank_
Lot/Serial: | ,-:3 Drescription:
Expected Date:  2/6/2008
Qty Shipped: 0.0 Diate Shipped:
From Site: site Fault Code:
From Location:  iterlac Comments:
Ta Site:
To Location: Fibda:
Ext Price: 98.00 RbA Line: 0
Link: 0
QAD Proprietary SSM-RTS-060

The second option you have when processing RTS items is to set Inventory Issue to Yes in RTS
Maintenance (11.7.3.1). This means you are issuing inventory and not tracking the returned item in
the database.

Setting Inventory Issue to Yes is roughly the same as when you are processing a sales order
shipment or RMA shipment. Once the shipment occurs, the inventory is reduced, and you no
longer have visibility of the inventory for this item. When you set Inventory Issue to Yes, the
inventory ships from the customer return site and is no longer visible within QAD EE.

Transaction Debit Account Credit Account
RCT-PO PO Receipts Inventory

Both a return to supplier and a receipt from supplier create the same transaction type (RCT-PO).
The only difference is that in the return, the quantity is negative.
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Receiving an RTS Transfer

RMARTS Contral *
Action:
Inventory Receipt = No
Detail Allocations:
[Fe Maienares %] Result:
i | * Inventory is transferred from the At Supplier Site to Consume Forecast, ¥
® GoTo ™ Actions 7| L/l Copy =
; ; H = Z'D"T i the Edit Installed Base:
ems Received From Supplier . .
ars: PRTGCT s Return From Supplier Site. jint Na Charge Receipts: ¥
: “1 « Inventory will show on-hand in QAD EE at the
Return From Supplier site. Purchase Order Prefis E
e Ship Type is set to R.
e 4t RTS Purchase Oider
4 000030 EA 10 100.00 200% _
[N At Supplier Location:
[ =
Fietum From Supplir Sie
Item Received From Supplier
Lat/Serial Description: Returm From Supplier Loc _m
Irvv Receipt Requied Date: 2/6/2008
Oty Received Received Date:
FomSite [stel O] Pur oot 5200 0001
Fram Location; |tem\oc J Single Lat:
ToSite: TUUUU e Type: R
Ta Location _ Retum I
Est Price: 9a.00 FM& Line: 1}
Lk 0
QAD Proprietary SSM-RTS-070

RTS Maintenance is used for two functions: sending the item needing repair back to the supplier
and receiving the refurbished item. Corresponding to these functions, there are two frames in RTS
Maintenance with a similar appearance: one for sending an item to the supplier and one for an item
returned from the supplier. The frame titles in RTS Maintenance help you to remember which
function is being executed.

The Inventory Receipt flag functions just like the Inventory Issue flag. When you have a matching
issue and receipt line on an RTS, Inventory Issue and Inventory Receipt must be set the same for
both, so they both affect inventory in the same way.

Setting Inventory Receipt to No means you are going to transfer inventory from the At Supplier
Site and Location to the Return From Supplier Site and Location. You can determine these settings
line-by-line.

In this figure, Inventory Receipt is set to No, indicating the item will simply be transferred. Notice
how the From site and location default to the At Supplier Site and Location; the To site and
location default from the Return From Supplier site and location.
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RTS Maintenance *

Receiving an RTS

RMARTS Cantral %

Return to Supplier

491

M GoTo ~ Actions '| L Copy '| @ Print | Preview

# GoTo -

Actions *| L Gopy *| & Print 14 P

Items Received From Supplier

RTS: PRTCVCY

Ln  ltem

4 00-0030

Item Recetved From Supplier
Lat/Seriak
Oty Recetved:
From Site:

From Lacation:

Supplier: 2000

Uk

0o
\l

Action:
Inventory Receipt = Yes

Result:

* From Site/Location cannot be
specified.

* Inventory is received into the
Return From Supplier Site.

* Inventory will show on-hand in QAD
EE at the Return From Supplier site.

* Ship Type is blank.

10 100,00 2.00%

Detail Allocations: ©

l

Allocate Daps:

Consume Forecast:

Edit Installed Base: V'

Print Mo Chaige Recsipts: ¥

Purchage Order Prefis:

Mext RTS Purchase Order. g:

il

At Supplier Site: | site]

At Supplier Location: | itemloc
Return From Supplier Site: | 10000

Retun From Supplier Loc:

Description:
Required Date: 2/6/2008

Received Date:

Ta Site: | 10000 Pe]

To Location: | 600 P2
Ext Price: 98.00

T

Purécct: 5200 oot
Single Lat:
[ ]
Fietum |d:
Fib4 Line: 0
Link: 1}

QAD Proprietary

SSM-RTS-080

Setting Inventory Receipt to Yes indicates that you are going to receive the item from the supplier
into your inventory. In this case, no From Site and Location can be specified.
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Exercise 28: Creating a Return to Supplier (RTS)

In this exercise, verify the appropriate Control settings and then create an RTS with both a
shipment and receipt line. We will ship the RTS and then receive it back.

Create an RTS

1

2

10

Go to RTS Maintenance (11.7.3.1).

Leave the RTS field blank so that the system will supply the next number. Write the number
here for reference.

RTS:

Enter the following values in the listed fields.
Field Value

Supplier C-SU001

Ship-To C-su001

Bill-To 10000000

Site C1

Accept all defaults in the header frame.
Click Next, Ignore any warnings and proceed to the Items Returned to Supplier frame.
The Items Returned to Supplier frame should be displaying.

Press Enter so that you are in the Item field for line one. Use the lookup to display the RMA
Receipt Line attached to this field.

Look for the item C-C002 with the serial number RMA-RET that you received in Exercise 27:
Creating an RMA on page 480. Select the item (if the item does not appear, enter it manually)
and press Enter so that your cursor is in the UM field. Enter 1 in the Return Qty field and
continue.

Your cursor is in the Lot/Serial field. Enter RMA-RET and tab to access the Inv Issue field.
The setting of Inv Issue controls how the RTS return is handled. Review the field help if you
are unsure of its effect.

To see the difference in how the line is handled, leave the default No.

Notice how the To Site and To Location fields are now editable.

The system uses the At Supplier Site and Location as the default destination for the inventory
transfer if Inv Issue is No.

In this exercise, we are going to issue inventory, so click Back to redefine the line.

Repeat steps 5-7.

This time, change Inv Issue to Yes, and proceed. Notice that the To Site and To Location fields
are now blank and cannot be edited. Do you remember how the From Site and Location
default? These are the default Return Site and Location defined in the RMA/RTS Control.
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11 Accept the defaults, and return to the line item entry. Click Back twice until the Items
Received from Supplier frame is displayed. In this frame, you will receive the item you
shipped back into stock.

12 Enter the following values in the listed fields. Save the data.

Field Value

Ln 2

Item Number C-C002
UN EA

Qty Ordered 1

Price 0

Disc 0
Lot/Serial RMA-RET
Inv Receipt Yes

13 Proceed. Go to the Link field, and enter 1, the number of the shipment line, continue.

14 Leave the line item entry frames move to the trailer; proceed thru the trailer screen and
complete the RTS. Return to the menu.

15 Go to MRP Detail Inquiry (23.16), make sure the correct item number and site display; direct
the output to Printer.

You will see that a PO has been created to send out and then receive back the item. If you had
transferred the item to the supplier instead of issuing, and you were to transfer back, there
would be no supply created in MRP.

16 Return to the menu.

Ship the RTS

1 Goto RTS Shipments (11.7.3.16).

2 Enter the RTS number from the previous section and continue.
3 Enter 1 in the Line field and continue.

4 Enter 1 in the Quantity field and continue Accept the Display Items Being Issued question by
pressing Enter. If all information is correct, continue.

5 Once done, return to the menu.

Receive the RTS

1 Goto RTS Receipts (11.7.3.13).

2 Enter the RTS number from the previous section and continue.
3 Enter 2 in the Line field and continue.

4 Enter 1 in the Quantity field and continue. Accept the Display purchase order lines being
received question by pressing Enter. If all information is correct, continue.
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5 Once done, return to the menu.
You have just shipped and receive an RTS. Well Done.
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Overview

Depot Orders Functionality

a Depot order functions allow the creation,
processing, and monitoring of depot orders
performed within the repair/service unit of an
organization. This chapter describes depot order
functions.

QAD Proprietary SSM-DepotOrders-010

Overview

Typically a depot order is defined as activity that occurs in-house at the site of the manufacturer or
distributor, rather than at the site of the end user. Repair activities that take place at the customer
site are usually defined as constituting field service repair.

A depot order may require a replacement part to be sent to the customer before the damaged part is
received in-house. A depot order also requires the defective part to be tracked when received in-
house for repair from the customer.

As with any repair, the repaired items may or may not be covered by a warranty contract.
Chargeable labor, material, and miscellaneous expenses may be incurred during evaluation and
repair processes. Changes to installed base records must be recorded timely and accurately.

Note Where a customer wants to return a recently purchased item, RMAs should be used. Using
an RMA instead of processing a negative sales order allows the item to be properly inspected
before it is returned to inventory. Where a user has returned a defective item, QAD recommends
that a depot order be used rather than an RMA since this allows the replace/repair process to be
tracked more effectively. Note, however, that depot orders do not provide RTS capability.
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Depot Order Collection

You can use the Depot Order collection to access programs that let you create, process, and
monitor depot orders.

The Depot Order collection consists of the following browses:

Depot Order browse. Lists customer-returned items for repair or replacement. The browse
displays the call ID, item number, end user, status, receipt date, shipment date, and so on. This
browse drives the records displayed in the other browses listed below.

Parts List browse. Displays parts list records, including item number, description, and quantity.

Material Order browse. Displays material order-related information, including sold-to and order
date information.

Call Labor Recording browse. Displays labor activity-related information, including start and
end time, engineer, work code, and service category.

Depot Inventory Tracking browse. Displays inventory tracking information for the item,
including unit of measure, lot/serial information, site, and transaction type (repair or replacement,
receipt or shipment).
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Depot Order Process Flow

Depot Order Process Flow

» Record Service Call

+ Record Installed Base Move *

+ Record Labor Activity for Inspection
+ Issue Customer Quote

+ Create Depot Order
— Update Depot Order when Customer Quote Accepted

» Consume parts for repair or Replace Item

+ Record Labor Activity for Repairs

» Ship repaired or Replaced Item to Customer
+ Restock Refurbished Item *

+ Invoice Print/Post

¢ Optional

QAD SSM-DepotOrders-020

Use this process flow and the accompanying description to help you process depot orders in your
organization.

« Log the service call using Call Maintenance (11.1.1.1)

- If the depot order item belongs to another end user, record it by using the Installed Base
Move frame of Call Maintenance

The item is received from the customer

« inspected to determine whether the item should be replaced or repaired
- associated repair/replacement costs are determined

Labor activity for the inspection is recorded in either Call Labor Recording (11.1.1.17) or Call
Activity Recording (11.1.1.13)

The resulting quote is communicated to the customer.
The depot order is created using Depot Order Maintenance (11.1.2.1)

- |If the customer accepts the quote, the status of the depot order in Depot Order
Maintenance is manually updated to indicate the customer has confirmed the order

If the item is being replaced

- An additional call and sales order line is created automatically in Depot Order
Maintenance

The system automatically creates a material order for the item to be shipped and consumed
against the call to remove the replacement from inventory.
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- If the item is being repaired

- Material for the repair is planned on a parts list and/or a material order

« Parts can be preloaded from a BOM and saved as a new BOM for future use
 An engineer then records labor activity for repairs by using Call Labor Recording

 Any additional items consumed or any items returned (not needed) are recorded as part of
the repair in Call Parts Recording (11.1.1.19)

The CSR verifies that the repair work has been completed and updates the depot order to
enable invoicing. Optionally at this point the service type may be changed by using the Repair
Data frame in Depot Order Maintenance to redirect service costs to different GL accounts
based on the work performed and the coverage entitled to the customer. GL transactions are
reversed and reposted.

 The repaired item is either shipped back to the customer or restocked
- If the item is returned to inventory, this is recorded using Depot Item Restock (11.1.2.4)
 Restocked items are removed from the customer installed base

« Invoicing occurs on the sales order line (which acts as a pending invoice for calls)

 This may be a zero invoice if a replacement item was sent with pricing attached to its
shipment
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Depot Order Maintenance

Depot Order Maintenance 2
@ GoTo ™ Actions '| L Copy '| EEJ Print % Preview
Order. cal00000 Sold-To: 00070000 Bill-To: 00070000 End User. 00071
Bil-Ta End User
00010000 5t. Francis Medical
10309 Oxnard St
City Marth hollywood CA 91606
United States United States
Ship-Te: | 0001 ] Enginesr. | DOM1SHZ 2] Status
Order Date:| 362008 = Work Code: Site: [ 12000 I
Promise Date: l:l Price List: Channel: | PRM-01 E
“Warranty End: 6/1/2008 Confirmed: 36,2008
PO Numbel.‘ | Ready to Invoice:
F\amarks"
Back Mext
QAD Proprietary SSM-DepotOrders-030

Use Depot Order Maintenance (11.1.2.1) to manage depot orders.

- Depot orders can only be created from an existing Service Call that has an associated work
code with the Repair Center field set to Yes.

+ The Depot Order ID is the same as the Call ID and cannot be updated

The header frames of Depot Order Maintenance contain fields that display information
defaulted from the call: call ID, sold-to, bill-to, name and address, and ship-to information.
Other fields are used to record receipt and delivery data. The Confirmed field defaults to Yes;
it can be set to No to indicate that customer authorization for the repair has not yet been
received. Other fields on the headers contain tax environment, salesperson, and freight-related
information.

» When entering information about a specific line item, indicate the repair type for the item
 Repair or Replace

- If Replace is selected, the system automatically generates a second depot order line with a
repair type of Replacement

Use the Item Repair Data frame to record information about the item repair.

Use the Item Repair Data frame to record BOM code, routing, service type information, and
pricing information. You can use either fixed pricing or time and materials pricing types.
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Use the Item Receipt frame to record receipt information for the returned item: receipt date,
quantity, site, and so on. An Item Receipt Shipment Data frame displays shipment
information, such as the actual date of shipment; this frame is updated when the repair or
replacement item is shipped out via sales order shipments or the workbench.

If a depot order line is identified as being a replacement repair type, an MO is created
automatically for this line using the alternate item ID if one has been specified on the depot
order; otherwise the MO uses the item ID. The remainder of the information required to create
the MO defaults from the depot order/call. The system uses the existing credit checking
functionality to ensure that the order does not exceed authorized credit limits.

Use the new Depot Order browse (11.1.2.2) to view information about current depot order
records, such as status of the call/call line, receipt, and shipment dates.

Depot Order Maintenance Flow

Depot order maintenance occurs in the following order:
Header information defaults in from call.

1 Specify items to be shipped to the customer.

2 Specify if items to be received from the customer for repair or replacement.

3 Enter trailer information, including trailer codes, tax, and standard credit information.
4 Complete the trailer that totals billing amounts and trailer codes.

5 Receive an item from a customer for repair in Depot Order Maintenance. All item receipts
from customers are done in Depot Order Maintenance.

6 All Depot Order shipments are done through standard shipping functions, such as Sales Order
Shipments.

Use this frame to review shipment data, such as activity (repair receipt, repair shipment),
actual date of activity completion, and so on; these fields are read-only. The data on this frame
updates when the repair or replacement item is shipped using sales order shipments or the
workbench.
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Call Parts Recording

Call Partz Recarding
# GoTo - Actions '| I Copy '| @J Print 1% Preview
CALL_ID: cal00000 Call Line: 1
Explode BOM Iter Mumber: FG100

Fault Codes:
Material Order Line/Parts List Selection

Qrder Ln  ltem Mumber LotdSerial Mumber Engineer Quantity Dpen
B 0 e fssel 2m

QAD Proprietary SSM-DepotOrders-090

Call Parts Recording:

Use Call Parts Recording (11.1.1.19) to issue/consume parts from a parts list, or to return parts
that were consumed previously. Returning the items reverses the original consumption activity
and updates the quantity to return on the associated MO.

After entering the Call ID and call line, the fields are populated automatically from an existing
parts list or material order that has been previously created.

If a BOM is associated with the call line, you are given the option of exploding it.
Exploding the BOM populates the item 1D and quantity.

If the BOM is associated with a labor routing, the system issues a warning that the BOM will
not be exploded as part of the Call Parts Recording process (but will continue to be done in
CAR).

After selecting the items to process, indicate the items consumed and the quantity to return.
Optionally you can record details about the consumed items and the returned items by using
the Item Usage Detail and Item Return Detail screens.

On exiting the screens, fault code information can be entered. The system prompts for the
effective date and destination for the report output, and then processes the items.
The system handles items to consume like this:

« Selecting a quantity to consume for an item with a material order causes that MO line to be
shipped and updates CAR with the consumption of the item.
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« Selecting a quantity to consume for an item without an MO updates CAR with the
consumption of the item.

The system handles items to return like this:

- Selecting a quantity to return for an item with an MO causes the item to be received back into
inventory. CAR is updated to indicate the item is not consumed.

- Selecting a quantity to return for an item without an MO (on the parts list only), returns the
item to inventory and updates CAR to indicate it is not consumed.

Note Call Parts Recording is a subset of the parts recording functionality available in CAR,
intended to simplify the process of recording parts issue/consumption. The fields in Call Parts
Recording and CAR have identical functions; for field descriptions see Call Activity Recording in
Chapter 11.
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Material Order Shipments

haterial Order Shiprments 20
# GoTo ™ Actions '| L Copy '| [9',' Print ; Preview ‘ ﬁ Attach
Attachmerits
MO: atpmoB00 Effective Date: | 8/25/2009 - Fram Site:
Engineer: 7020 Ship Allocated: Ta Site:
Order Ref: Ship Ficked: Consume: To Location:
Back Next
QAD Proprietary SSM-DepotOrders-100

Use Material Order Shipments (11.11.6) to enable the optional automatic consumption of items
that are shipped. This ability means that you do not have to explicitly consume MO parts in CAR.
Consumption takes place against open calls only; if the call is complete or closed, no consumption
will occur, even though the MO can be created and shipped.

Note Before using Material Order Shipment to consume items automatically, you must enable
auto-consumption in Material Order Control file.

Click Next to display the line detail frame to control the consumption of line items.
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Material Order ATP Inquiry

Material Order ATP Inquiry

Material Order ATP Inquiry
# GoTo ~ Lctions '| L Copy '| [9',' Print A Preview
Matenial Order: | atpmo800 f.)
MO Line: 1 Tor ]

Due Date: 8/25/2003 Output; PAGE
Batch ID

SSM-DepotOrders-120

QAD Proprietary

Use Material Order ATP Inquiry (11.11.7) to view ATP information associated with a specific
material order and lines. Right-clicking a record in the Material Order browse causes the inquiry to
run using the currently selected record.

Specifying a material order displays all unconfirmed material order lines whose due date is less
than or equal to the date specified. If a material order line is not specified, all MO lines display.
MO lines may be skipped if:

= No due date is specified for the MO line
- Site security does not allow the current user to view the line
 The line is an EMT part, a configured part, or ATP enforcement for the line is None
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Call Labor Recording

Call Labor Recording
# GoTo = Actions ~| [ Gopy | £ Print 3] Preview
Engineer Code: 658 hsr-216
Time Zone: PST/PDT Date Driven: Assigned:
Back Next
QAD Proprietary SSM-DepotOrders-130

Use Call Labor Recording (11.1.1.17) to record any repair/service call activity. An engineer
records labor after evaluating a returned item, and then again when repairs to the item are
complete. Labor activity may be recorded by call/call line or effective date.

Labor activity for existing records can be modified as long as the record is not closed. You can
modify duration, start time, and end time, but cannot change the date of an existing labor activity
record. If the call labor record is associated with a call report that has already been invoiced, but
the invoice has not yet been posted and printed, the system issues a warning that the invoice has
been generated, and prompts whether you want to continue to edit the call record. Responding Yes
causes the Ready to Invoice field to be set to No in Call Invoice Recording (11.1.1.15).

Call Labor Recording does not support recording activity for service items. To record activity for
service items, Call Activity Recording (11.1.1.13) should be used.

Call Labor Recording is available from the Labor browse in the Depot Order collection and from
the application menu.

Use the Call Labor browse (11.1.1.18) to view existing call labor activity records.

If there is a repair routing associated with the call/visit and if Date Driven is No, the system asks if
the routing should be exploded. Responding Yes explodes the routing, and the Standard Operation
values and Duration times are populated from the routing values; these values can be updated if
required. Responding No causes the routing not to explode.
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If there is a BOM associated with the routing, the system issues a message to the effect that the
BOM will not be exploded in call labor recording (but will continue to be done so in call activity
recording).
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Depot Item Restocking

Depot Item Restock

# GoTo ™ Actions '| L Copy '| [E,J Print & Prewiew

Call 10| CA100021 2

Restock

Line Alternate ltem Quantity Receipt Seral Site

QAD Proprietary SSM-DepotOrders-170

Use the Depot Item Restock (11.1.2.4) to restock inventory with items that were originally
returned by customers, repaired in-house, and then restocked in refurbished inventory.

Note This program is available from the Depot Order browse as well as the menu.

Restocked items may have a different item number to indicate that the item is a refurbished as
opposed to a new unit. You can give an item that will be restocked a different item number by
entering a value in the Alternate Iltem Number field in Depot Order Maintenance.

Depot items must be received before they can be restocked. If required, site information may be
updated.

Only depot order lines that have a complete status can be restocked. The line selected is passed to
the Receipts-Return to Stock (3.11) program. The installed base is updated to reflect that the item
was restocked into inventory and removed from the customer's installed base.

Depot Order Shipment

After the item is repaired and ready to ship, the existing sales order shipment and pre-shipper
workbench screens are used to ship the item to the customer.

Shipment of the item is prevented if:

» The Confirmed field is set to No to indicate that the order has not been accepted by the
customer
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 The shipment is on credit hold
« The depot order line status is not complete.

Note The depot order status may be set to complete if there is an open MO; the status cannot be
set to closed unless the MO is for a replacement line.

The actual date of shipment records is updated. After the item ships, the invoice ISB is updated
while printing and posting occurs.

Use the Depot Inventory Tracking browse (11.1.2.3) to review depot order, item ID and
description, quantity and unit of measure, lot/serial number, end user ID, site (receipt or shipment,
depending on the activity), location (receipt or shipment, depending on the activity), transaction
type, and transaction date.

Depot Order Invoicing
A depot order line can be invoiced when the line status is complete and Ready to Invoice is set to
Yes. Ready to Invoice cannot be set to Yes if any of the following apply:

Open MOs are associated with the depot order (with the exception of MOs for a line that has
had, or will have, a replacement part shipped out against it).

An outstanding item receipt quantity is due from the customer for that depot order line (for
example, a replacement unit was sent and the customer never returned their broken unit for
repair, which was part of the agreement).

Customers must manually update the status of the depot order/order line to Closed.

Service Type Change

As part of depot order invoicing, you can update the service type on the depot order line if no
activity has been posted against the order/call, or if the order/call status is complete and is ready to
invoice. The service type cannot be changed if the line has been either partially or fully invoiced.

The service type for a replacement item cannot be updated: it is read-only. This ensures that the
service type of the replacement item matches the service type of its associated replace item.

If you change the service type, the system checks to see if the inventory, work order, and service
GL accounts associated with the new service type product line are different than those GL
accounts associated with the old service type product line. If they are the same, no further
processing is required. But if the GL accounts are different, the system:

Reverses any associated WO or IC transactions already created for the call/call line.

Creates new WO/IC transactions that use the product line inventory, WIP, and GL accounts
associated with the updated service type.

This ensures that the inventory history and GL transaction activity are synchronized and
posted to the correct product line accounts.

Reverses any other labor, item, or other expenses posted against the call in CAR that require
reversing.

All transactions created after the service type is changed post to the GL accounts associated with
the product line of the new service type.
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The GL effective date for these reversing/correcting transactions defaults to the effective date for
the original GL transaction; this date can be modified if required (or if the original GL posting
period has been closed). The effective date for the reversing transaction defaults from the old
effective date if the GL period is open; otherwise it defaults to the system date.
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Exercise 29: Depot Orders

In this exercise you will:
« Create a Depot Order
« Ship out a replacement item to end user
« Create repair parts list and corresponding material order
« Record repair labor using Call Labor Recording
« Record repair material using Call Parts Recording
« Restock the repaired item
« Update the Service Type of the Depot Order
« Invoice Depot Order

Prior to beginning this exercise, make sure the following settings are found in Material Order
Control (11.11.24):

Field Value
Ship Immediately Yes
Consume Shipped Lines Yes
Internal Customer Cu100
Confirmed Orders Yes

Create Depot Order

A depot order can only be created once a repair call has been generated.

1 Create a call in Call Maintenance (11.1.1.1) for the item/serial number combination created in
Exercise 11), with the following attributes.
Field Value
Serial Number  Your initials
Item Number ~ C-S001
Work Code RepCtr

Description Customer wants replacement unit sent
Severity A

Type PRODFAIL

Assigned JGB

Prob/Skill ELEC

Accept default values, verify that the site is C1.
Note the Call ID

2 Go to Depot Order Maintenance (11.1.2.1) and select the Call ID created in step 1.

3 Atline 1, indicate that the end user desires a replacement unit by selecting Repair Type
Replace.

4 Accept default Service Type.
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5 Click Yes in the field Receive in order to record the receipt of the end users item back in house
so that it can be repaired.

Note Normally, the receipt would be done at a later date and not part of the depot order creation,
but for training purposes, we'll go ahead and receive the part now.

6 Accept Item Receipt default values.

Note The Item Receipt/Shipment frame appears and is populated with the item receipt you just
recorded.

Note When you return to the Item Selection frame, a second line has already been created. This
was created automatically by the system and is for the actual replacement item that will be sent to
the customer. Verify that the Estimated Cost field is set to 0.00, as this repair will be covered by
Warranty, as agreed upon earlier with the end user.

7 Click the Back button twice to navigate to the Depot Order Trailer.

The Line Total defaults to zero.
8 Complete the order

9 Gotothe Depot_Order_Collection and select Call/Order just created. Go to the Material Order
tab - there is a material order created for the depot order.

How did that happen? (Hint: it's related to the Repair Type of the depot order line)

Replacement Item Shipment to the End User

1 Go to Material Order Shipments (11.11.6) and ship the material order created above, be sure to
leave the serial number blank.

This material order was created in order to relieve inventory of the replacement item that will
be shipped to the end user in the next step. Shipments of Depot Order replacement items are
treated as a memo item activity, not an inventory activity, and the material order is the
mechanism used to relieve inventory of the item that is to be shipped.

2 Go to Sales Order Shipments (7.9.15) and enter in the Depot Order Call ID.

3 Ship the Depot Order Line. Verify that the Site is set to C1 and the location is set to C-700,
note that it is Line 2.

There is no Line 1 to ship on this Depot Order. Line 1 of the Depot Order refers to the item
that the end user will be returning for repair; Line 2 refers to the replacement item being
shipped to the end user

4 Return to the Depot Order Collection and select the Depot Inventory Tracking Tab.
What are the transactions that are recorded there? Where did they come from?

Invoice the Replacement Shipment
1 Go to Invoice Post and Print and select the Depot Order ID.
2 Select, Print GL Detail.

3 Post and then Print the invoice.
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Call Labor Recording

Assume that the engineer has completed the repair of the item, using stock he had on-hand. Begin
by recording his labor and then proceed to recording the consumption of the repair items used.
Labor can be recorded in CAR, which we have done in previous activities, or it can be recorded in
Call Labor Recording.

1 Go to Call Labor Recording (11.1.1.17) and enter in Engineer ID: JGB. Leave both the Date
Driven and Assigned fields blank

a Enter in Call/Depot Order ID. Set the Line field to 1.
b Answer Yes to Explode Routing.

2 Inthe Labor Detail Section, select Setup as the standard operation and accept the default
duration value.

Where did that value come from? (Hint: it's related to the Service Item Structure)

3 Change the start time to be 10:00. What happens to the End Time? It's automatically updated
using the start time plus duration.

4 Change the start time for the repair activity so that there is not an overlapping interval with the
time recorded for the Setup activity.

5 Accept the default values for Work Code and Service Category.
6 Answer Yes to the prompt, Is all information correct?

7 Direct the output to printer.

The print out displays the value of the labor being recorded by that engineer against the depot
order. The ID field is the Report ID that is normally created in Call Activity Recording. Since
Call Labor Recording updates CAR, we create the Report ID as part of this function.

Call Parts Recording

Record the consumption of the parts that the engineer used to repair the item. If the engineer didn't
have these items on-hand, we could have created a Parts List for them, which would have resulted
in the automatic creation of a material order.

1 Go to Call Parts Recording (11.1.1.19).

2 Enter the Call ID and Line 1. Set Explode BOM to No.

Note that item C-S001 appears because we issued and consumed it earlier as part of the
material order shipments process completed in a prior step.

3 Enter the following data:

Field Value
Op 20

Item C-C001
Qty Req 1

Qty Ret 0
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Field Value
Lot/Serial <blank>
Det Yes

Verify that the item is to be issued from site C1, location C-700.
4 Repeat the same for item C-C002. Use the same operation and same quantities.

5 Click the Back button to enter the Fault Codes field.
This is where you can enter data associated with the failure of the item. It is an optional step
that we will skip.

6 Click Back and return to menu.

Depot Item Restock

It's now time for the engineer to record the receipt of the repaired item back into the spare parts
inventory. Prior to executing the Depot Item Restock function, the status of the Depot Order Line
must be set to Complete

1 Return to Depot Order Maintenance (11.1.2.1) and enter in the correct ID

Alternatively, you can access this via the Depot Order Collection - just find the correct Call
ID, right click and select Depot Order Maintenance - the system will automatically fill in the
data from the call.

2 Continue on to line 1 and change the status to Complete.

Note If you receive an error that the Status can not be changed, because there are no invoiceable
reports, simply go to CAR and verify that the reports are there, then return to Depot Maintenance
and update the Status.

3 From the Depot Order Collection, find the Call ID in the top browse, select line 1 and right
click, select Depot Item Restock.

4 The Call ID, Line number, Item ID and Site are all filled in automatically. Click the Next
button to bring up the Restock screen.

Accept the default values.

5 Answer Yes to, Is All Information Correct?
The repaired item has now been returned to inventory.

Closing and Invoicing the Depot Order

Since all of the repair activity has been recorded against the order, it's time for the CSR to update
the order status to Closed and identify the order as available to invoice. Since we already invoiced
the end user for the replacement item, the purpose of this invoicing process is to properly close out

MQAD



Depot Orders 515

the repair work order and charge the repair related expenses to the correct general ledger accounts.
The GL accounts are those associated with the service type (warranty type or contract type) of the
order.

1 From the Depot Order Collection, right click on the correct Call ID and select Depot Order
Maintenance.

2 Inthe Header frame, set the Status to Complete and the Ready to Invoice field to Yes.

3 After the trailer frame is the expense summary that identifies the repair costs for this order,
displayed in the Invoice Sort Categories created earlier in these activities.

4 Go to Invoice Post and Print (7.13.4) and post the invoice.

5 Return to Depot Order Maintenance (11.1.2.1) and set the order status to Closed.
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