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1. Introduction

1.1 Background

This document has been prepared as part of the ETP Change Management Programme, and will be a key input to the training programme delivered within each country.

The ETP Change Management Programme addresses the following aspects of implementation :

· Employee Welfare

· Communications

· Training

· User Role Definitions

· Documentation

1.2 Purpose

The purpose of this document is to describe all tasks relating to one user role which are needed to support an identified business and systems processing area. This document will serve as a learning aid during and after training. 
1.3 Scope

This document concentrates on all tasks relating to a one user role within a business and systems processing area. Depending on the complexity of the user role (i.e. the number of business and system process areas the user role is involved in), it may be one of many guides. 

1.4 Assumptions

This document assumes a basic understanding of ACES navigation, i.e. how to move through the system, acquired from Computer Based Training (CBT). It also assumes basic knowledge of the StorageTek’s business processes.

1.5 Document Organisation

This document begins with an overview of the User Role, which will provide the user with a synopsis of all tasks associated with the User Role within all business and system process areas.

This document is generally organised by tasks, some are manual and others are systems orientated. Systems tasks are tasks which must be carried out using the ACES system.

For clarification purposes, the text of this document has been categorised using the following icons :

i
This icon relates to information and any general knowledge needed to support the task. It may also mention alternative scenarios or exceptions and will give suggestions as to how these can be handled. Hints or tips will also be included here.




[image: image2.wmf]     This icon relates to computer related activity. The user must use the system at this point.


[image: image3.wmf]           This icon relates to non-computer related activity. The user mst carry out non-system tasks at this point, e.g. email, telephone, meeting, paperwork.


All tasks are identified with a number. Many tasks will begin with a decision and the user will be guided to the approprate task number according to their decision.

A flow-chart is also provided towards the back of the document which can be unfolded and use as a quick reference quide as the use is following the documentation. The task boxes within the flow diagram use the same numeric referencing.

For each systems task, a navigation path will be shown to guide you to the screen in which you wish to work.  An example is shown below :

01. Open a Work Order (Sample)

Path D
Service Management

A
Service Order Management

A
Work Order Entry

 Screen 1020 is displayed  ( A picture of the screen would appear next, with any points of interested highlighted in bold type)

The following points should be noted regarding instructions for working with screens :

· Standard ACES functionality such as function key use, adding remarks are not described

· Actual keystrokes are specified as follows <GOOD>, the user must type in GOOD.

· Only fields where data will need to be input are described. The left column refers to the Input Field and the right column indicates what information needs to be provided as follows :

    From Warehouse:     The local Warehouse number.
To Warehouse:    Input the CSR Warehouse number.
· Commit/F1 is indicated as follows :  

Commit

· Other commands such as Exit and Enter are indicated as  <Exit> and <Enter>.
Finally, a navigation card is available at the back of the document with can be used for referencing purposes for less familiar function key commands.

1.6 Document References 

This document is based on Unscheduled Call version 15 located in the following exchange folder : All Public Folders\StorageTek\ICOA ACES\ICOA ACES - Process Definition\Cust Serv\Scheduled Call.
2. User Role Overview

This user role conducts all Call Dispatcher  activities in the Commisionaire.  The activities of the Call Dispatcher fall into two main categories, these are;

· Scheduled Call:
To a large extent the Call Dispatcher is not required to use ACES for Scheduled Calls, although if a SDR is under a heavy workload, he may ask the Call Dispatcher to assist in some aspects of his user role.
· Unscheduled Call:
The Call Dispatcher uses ACES to perform many tasks which include Updating Work Orders, Closing and completing calls, refering calls to RDC or SDR, creating Return Authorisations and checking and updating the Equipment Configuration Data as required.
Relationships

The information below shows the related system processes and user roles.

System Process
Associated User Role(s)

Scheduled Call
SDR

Unscheduled Call
Call Taker, SDR, LLC, RDC Controller, SSDR








Call Despatcher


At frequent intervals


11. Check for calls awaiting despatch 
Path 
D
Service Management

A
Service Order Management
B
Work Order Update

A
Work Order Update

 

Astea  -   1021                  User:willia             24/06/98,  13:33      

--------------------------------------------------------------------------------

             +-------- SERVICE SYSTEM - WORK ORDER UPDATE --------+             

             ¦        Branch:                                     ¦             

             ¦     WO Number:                                     ¦             

             ¦   Help Number:                                     ¦             

             ¦          Name:                                     ¦             

             ¦      Customer:                                     ¦             

             ¦      CSR Code:                                     ¦             

             ¦    Short Name:                                     ¦             

             ¦     Territory:                                     ¦             

             ¦ Serial Number:                                     ¦             

             ¦   Product Ref:                                     ¦             

             ¦  Action Group:                                     ¦             

             +----------------------------------------------------+             

Enter data or press F9 to end.

Enter the appropriate despatcher code in the Action Group field.

Commit

A list of the calls awaiting despatch is displayed. Calls will appear on the despatcher’s list from a number of different sources. Most commonly they will be from the Call Taker however others will include Calls returned from RDC for despatch, Calls returned by SDRs etc.
Select the call to review and potentially despatch.

Astea  -   1000                  User:maynal             28/08/98,  12:05      

--------------------------------------------------------------------------------

+---------- CUSTOMER SEARCH ----------++---------- EQUIPMENT SEARCH -----------+

¦ Code: NLD00020                      ¦¦ Serial: 004000007172                  ¦

¦ Name: SIEP BV                       ¦¦  Model: 931000C-0000                  ¦

¦Phone: 070-3112611                   ¦¦ProdRef:                               ¦

¦  Zip: 2288 GD                       ¦¦  Phone:                               ¦

¦ PO Req'd: no                        ¦¦    Zip:                               ¦

¦Time Zone: 12                        ¦¦  Descr:                               ¦

+-------------------------------------++---------------------------------------+

Enter data or press F9 to end.
Commit to confirm the serial number


Astea  -   1034                  User:willia             23/06/98,  15:23      

--------------------------------------------------------------------------------

+---------- CUSTOMER SEARCH ----------++---------- EQUIPMENT SEARCH -----------+

¦ Code: NLD00040                      ¦¦ Serial: 002000001523                  ¦

¦ Name: UNIVERSITAIR CENTRUM          ¦¦  Model: 4480M20-0000                  ¦

¦Phone: 024-3617904                   ¦¦ProdRef:                               ¦

¦  Zip: 6525 GA                       ¦¦  Phone:                               ¦

¦ PO Req'd: no                        ¦¦    Zip:                               ¦

¦Time Zone: 12                        ¦¦  Descr: CONTROL UNIT                  ¦

+-------------------------------------++---------------------------------------+

+-- CONTRACT - WARRANTY INFO --++----- WORK ORDER INFORMATION: W806230002 -----+

¦Resp Time: 0002:00    PD: N   ¦¦Caller: DE HEER J. JANSEN                     ¦

¦ Contract: 89004              ¦¦ Phone: 024-3617904         Branch: NLDSER    ¦

¦  Eff: 01/01/1997 - 31/12/1998¦¦Remark:                                       ¦

¦ Warranty:                    ¦¦It is overheating!                            ¦

¦ Warr Eff:          -         ¦¦                                              ¦

¦WO at Site: W806170007        ¦¦                                              ¦

¦Csr: NLD0030    Pr:           ¦¦  Action:             Currency: NLG           ¦

¦Model : 4480M20-0000          ¦¦ Problem:             Priority: 10  Type: emc ¦

¦Serial: 002000001511          ¦¦Prm. CSR:               Status: OP  Hold: N   ¦

+------------------------------++----------------------------------------------+

 Enter Y to use Parts Posting or N to skip Parts Posting  Y                                                                                                    

Enter data or press F9 to end.



The Call Despatcher reviews the call details, checking for parts posted, and decides what to do with it. The despatcher may decide to either 1) despatch the call to a SDR directly or 2) refer the call to the Remote Diagnostics Centreor 3) hold onto the call (perhaps awaiting parts)


If the decision is to despatch the call to a SDR then



12.Check for parts posted
The despatcher checks if parts have been posted by the RDC Analyst and, if so, liaises with logistics on delivery time. Despatch a SDR to attend in conjunction with the delivery. If no parts are required then the SDR is simply selected and despatched. 



13. Select and contact the SDR
The despatcher must select the most appropriate SDR for the job. This will be to a large degree local knowledge and performed outside the system but the paths DAHB and DAHN can be useful to display the current locations of the SDRs.

Once the despatcher has selected the most appropriate SDR for the job he must then contact the SDR and gain his agreement to take the work, this is done outside the system by mobile phone or pager.


14. Dispatch SDR to Work Order
If the SDR agrees to take the work then…
The despatcher updates the Prm.CSR field with the identifier of the chosen SDR (this field will contain a the code for the primary SDR for this machine or site, it is only when a different SDR is selected that it will need to be updated).

The despatcher uses the PgDn (Pagedown) Key to bring him to the despatching information where he inputs the Despatch Date and Despatch Time and, optionally, Projected Arrival Date and Projected Arrival Time.
Astea  -   1034                  User:willia             23/06/98,  15:32      

--------------------------------------------------------------------------------

+- ADDITIONAL SERVICE WORK ORDER INFORMATION W806230002-+ENT SEARCH -----------+

¦   Customer PO:                                        ¦1523                  ¦

¦           Set: 157733           Dispatched: 24/06/98  ¦0000                  ¦

¦    Master S/N:                        Time: 08:00     ¦                      ¦

¦     Territory:                  Entry Date: 23/06/98  ¦                      ¦

¦           Div:   4                    Time: 16:23     ¦                      ¦

¦           COD: no                 Proj Arr: 23/06/98  ¦UNIT                  ¦

¦      Wo Class: PRIM                   Time: 18:23     ¦----------------------+

¦ Subcontractor:                Arrival Date:   /  /    ¦TION: W806230002 -----+

¦ Configuration: 0000000558             Time:   :       ¦N                     ¦

¦       Present:                 Help Number:           ¦    Branch: NLDSER    ¦

¦  Last Reading:                   RA Number:           ¦                      ¦

¦                                  SC Number:           ¦                      ¦

¦        TS CSR:                Sales Number:           ¦                      ¦

¦  Arr Tech Sup:              Lab Price Flag: C         ¦r Location.           ¦

¦          Time:                      Job No:           ¦rrency: NLG           ¦

¦Leave Tech Sup:                       Phase:           ¦iority: 10  Type: emc ¦

¦          Time:                                        ¦Status: OP  Hold: N   ¦

+-------------------------------------------------------+----------------------+

 Press PREV-PAGE to return to the previous screen.                              

Enter data or press F9 to end.

Commit

The status of the work order will automatically change to DS (Despatched).

Commit

The Parts Posting? prompt is displayed

Exit

The Enter Device to Print Call Tickets? prompt is displayed

Exit

An example appears on the next page.
S E R V I C E   W O R K   O R D E R  -     W806230002   On Hold?: N         

-------------------------------------------------------------------------       

Entered 23/06/98 16:23 By willia     Printed By willia       Page:  1           

-------------------------------------------------------------------------       

Model Number: 4480M20-0000          Priority: 10              COD: no           

   Serial No: 002000001523              Type: emc          Status: DS           

 Description: CONTROL UNIT                                                      

 Product Ref:                                                                   

      Caller: DE HEER J. JANSEN                                                 

    WO Phone: 024-3617904           Revision:            Retrofit:              

  Inst. Date: 01/04/89      Equipment Status: PURCHASE        Div:   4          

 Customer PO:                                           Action Gr:              

Service Cont:          89004        Warranty:            Wo Class: PRIM         

  Eff Date: 01/01/1997 - 31/12/1998 Warr Eff:          -                        

   Bill Type: 1                    Territory:                                   

-------------------------------------------------------------------------       

Customer: NLD00040 Cust System: 0000000558 4480M20-0000/002000001523            

 ---CUSTOMER ADDRESS---            ---EQUIPMENT ADDRESS---                      

024-3617904                                                                     

UNIVERSITAIR CENTRUM               ,                                            

GEERT GROOTEPLEIN 41                                                            

NIJMGEN, NLD 6525 GA                                                            

NETHERLANDS                                                                     

Customer-   Open: 00:00    Close: 00:00     Set: 157733                         

-------------------------------------------------------------------------       

   Arrival Date: __/__/__              Proj Arr: 23/06/98                       

   Arrival Time: __:__                     Time: 18:23                          

Completion Date: __/__/__              Job Time: ____:__                        

Completion Time: __:__              Travel Time: __:__                          

  Start Mileage: __________      Ending Mileage: __________                     

-------------------------------------------------------------------------       

Problem Description:                                                            

Cause Description: __________ __________ __________ __________ __________       

Repair Description:                                                             

Reference Numbers:                                                              

 Help Desk:               RA Number:               Support Call:                

                     It is overheating!                                         

                     W710210015 Is At Customer Location.                        

                     CSR:   PROB:                                               

                     SN:   MOD:                                                 

                     Date: 21/10/97 Time: 1529 Call: DE HEER J. JANS            

Dispatch To: NLD0030    BRUGGEMAN, WILCO                    Dispatch Date:      

24/06/98 08:00                                                                  

-------------------------------------------------------------------------       

Customer Approval : ____________________________                                

                    please sign

Else the SDR does not accept the work

The despatcher identifies another SDR for the work
Else the decision is to refer the call to RDC


15. Route to Remote Diagnostics (RDC)
Use <F19> to call up the routing screen

Astea  -  20012                  User:maynal             28/08/98,  09:55      

--------------------------------------------------------------------------------

+---------- CUSTOMER SEARCH ----------++---------- EQUIPMENT SEARCH -----------+

¦ Code: NLD00040         +------- CALL ROUTING -------+001523                  ¦

¦ Name: UNIVERSITAIR CENT¦                            ¦0-0000                  ¦

¦Phone: 024-3617904      ¦     Call Number: W806230002¦                        ¦

¦  Zip: 6525 GA          ¦     Call Status: DS        ¦                        ¦

¦ PO Req'd: no           ¦                            ¦                        ¦

¦Time Zone: 12           ¦        Route To: TECH      ¦L UNIT                  ¦

+------------------------+----------------------------+------------------------+

+-- CONTRACT - WARRANTY INFO --++----- WORK ORDER INFORMATION: W806230002 -----+

¦Resp Time: 0002:00    PD: N   ¦¦Caller: DE HEER J. JANSEN                     ¦

¦ Contract: 89004              ¦¦ Phone: 024-3617904         Branch: NLDSER    ¦

¦  Eff: 01/01/1997 - 31/12/1998¦¦Remark:                                       ¦

¦ Warranty:                    ¦¦It is overheating!                            ¦

¦ Warr Eff:          -         ¦¦                                              ¦

¦WO at Site: W806170007        ¦¦W710210015 Is At Customer Location.           ¦

¦Csr: NLD0030    Pr:           ¦¦  Action:             Currency: NLG           ¦

¦Model : 4480M20-0000          ¦¦ Problem:             Priority: 10  Type: emc ¦

¦Serial: 002000001511          ¦¦Prm. CSR: NLD0030       Status: DS  Hold: N   ¦

+------------------------------++----------------------------------------------+

Enter data or press F9 to end.
Route To:
<TECH>

Commit

A subscreen is displayed asking for the TS CSR code, the Despatcher should ignore this by using <F1>. The work order status changes automatically to TS and all escalation procedures are suspended.

i
The RDC Controller will regularly check for calls routed to TECH.  He will then use ACES to update the unassigned Work Orders.  The RDC Controller will assign the Work Orders to an RDC Analyst.

The RDC Analyst will analyse the problem and update ACES using remarks.  He may find that the problem requires an SDR or a Hardware part.  
· If an SDR is required (but no parts)  to fix the problem the RDC Analyst will route the call back to SERVICE.
· If parts are required (and therefore an SDR), the RDC Analyst will post parts on the Work Order, contact Logistics and then Route the Call to SERVICE.
· If the RDC Analyst fixes the problem without the need for parts or an SDR, he Closes the call in TECH ad completes the Work Order.


If a call has been refered to the RDC, once it has passed through the RDC Controller and the RDC Analyst, it will reach a stage when the action will wither require a SDR or not.  If a SDR is required then the Call Dispatcher is needed to continue the process as follows:

For the next process steps please refer to the second Process Flow Diagram at the rear of this manual.

Call Despatcher




At frequent intervals check for calls awaiting despatch

See Process Step 11
i
SDR

Receives dispatch request. He probably contacts the customer to discuss the problem and contacts logistics if parts appear to be required. He then travels to the customer site and contacts the Call Dispatcher upon arrival




Call Despatcher




Receives call from SDR that he has arrived on site.


41. Log SDR arrival on site


Call Despatcher enters SDR arrival time on ACEs.

Path D
Service Management

A
Service Order Management

B
Work Order Update
A
Update Work Order

 Work Order Update


Astea  -   1021                  User:willia             01/07/98,  13:44      

--------------------------------------------------------------------------------

             +-------- SERVICE SYSTEM - WORK ORDER UPDATE --------+             

             ¦        Branch:                                     ¦             

             ¦     WO Number:                                     ¦             

             ¦   Help Number:                                     ¦             

             ¦          Name:                                     ¦             

             ¦      Customer:                                     ¦             

             ¦      CSR Code:                                     ¦             

             ¦    Short Name:                                     ¦             

             ¦     Territory:                                     ¦             

             ¦ Serial Number:                                     ¦             

             ¦   Product Ref:                                     ¦             

             ¦  Action Group:                                     ¦             

             +----------------------------------------------------+             

Enter data or press F9 to end.

WO Number:

Work Order Number

Commit

Screen 1000 is displayed
Astea  -   1000                  User:willia             01/07/98,  13:46      

--------------------------------------------------------------------------------

+---------- CUSTOMER SEARCH ----------++---------- EQUIPMENT SEARCH -----------+

¦ Code: NLD00035                      ¦¦ Serial: 002000002519                  ¦

¦ Name: SIS                           ¦¦  Model: 4480M20-0000                  ¦

¦Phone: 070-3404790                   ¦¦ProdRef:                               ¦

¦  Zip: 2288 EE                       ¦¦  Phone:                               ¦

¦ PO Req'd: no                        ¦¦    Zip:                               ¦

¦Time Zone: 12                        ¦¦  Descr:                               ¦

+-------------------------------------++---------------------------------------+

Enter data or press F9 to end.

Commit to confirm the serial number
Screen 1034 is displayed

Astea  -   1034                  User:willia             02/07/98,  10:08      

--------------------------------------------------------------------------------

+---------- CUSTOMER SEARCH ----------++---------- EQUIPMENT SEARCH -----------+

¦ Code: NLD00035                      ¦¦ Serial: 002000002519                  ¦

¦ Name: SIS                           ¦¦  Model: 4480M20-0000                  ¦

¦Phone: 070-3404790                   ¦¦ProdRef:                               ¦

¦  Zip: 2288 EE                       ¦¦  Phone:                               ¦

¦ PO Req'd: no                        ¦¦    Zip:                               ¦

¦Time Zone: 12                        ¦¦  Descr: CONTROL UNIT                  ¦

+-------------------------------------++---------------------------------------+

+-- CONTRACT - WARRANTY INFO --++----- WORK ORDER INFORMATION: W806300001 -----+

¦Resp Time: 0002:00    PD: N   ¦¦Caller: DE HEER M. BUDDENBAUM                 ¦

¦ Contract: STTEK01            ¦¦ Phone: 070-3404790         Branch: NLDSER    ¦

¦  Eff: 01/03/1997 - 28/02/1999¦¦Remark:                                       ¦

¦ Warranty:                    ¦¦It wont work properly!                        ¦

¦ Warr Eff:          -         ¦¦Call routed to TECH SUPPORT Ref# W806300001   ¦

¦WO at Site: W710100001        ¦¦                                              ¦

¦Csr: NLD0039    Pr:           ¦¦  Action:             Currency: NLG           ¦

¦Model :                       ¦¦ Problem:             Priority: 10  Type: EMC ¦

¦Serial:                       ¦¦Prm. CSR: NLD0039       Status: DS  Hold: N   ¦

+------------------------------++----------------------------------------------+

 Press NEXT-PAGE to enter additional information.                               

Person Originally Calling in Problem

<PgDn> to display the Work Order Additional Details screen

Arrival Date:
Todays date

Time:

The SDR’s arrival time on site

Lab Price Flag:
<C>

Commit

Commit

Answer <N> to the Parts Posting? prompt

Exit

i
The Labor Price Flag codes mean: (Roughly!)
· E  Entity (Equip) Could be a charge of $100 per hour for work on a 4480 for example.
· C  CSR (SDR) Is the hourly charge for the CSR (SDR).
· G  Global is a fixed charge.
Do not be too concerned about the other codes at this time.  For your process you will only use C for CSR (SDR)




i
SDR

Carries out work, requesting additional parts, where necessary, from Local Logistics. Advice may also be sought from the RDC. When every possible action has been taken the SDR calls in to Call Despatch to report work details and work order status. 




Call Despatcher



Receives a call from a SDR during the course of a job.  There may be different reasons why the SDR may call in.  Amongst these are:

Receives a call from a SDR who requires immediate assistance.


42. Supply immediate assistance

The Call Despatcher arranges for the appropriate expertise to be supplied. This can either be Software, RDC or additional SDR Resource. If additional SDR resource is required the Call Despatcher selects the most appropriate SDR to assist and despatches them by phone.


SDR calls in needing to transfer the Work Order to someone else.



43. Reassign the call

As the Work Order is to be reassigned, the call despatcher updates the labour hours that the current SDR has spent on the job and the parts used.

If the W/O is to be transferred to another SDR then the call despatcher selects the most appropriate SDR, despatches him, and overwrites the Pr CSR with the identity of the new SDR.
Path
 D
Service Management

A
Service Order Management

B
Work Order Update

A
Update Work Order
 Work Order Update


Astea  -   1021                  User:willia             01/07/98,  14:34      

--------------------------------------------------------------------------------

             +-------- SERVICE SYSTEM - WORK ORDER UPDATE --------+             

             ¦        Branch:                                     ¦             

             ¦     WO Number:                                     ¦             

             ¦   Help Number:                                     ¦             

             ¦          Name:                                     ¦             

             ¦      Customer:                                     ¦             

             ¦      CSR Code:                                     ¦             

             ¦    Short Name:                                     ¦             

             ¦     Territory:                                     ¦             

             ¦ Serial Number:                                     ¦             

             ¦   Product Ref:                                     ¦             

             ¦  Action Group:                                     ¦             

             +----------------------------------------------------+             

WO Number:
Enter the Work Order Number of the call

Commit


Astea  -   1000                  User:willia             02/07/98,  10:20      

--------------------------------------------------------------------------------

+---------- CUSTOMER SEARCH ----------++---------- EQUIPMENT SEARCH -----------+

¦ Code: NLD00035                      ¦¦ Serial: 002000002519                  ¦

¦ Name: SIS                           ¦¦  Model: 4480M20-0000                  ¦

¦Phone: 070-3404790                   ¦¦ProdRef:                               ¦

¦  Zip: 2288 EE                       ¦¦  Phone:                               ¦

¦ PO Req'd: no                        ¦¦    Zip:                               ¦

¦Time Zone: 12                        ¦¦  Descr:                               ¦

+-------------------------------------++---------------------------------------+

Commit to confirm the serial number


Astea  -   1034                  User:willia             02/07/98,  10:21      

--------------------------------------------------------------------------------

+---------- CUSTOMER SEARCH ----------++---------- EQUIPMENT SEARCH -----------+

¦ Code: NLD00035                      ¦¦ Serial: 002000002519                  ¦

¦ Name: SIS                           ¦¦  Model: 4480M20-0000                  ¦

¦Phone: 070-3404790                   ¦¦ProdRef:                               ¦

¦  Zip: 2288 EE                       ¦¦  Phone:                               ¦

¦ PO Req'd: no                        ¦¦    Zip:                               ¦

¦Time Zone: 12                        ¦¦  Descr: CONTROL UNIT                  ¦

+-------------------------------------++---------------------------------------+

+-- CONTRACT - WARRANTY INFO --++----- WORK ORDER INFORMATION: W806300001 -----+

¦Resp Time: 0002:00    PD: N   ¦¦Caller: DE HEER M. BUDDENBAUM                 ¦

¦ Contract: STTEK01            ¦¦ Phone: 070-3404790         Branch: NLDSER    ¦

¦  Eff: 01/03/1997 - 28/02/1999¦¦Remark:                                       ¦

¦ Warranty:                    ¦¦It wont work properly!                        ¦

¦ Warr Eff:          -         ¦¦Call routed to TECH SUPPORT Ref# W806300001   ¦

¦WO at Site: W710100001        ¦¦                                              ¦

¦Csr: NLD0039    Pr:           ¦¦  Action:             Currency: NLG           ¦

¦Model :                       ¦¦ Problem:             Priority: 10  Type: EMC ¦

¦Serial:                       ¦¦Prm. CSR: NLD0039       Status: DS  Hold: N   ¦

+------------------------------++----------------------------------------------+

 Press NEXT-PAGE to enter additional information.                               

Person Originally Calling in Problem

Check details of the Work Order

Prm. CSR
The identification code of the SDR who is to carry out the work

Commit

If parts have been used then

Go to process number 52 for parts posting

Else

Respond <N> to the Parts Posting prompt.

If labour has been expended then

<F17>
Go to process number 54 for Labour Posting
i 
Important – Once Paragraph 54 has been completed, return to this point to continue if the call has been transferred to another SDR and is not complete.

Else

Respond <N> to the Labour and Travel Posting Prompt

If parts have been posted but have not been used then 


Transfer the parts from the CSR Warehouse of the outgoing SDR to the CSR Warehouse of the incoming SDR.


Path BCBB – Transfer Stock
Path

B - Distribution-Logistics

C - Inventory

B - Transactions

B - Transfer Stock
Astea  -   6034                  User:maynal             28/08/98,  11:08      

--------------------------------------------------------------------------------

             +----- INVENTORY - TRANSFER STOCK TRANSACTION ------+              

             ¦ From Warehouse:                 Branch:           ¦              

             ¦   To Warehouse:                 Branch:           ¦              

             +---------------------------------------------------+              

Enter data or press F9 to end.
From Warehouse: 
CSR Warehouse Number of the outgoing SDR

To Warehouse: 
CSR Warehouse Number of the incoming SDR
Commit

Part number:
The part number to be transferred

Bin:

<GOOD>

Commit

Trans Qty:
The quantity of this part to be transferred

RC:

<02>

Commit

Enter To Bin:
<GOOD>

Confirm the Bin creation if the Bin does not exist.

Accept the default at the prompt Is the Bin serialised? and confirm.

Enter <Y> to the prompt Is the Bin quantity usable ? (Y-N).

Repeat if there are more parts to transfer

Exit

Exit







SDR calls in reporting that the problem is software related.


44. Allocate the call to Software Support
Route the W/O to Software, this is done by using <F19> from Screen 1034 to call up the routing subscreen and then entering <SOFTWARE> as the routing destination. A further subscreen is displayed asking for Software Support Information, the Call Despatcher should ignore this 

Commit


If parts have been used then

Go to process number 52 for parts posting

Else

Respond <N> to the Parts Posting prompt.

If labour has been expended then

Respond <Y> to the Labour and Travel Posting Prompt

Go to process number 54 for Labour Posting

Else

Respond <N> to the Labour and Travel Posting Prompt

Commit




The SDR calls in wishing to defer the job to a scheduled time.



45. Schedule the call
The Call Despatcher updates the Work Order.

Path D
Service Management

A
Service Order Management

B
Work Order Update

A
 Work Order Update

Astea  -   1021                  User:willia             09/07/98,  17:30      

--------------------------------------------------------------------------------

             +-------- SERVICE SYSTEM - WORK ORDER UPDATE --------+             

             ¦        Branch:                                     ¦             

             ¦     WO Number:                                     ¦             

             ¦   Help Number:                                     ¦             

             ¦          Name:                                     ¦             

             ¦      Customer:                                     ¦             

             ¦      CSR Code:                                     ¦             

             ¦    Short Name:                                     ¦             

             ¦     Territory:                                     ¦             

             ¦ Serial Number:                                     ¦             

             ¦   Product Ref:                                     ¦             

             ¦  Action Group:                                     ¦             

             +----------------------------------------------------+ 
Enter data or press F9 to end.

WO Number:
Enter the Work Order Number of the call

Commit

Astea  -   1000                  User:willia             02/07/98,  10:20      

--------------------------------------------------------------------------------

+---------- CUSTOMER SEARCH ----------++---------- EQUIPMENT SEARCH -----------+

¦ Code: NLD00035                      ¦¦ Serial: 002000002519                  ¦

¦ Name: SIS                           ¦¦  Model: 4480M20-0000                  ¦

¦Phone: 070-3404790                   ¦¦ProdRef:                               ¦

¦  Zip: 2288 EE                       ¦¦  Phone:                               ¦

¦ PO Req'd: no                        ¦¦    Zip:                               ¦

¦Time Zone: 12                        ¦¦  Descr:                               ¦

+-------------------------------------++---------------------------------------+


Commit to confirm the serial number
Astea  -   1034                  User:willia             02/07/98,  10:21      

--------------------------------------------------------------------------------

+---------- CUSTOMER SEARCH ----------++---------- EQUIPMENT SEARCH -----------+

¦ Code: NLD00035                      ¦¦ Serial: 002000002519                  ¦

¦ Name: SIS                           ¦¦  Model: 4480M20-0000                  ¦

¦Phone: 070-3404790                   ¦¦ProdRef:                               ¦

¦  Zip: 2288 EE                       ¦¦  Phone:                               ¦

¦ PO Req'd: no                        ¦¦    Zip:                               ¦

¦Time Zone: 12                        ¦¦  Descr: CONTROL UNIT                  ¦

+-------------------------------------++---------------------------------------+

+-- CONTRACT - WARRANTY INFO --++----- WORK ORDER INFORMATION: W806300001 -----+

¦Resp Time: 0002:00    PD: N   ¦¦Caller: DE HEER M. BUDDENBAUM                 ¦

¦ Contract: STTEK01            ¦¦ Phone: 070-3404790         Branch: NLDSER    ¦

¦  Eff: 01/03/1997 - 28/02/1999¦¦Remark:                                       ¦

¦ Warranty:                    ¦¦It wont work properly!                        ¦

¦ Warr Eff:          -         ¦¦Call routed to TECH SUPPORT Ref# W806300001   ¦

¦WO at Site: W710100001        ¦¦                                              ¦

¦Csr: NLD0039    Pr:           ¦¦  Action:             Currency: NLG           ¦

¦Model :                       ¦¦ Problem:             Priority: 10  Type: EMC ¦

¦Serial:                       ¦¦Prm. CSR: NLD0039       Status: DS  Hold: N   ¦

+------------------------------++----------------------------------------------+

 Press NEXT-PAGE to enter additional information.                               

Person Originally Calling in Problem


Check details of the Work Order

<PgDn> to display Additional Details
Proj Arr:

Enter the date scheduled for the work

Time:

Enter the scheduled attendance time
Commit

If the SDR who is to carry out the work is known then

Prm. CSR
Enter the code of the SDR who is to do the work

Else

Prm. CSR
Set to blank

Use the ACES “Remarks” facility to record the name of customer contact authorising the deferment and any particular circumstances such as awaiting parts.
Commit


If labour has been expended then

Go to process number 54 for Labour posting

Else, Labour has not been expended, continue
commit

If parts have been used then…

Go to process number 52 for Parts Posting

Else, no parts have been used, continue
Respond <N> to the Labour and Travel Posting Prompt


i 
The work order will continue to appear on the Call Despatcher’s List of Calls to be despatched but will not require despatching until approaching the time that the job is scheduled for action.




Call Despatcher



Is contacted by SDR on site and told that the job is complete. The SDR arranges the return of unused & repairable parts to logistics.



51. Complete Work Order

ACEs is updated to show that the repair is complete, the Work Order status is updated to either Closed - if the W/O is potentially billable - or Complete if not billable.

Path
 D
Service Management

A
Service Order management

D
Call Completion
A
Call Completion
 Complete Work Order

Astea  -   1021                  User:willia             02/07/98,  11:58      

--------------------------------------------------------------------------------

             +-------- SERVICE SYSTEM - WORK ORDER UPDATE --------+             

             ¦        Branch:                                     ¦             

             ¦     WO Number:                                     ¦             

             ¦   Help Number:                                     ¦             

             ¦          Name:                                     ¦             

             ¦      Customer:                                     ¦             

             ¦      CSR Code:                                     ¦             

             ¦    Short Name:                                     ¦             

             ¦     Territory:                                     ¦             

             ¦ Serial Number:                                     ¦             

             ¦   Product Ref:                                     ¦             

             ¦  Action Group:                                     ¦             

             +----------------------------------------------------+             

Enter data or press F9 to end.

WO Number:
Enter the Work Order Number of the call.
Commit

Screen 1000 is displayed (Shown on the next page)


Astea  -   1000                  User:willia             02/07/98,  12:02      

--------------------------------------------------------------------------------

+---------- CUSTOMER SEARCH ----------++---------- EQUIPMENT SEARCH -----------+

¦ Code: NLD00035                      ¦¦ Serial: 002000002519                  ¦

¦ Name: SIS                           ¦¦  Model: 4480M20-0000                  ¦

¦Phone: 070-3404790                   ¦¦ProdRef:                               ¦

¦  Zip: 2288 EE                       ¦¦  Phone:                               ¦

¦ PO Req'd: no                        ¦¦    Zip:                               ¦

¦Time Zone: 12                        ¦¦  Descr:                               ¦

+-------------------------------------++---------------------------------------+

If the serial number has not previously been entered then…

Input the Serial Number (there is a Lookup for the Serial Number for the Site)
Else

Continue

Commit

Screen 1000 is displayed
























Astea  -   1000                  User:willia             22/09/98,  14:06      

--------------------------------------------------------------------------------

+---------- CUSTOMER SEARCH ----------++---------- EQUIPMENT SEARCH -----------+

¦ Code: NLD00002                      ¦¦ Serial: 165000002613                  ¦

¦ Name: NCR NEDERLAND N.V.            ¦¦  Model: 4220A01-0000                  ¦

¦Phone: 020-6512345                   ¦¦ProdRef:                               ¦

¦  Zip: 1100 DE                       ¦¦  Phone:                               ¦

¦ PO Req'd: no                        ¦¦    Zip:                               ¦

¦Time Zone: 12                        ¦¦  Descr: TCU-1 TRANSPORT               ¦

+-------------------------------------++---------------------------------------+

+-- CONTRACT - WARRANTY INFO --++----- WORK ORDER COMPLETION : W809010002 -----+

¦Resp Time: 0002:00    PD: N   ¦¦  Arrival Date: 01/09/98   Problem:           ¦

¦ Contract: 94038MH001         ¦¦          Time: 12:37       Repair:           ¦

¦  Eff: 01/01/1997 - 30/06/1999¦¦ Complete Date: 22/09/98     Cause:           ¦

¦ Warranty:                    ¦¦          Time: 15:06     Prm. CSR: NLD0055   ¦

¦ Warr Eff:          -         ¦¦        Branch: NLDSER      Status: CL        ¦

¦WO at Site: W808210009        ¦¦Miles Starting:         0.00   Set: 290193    ¦

¦Csr: NLD0055    Pr:           ¦¦        Ending:         0.00  Type:           ¦

¦Model : 4220A01-0000          ¦¦      Wo Class: PRIM     P.M. Done: N Div: 510¦

¦Serial: 165000002613          ¦¦   Customer PO:                               ¦

+------------------------------++----------------------------------------------+

 Press NEXT-PAGE to enter additional information.                               

Date CSR Arrived at the Start of the Work Order






Update the Complete Date and Time.  Input the Problem Code, Repair Code, Cause Code, Call Type, Prm CSR and Customer PO if known.  Update the Arrival Date and Time as necessary.
Commit


If a secondary SDR was involved then…

<PgDn> to display Additional Work Order Information

Sec.CSR
Enter the ID of the secondary SDR

Commit

Else, no other SDR’s were involved

Continue

Commit



54. Enter Labour and Travel information

Screen 1096 is displayed

Astea  -   1096                  User:willia             22/09/98,  14:22      

--------------------------------------------------------------------------------

+-------------------------- POST LABOR & TRAVEL TIME --------------------------+

¦Pri. CSR: NLD0055    Ent. Date/Time: 01/09/98 10:37 Proj. Arr.: 01/09/98 12:37¦

¦ Pricing: C          Disp Date/Time: 01/09/98 10:37       Arr.: 01/09/98 12:37¦

+------------------------------------------------------------------------------+

+DATE     CSR         OUT  START  END   IN   STOP       BILL TYPE          RATE+

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

+------------------------------------------------------------------------------+

¦ Warranty:                    ¦¦          Time: 15:22     Prm. CSR: NLD0055   ¦

                ADD       UPDATE     DELETE      EXIT                           

¦+----------------------------------------------------------------------------+¦

¦¦Chrg. Travel: N            Rate 1  Rate 2  Rate 3  Rate 4  Travel     Z. Chg¦¦

¦¦ Actual Hrs.:              000:00  000:00  000:00  000:00  000:00       0.00¦¦

¦¦ Charge Hrs.:              000:00  000:00  000:00  000:00  000:00       0.00¦¦

++----------------------------------------------------------------------------++
The breakdown of the time spent on the Work Order is entered. There will be one line entered for each contiguous period of time that is spent working on the Work Order. Therefore, for instance, if the SDR suffered two interrupts during the work then three lines will be input

Commit

DATE:

The date that the work started

CSR:

The identification code of the SDR who carried out the 
work

OUT:

The time that travel started

START:

The time that work started

END:

The time that work stopped

IN:


The time that travel finished. If the SDR travels directly to another site this should be set to the same time as work stopped

STOP:

A code identifying the reason why work stopped

BILL TYPE:
The appropriate Billing Type




<1>
On Contract




<2>
Under Warranty




<3>
Time & Materials




<4>
No charge

Commit

Repeat for each contiguous period of work. If more than one SDR was involved in the work then lines must be entered for both SDRs.

Exit

Answer <N> to the Charge Travel? prompt

Commit (IMPORTANT to Commit using <F1> not <F9>)

A subscreen is displayed for the input of Chargeable Hours. Ignore this

Commit (IMPORTANT to Commit using <F1> not <F9>)

If parts were used then…


52. Record parts used

Answer yes to the parts posting prompt that is displayed.

Screen 1121 is displayed
Astea  -   1121                  User:willia             22/09/98,  14:28      

--------------------------------------------------------------------------------

++-------  WORK ORDER ITEM ENTRY FOR:   Parts Total:                   0.00 ---+

¦¦  Serial Number: 165000002613        Prm. CSR: NLD0055    Currency: NLG      ¦

¦¦   Model Number: 4220A01-0000        CSR Name: KHODABAKS, DENNIS             ¦

¦+-----------------------------------------------------------------------------+

¦+Item Part Number            Quantity  UC Ret Unit Price D Use Part Used Price+

¦¦   1 0310711609                 1.00  ea  D       0.00  N  Y            0.00 ¦

¦¦   2 0310711609                 1.00  ea  Y       0.00  N  Y            0.00 ¦

+¦   3                                                                         ¦

+¦                                                                             ¦

¦¦                                                                             ¦

¦¦                                                                             ¦

¦+-----------------------------------------------------------------------------+

¦ Warranty:                    ¦¦          Time: 15:22     Prm. CSR: NLD0055   ¦

¦ Warr Eff:          -         ¦¦        Branch: NLDSER      Status: CL        ¦

¦WO at Site: W808210009        ¦¦Miles Starting:         0.00   Set: 290193    ¦

¦Csr: NLD0055    Pr:           ¦¦        Ending:         0.00  Type: emc       ¦

¦Model : 4220A01-0000          ¦¦      Wo Class: PRIM     P.M. Done: N Div: 510¦

¦Serial: 165000002613          ¦¦   Customer PO:                               ¦

+------------------------------++----------------------------------------------+

Enter Valid Item or Return, Press END to Leave (Will not Undo).
This will list the parts that have already been posted to the Work Order

Additional parts may have been used and therefore need to be posted, alternatively parts which have already been posted to the Work Order may not have been used and therefore need to be returned

For each part used and already posted

Tab to the appropriate line

<Enter> to activate the line. Verify the quantity used. If this is less than the quantity posted then amend the Quantity field. If it is more then create an additional line for the extra quantity. The part(s) should already be in the SDR’s CSR Warehouse therefore in order to mark it/them as used simply Commit

Else the parts have not yet been posted and will need to be transferred from the Spares Warehouse
Part Number:
The code that uniquely identifies the part

Quantity:
The number of that part that were used
Tab to the Detail Field (Heading “D”) enter <Y>  and commit

A subscreen is displayed allowing the part(s) to be transferred from the appropriate warehouse to the SDR’s CSR Bad Bin
Warehouse:
The code of the spares warehouse that the part was 
supplied from

Bin:

The code of the Bin from which the part was supplied. A 
lookup is available.

Commit

Commit

(Note that if lines exist for parts that were returned unused then these should be left as is. Be careful not to select and commit them)

The system may ask if the part is returnable, the SDR will find this information on the Part label,

If the part is returnable then






































































53. Create Return Authorisation
The system asks if the part is serialised, in the majority of cases it will not be, then

Enter <N>
However if the returned Part is serialised then

Enter <Y>
enter the returnable Serial number from the part label in the serial number field.

Answer <Y> to the Do you want to create an RA for this Open Activity? prompt

Commit.

Answer <Y> to the prompt Select New Location 

Select the return Depot Warehouse from the displayed list.

The System creates the RA number. Write this number on the return Part Label.
If there are more parts used enter details of the next part

Else exit

Else, the parts were not returnable…
Answer <N> to the Parts Posting? prompt

A prompt is displayed asking “Do you want to update billing?”

If the W/O is not chargeable then…
















































55.Complete non chargeable call
Answer “yes”

Screen 1024 to be displayed
+---------- CUSTOMER SEARCH ----------++---------- EQUIPMENT SEARCH -----------+

¦ Code: NLD00003                      ¦¦ Serial: 005000006699                  ¦

¦ Name: BELASTINGDIENST               ¦¦  Model: 4420001-0000                  ¦

¦Phone: 0055-5282156                  ¦¦ProdRef:                               ¦

¦  Zip: 7314 PE                       ¦¦  Phone:                               ¦

¦ PO Req'd: no                        ¦¦    Zip:                               ¦

¦Time Zone: 12                        ¦¦  Descr: PASS THRU PORT                ¦

+-------------------------------------++---------------------------------------+

+-- CONTRACT - WARRANTY IN+----------- UPDATE TOTALS FOR THIS CALL ------------+

¦Resp Time: 0002:00    PD:¦   Part Price:          0.00     Cost:         0.00 ¦

¦ Contract: 94036MH001    ¦  Labor Price:          0.00                   0.00 ¦

¦  Eff: 01/03/1997 - 28/02¦     Expenses:          0.00                   0.00 ¦

¦ Warranty:               ¦ Travel Price:          0.00   Travel Time:   00:00 ¦

¦ Warr Eff:          -    ¦ Addl. Charge:          0.00     Bill Time: 0000:00 ¦

¦WO at Site: W806020004   ¦Invoice Total:          0.00      Job Time: 0000:50 ¦

¦Csr: NLD0043    Pr: 52   ¦  Customer PO:                                      ¦

¦Model : NON-MACHINE      ¦   Inv Later?: yes   Tax Code: NLD        Exempt: N ¦

¦Serial: 157331           ¦      Invoice: BATCH      COD: no      Bill Type: 1 ¦

+-------------------------+----------------------------------------------------+

Labor Price charged to customer
Change the Labour Price, Expenses, Travel Price and Additional Charge To “Zero”. The W/O status is automatically updated to CM (Completed).

Else (ie. if the call is potentially billable)



56. Close potentially chargeable call
Answer “no”.

This will close the W/O and set the status to CL (Closed).




57.Check Equipment File and Configuration details
 Check the configuration and equipment file to ensure that all information is correct.

Path D     Service Management

A     Service Order Management
H     Work Order Inquiries
G     Serial Number Inquiry
  Equipment File
Screen 5520 is displayed

Astea  -   5520                  User:willia             22/09/98,  15:04      

--------------------------------------------------------------------------------

+------------------------ SERVICE - EQUIPMENT INQUIRY -------------------------+

¦                                                                              ¦

¦           Branch:                                                            ¦

¦    Serial Number:                        Part:                               ¦

¦     Manufacturer:                 Product Ref:                               ¦

¦         Customer:                 Customer PO:                               ¦

¦    Install. Date:                Equip Status:                               ¦

¦    Selling Price:                 Primary CSR:                               ¦

¦    Original Cost:               Secondary CSR:                               ¦

¦  No. Of PM Calls:             No. Of UM Calls:                               ¦

¦  Major Rep. Date:                    Operator:                               ¦

¦   Equipment Type:                    Revision:                               ¦

¦         New/Used:                 Cust System:                               ¦

¦   Mast/Sub Assem:                       Level:                               ¦

¦         Recv Ref:                         Seq:                               ¦

¦          Ref No.:                     Remarks:                               ¦

¦              Set:            Pick List Number:                               ¦

¦         Tech Ref:                                                            ¦

+------------------------------------------------------------------------------+

Enter data or press F9 to end.
Branch:

Code of the Service Branch

Commit

Serial Number:
Serial Number of the Machine

Commit

Check the equipment details, inform Contract Administration of any discrepancies

Path D     Service Management
A     Service Order Management
H     Work Order Inquiries
H     Hardware Configuration Inquiry
Hardware* Configuration Enquiry

Screen 18019 is displayed
Astea  -  18019                  User:willia             22/09/98,  15:17      

--------------------------------------------------------------------------------

          +------------ HARDWARE CONFIGURATION INQUIRY -------------+           

          ¦                                                         ¦           

          ¦      Customer Code:                                     ¦           

          ¦ OR                                                      ¦           

          ¦      Customer Name:                                     ¦           

          ¦                                                         ¦           

          ¦      Config Number:                                     ¦           

          ¦ OR                                                      ¦           

          ¦  Model/Part Number:                                     ¦           

          ¦                                                         ¦           

          +---------------------------------------------------------+           

Customer Code or .INHOUSE for In House
Customer Code:
ID of the customer

Config. No:

Enter the configuration number if known

Model Number:
The model number, this is an alternative to the Config. No.

Commit

If multiple configurations match the input parameters then

A list of configurations is displayed
Astea  -  18019                  User:willia             22/09/98,  15:33      

--------------------------------------------------------------------------------

          Name: KONINKLIJKE LUCHTVAART MIJ. N.V.    Customer: nld00018          

+-----------------------------------------------------------------------------+ 

¦   Code       Configuration Name                  Model/Part   Serial #      ¦ 

¦   ------------------------------------------------------------------------- ¦ 

¦   0000000096 4480M20-0000/002000010588           4480M20-0000 002000010588  ¦ 

¦   0000000166 4480M20-0000/002000010953           4480M20-0000 002000010953  ¦ 

¦   0000000284 4480M20-0000/002000010954           4480M20-0000 002000010954  ¦ 

¦   0000000402 4480M20-0000/002000009921           4480M20-0000 002000009921  ¦ 

¦   0000000403 4480M20-0000/002000009922           4480M20-0000 002000009922  ¦ 

¦   0000000550 4480M20-0000/002000010590           4480M20-0000 002000010590  ¦ 

¦                                                                             ¦ 

+-----------------------------------------------------------------------------+ 

|GO| or |RETURN| to select an existing configuration
Select the appropriate configuration

Else

Continue

Summary details of the configuration are displayed
Astea  -  18019                  User:willia             22/09/98,  15:35      

--------------------------------------------------------------------------------

Cust Config: 0000000166 Cust Name: KONINKLIJKE LUCHTVAART MI Customer: nld00018 

+Level    Seq. Serial               Model                Parent  Revision     + 

¦   1     1.00 002000010953         4480M20-0000            0.00              ¦ 

¦   2     1.00                      UPG                     1.00              ¦ 

¦   2     2.00                      4480M20-1511            1.00              ¦ 

¦   2     3.00                      4480M20-3305            1.00              ¦ 

¦   2     4.00                      4480M20-3211            1.00              ¦ 

¦   2     5.00                      4480M20-1512            1.00              ¦ 

¦   2     6.00                      4480M20-1513            1.00              ¦ 

¦   2     7.00                      4480M20-4411            1.00              ¦ 

¦   2     8.00                      4480M20-4412            1.00              ¦ 

¦   2     9.00                      4480M20-6140            1.00              ¦ 

¦   2    10.00                      4480M20-6141            1.00              ¦ 

¦   3     1.00                      FBM                     1.00              ¦ 

¦   4     1.00                      SPARES                  1.00              ¦ 

¦   5     1.00                      SPARES-S                1.00              ¦ 

¦                                                                             ¦ 

+-----------------------------------------------------------------------------+ 

|GO| or |RETURN| to select an existing configuration
Select an individual component to see lowest level detail
Astea  -  18019                  User:willia             22/09/98,  15:36      

--------------------------------------------------------------------------------

   +---------------------- CONFIGURATION INFORMATION -----------------------+   

   ¦  Master Serial: 002000010953          Master Part: 4480M20-0000        ¦   

   ¦   Master Level:    1                   Master Seq:    1.00             ¦   

   ¦    Cust Config: 0000000166 4480M20-0000/002000010953                   ¦   

   ¦                                          Customer: NLD00018            ¦   

   ¦                                                                        ¦   

   ¦                    SUBASSEMBLY OF CONFIGURATION                        ¦   

   ¦                 ----------------------------------                     ¦   

   ¦                                                                        ¦   

   ¦          Level:    2                          Seq:     1.00            ¦   

   ¦    Comp Serial:                      Sub Comp Lim:         0           ¦   

   ¦      Comp Part: UPG                    Comp Price:         0.00        ¦   

   ¦    Description:                           Act/Obs: 05/05/97 -          ¦   

   ¦       Revision:                               Set: 157548              ¦   

   ¦  Component Qty:         1                Warranty:                     ¦   

   ¦      Limit Qty:         1          Warr Start/Exp:          -          ¦   

   +------------------------------------------------------------------------+   

 Press NEXT-PAGE to view more Configuration Information.

Check the configuration details, inform Contract Administration of any discrepancies


































































































If the customer site address has changed inform the accounting department.

Quick Keyboard Guide

Major Keys
Meaning

F1
[GO] (Commit)

F2
HELP System / Lookup

F2/F2
Insert menu bar on top of screen

F3
Toggle insert mode (and overstrike)

F8
Clear field contents (from the right of the cursor)

F9
[END] Escape or Back or Undo

F11
Delete

F12
Remarks Screen

Ctrl +X
Access a verb (if you use them in your processes)

Enter
Select a line item from a list.

/
Jump to path and Menu Search String

Tab
Move to next field

Ctrl +U
Move to previous field




Other Keys
Meaning

Ctrl +C
Restart (Re-connect) ACES Session

1
Go back to Main ACES Menu from any other menu.

Q
Quit ACES from the Main Menu

Page down
Next page

Page up
Previous page

Unscheduled Call:

Call Dispatchers Process:

For the purposes of this example we may be following a “Set-Route” through the system flowchart shown on the left of the page.  All other possible routes are “Greyed-out”.  This does not mean that they will be unavailable, simply in this case we do not need to follow those particular paths.
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Unscheduled Call:

Call Dispatchers Process:

For the purposes of this example we may be following a “Set-Route” through the system flowchart shown on the left of the page.  All other possible routes are “Greyed-out”.  This does not mean that they will be unavailable, simply in this case we do not need to follow those particular paths.
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Unscheduled Call:

Call Dispatchers Process:

For the purposes of this example we may be following a “Set-Route” through the system flowchart shown on the left of the page.  All other possible routes are “Greyed-out”.  This does not mean that they will be unavailable, simply in this case we do not need to follow those particular paths.
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