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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: image10.wmf]     This icon relates to computer related activity. The user must use the system at this point.


[image: image11.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 section is also provided towards the back of the document which can be unfolded and use as a quick reference quide which closely follows 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\Unscheduled Call.
2. User Role Overview

This user role conducts all Call Taker  activities in the Commisionaire.  The activities of the Call Taker fall into one main category, this is;
· Unscheduled Call:
The Call Taker uses ACES to perform many tasks which include opening Work Orders, providing customers with Work Order information and contract details, scheduling Calls, routing calls to RDC or passing the call to the Call Dispatcher.
The Call Taker has no involvement in the Scheduled Call process.
Relationships

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

System Process
Associated User Role(s)

Unscheduled Call
Customer, Call Dispatcher, Remote Diagnostics Controller.

Unscheduled Call 

Call Taker


Receives a call from the customer concerning a problem.

[image: image12.wmf]01. Open a Work Order
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  Work Order Entry 

Screen 1020 is displayed
Astea  -   1020                  User:willia             18/06/98,  10:33      

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

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

¦ Code:                               ¦¦ Serial: 002000001511                  ¦

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

¦Phone:                               ¦¦  Phone:                               ¦

¦  Zip:                               ¦¦    Zip:                               ¦

¦ PO Req'd:                           ¦¦   Addr:                               ¦

¦Time Zone:                           ¦¦   Terr:                               ¦

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

 
i
Remember, you can use a ”lookup” (F2) in the Serial field.

If the customer knows the Machine Serial Number then

<PgDn> and enter it in the Serial: field

Otherwise select Customer Site
Enter the Customer Code or Customer Name or Customer Phone Number or Customer Zip Code, as shown in the next screenshot. (Over page)
Astea  -   1020                  User:willia             18/06/98,  11:03      

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

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

¦ Code:                               ¦¦ Serial:                               ¦

¦ Name: universitaire centrum         ¦¦  Model:                               ¦

¦Phone:                               ¦¦  Phone:                               ¦

¦  Zip:                               ¦¦    Zip:                               ¦

¦ PO Req'd:                           ¦¦   Addr:                               ¦

¦Time Zone:                           ¦¦   Terr:                               ¦

+-------------------------------------++---------------------------------------+
Customer Name

Commit


A list of addresses is diplayed which meet the criteria input above.
Select the appropriate site from the list.  It is important to select a Site Address and not a Billing Address or a Customer Master Address. Site Addresses have a type (TP) of S, Billing Addresses have a type (TP) of B, whilst Customer Master Addresses have a type (TP) of Blank.

Astea  -   1020                  User:willia             18/06/98,  11:09      

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

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

¦ Code:                               ¦¦ Serial:                               ¦

¦ Name: UNIVERSITAIR CENTRUM          ¦¦  Model:                               ¦

¦Phone:                               ¦¦  Phone:                               ¦

¦  Zip:                               ¦¦    Zip:                               ¦

¦ PO Req'd:                           ¦¦   Addr:                               ¦

¦Time Zone:                           ¦¦   Terr:                               ¦

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

+CUSTOMER ADDRCODE TP NAME              CITY              ZIP   PHONE          +

¦NLD00040             UNIVERSITAIR CENT NIJMEGEN          6500  000-0000       ¦

¦NLD00040 157733   S  UNIVERSITAIR CENT NIJMGEN           6525  024-3617904    ¦

¦                                                                              ¦







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



Screen 1000 is displayed listing the machines for the site

Astea  -   1000                  User:willia             18/06/98,  11:10      

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

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

¦ Code: NLD00040                      ¦¦ Serial:                               ¦

¦ Name: UNIVERSITAIR CENTRUM          ¦¦  Model:                               ¦

¦Phone: 024-3617904                   ¦¦  Phone:                               ¦

¦  Zip: 6525 GA                       ¦¦    Zip:                               ¦

¦ PO Req'd: no                        ¦¦   Addr:                               ¦

¦Time Zone: 12                        ¦¦   Terr:                               ¦

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

+Serial Number        Model Number         Ins Date Location     System        +

¦002000001511         4480M20-0000         01/04/89 GEERT GROO 0000000433      ¦

¦002000001523         4480M20-0000         01/04/89 GEERT GROO 0000000558      ¦

¦002000015892         4791M30-0000                  GEERT GROO 0000000480      ¦

¦003000002565         4480M24-0000         01/04/89 GEERT GROO 0000000607      ¦

¦003000002566         4480M24-0000         01/04/89 GEERT GROO 0000000313      ¦

¦003000018141         4490M32-0000         10/05/96 GEERT GROO 0000000269      ¦

¦004000000354         4410001-0000         01/04/89 GEERT GROO 0000000504      ¦

¦006000000236         4430001-0000         01/04/89 GEERT GROO 0000000604      ¦

¦006000001778         4430002-0000         30/11/91 GEERT GROO 0000000372      ¦

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

Press RETURN to select equipment, GO to leave without selecting

If it is possible to identify which machine has the problem then

Select the Machine from the list displayed for the site

Astea  -   1000                  User:willia             18/06/98,  11:10      

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

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

¦ Code: NLD00040                      ¦¦ Serial:                               ¦

¦ Name: UNIVERSITAIR CENTRUM          ¦¦  Model:                               ¦

¦Phone: 024-3617904                   ¦¦  Phone:                               ¦

¦  Zip: 6525 GA                       ¦¦    Zip:                               ¦

¦ PO Req'd: no                        ¦¦   Addr:                               ¦

¦Time Zone: 12                        ¦¦   Terr:                               ¦

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

+Serial Number        Model Number         Ins Date Location     System        +

¦007000000103         1190P10-0000         01/04/89 GEERT GROO 0000000476      ¦

¦007000000104         1190V11-0000         01/09/91 GEERT GROO 0000000176      ¦

¦007000005834         1189L10-0000                  GEERT GROO 0000000593      ¦

¦007000005835         1189T20-0000                  GEERT GROO 0000000092      ¦

¦008000000354         4411001-0000         01/04/89 GEERT GROO 0000000036      ¦

¦012000000156         4670001-0000         19/03/90 GEERT GROO 0000000730      ¦

¦057000000157         5000021-0000         01/11/90 GEERT GROO 0000000191      ¦

¦107000001306         1120M10-0000                  GEERT GROO 0000000408      ¦

¦157733               NON-MACHINE                   GEERT GROO                 ¦

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

Press RETURN to select equipment, GO to leave without selecting

Otherwise commit to bypass the machine selection


Commit 
Screen 1000 is displayed
Astea  -   1000                  User:willia             28/08/98,  11:18      

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

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

¦ Code: NLD00018                      ¦¦ Serial:                               ¦

¦ Name: KLM ROYAL DUTCH AIRLINES      ¦¦  Model:                               ¦

¦Phone: 020-6496036                   ¦¦ProdRef:                               ¦

¦  Zip: 1119 PM                       ¦¦  Phone:                               ¦

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

¦Time Zone: 12                        ¦¦  Descr:                               ¦

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

+-- CONTRACT - WARRANTY INFO --++-- VERIFY ADDRESS FOR WORK ORDER W808280004 --+

¦Resp Time:            PD: Y   ¦¦              SITE ADDRESS                    ¦

¦ Contract: Not Covered        ¦¦     Name: KLM ROYAL DUTCH AIRLINES           ¦

¦  Eff: 28/08/1998 -           ¦¦Address 1:                                    ¦

¦ Warranty:                    ¦¦Address 2: BOEINGAVENUE 202                   ¦

¦ Warr Eff:          -         ¦¦Address 3: CHIPSHOL PARK                      ¦

¦WO at Site: W712220005        ¦¦     City: SCHIPHOL-RIJK                      ¦

¦Csr: NLD0071    Pr:           ¦¦    State: NLD             Zip: 1119 PM       ¦

¦Model : 9490M34-0000          ¦¦  Country: NLD                                ¦

¦Serial: 232000030264          ¦¦    Phone: 020-6496036                        ¦

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

 Hit GO if address is correct, F13 to update address, or END to undo call.      

If a machine has been selected and a Work Order has been created against this machine within the last seven days than a message will be flashed for information.
The system generates a Work Order Number and displays details of the site.
Check Site Address.

If it is correct then

Continue

Otherwise… 
Either abort the call recording process and start again (but this time select the correct site) or carry on with the call taking process and inform the Call Centre Supervisor that the customer considers the site address to be incorrect

If there are any Work Orders currently open for the site then details of the most recent open Work Order are displayed.
Details of the contract are displayed (only if a Machine Number has been selected)

Astea  -   1000                  User:willia             18/06/98,  11:23      

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

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

¦ Code: NLD00040                      ¦¦ Serial:                               ¦

¦ Name: UNIVERSITAIR CENTRUM          ¦¦  Model:                               ¦

¦Phone: 024-3617904                   ¦¦ProdRef:                               ¦

¦  Zip: 6525 GA                       ¦¦  Phone:                               ¦

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

¦Time Zone: 12                        ¦¦  Descr:                               ¦

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

+-- CONTRACT - WARRANTY INFO --++-- VERIFY ADDRESS FOR WORK ORDER W806180006 --+

¦Resp Time:            PD: Y   ¦¦              SITE ADDRESS                    ¦

¦ Contract: Not Covered        ¦¦     Name: UNIVERSITAIR CENTRUM               ¦

¦  Eff: 18/06/1998 -           ¦¦Address 1:                                    ¦

¦ Warranty:                    ¦¦Address 2: GEERT GROOTEPLEIN 41               ¦

¦ Warr Eff:          -         ¦¦Address 3:                                    ¦

¦WO at Site: W806170007        ¦¦     City: NIJMGEN                            ¦

¦Csr: NLD0030    Pr:           ¦¦    State: NLD             Zip: 6525 GA       ¦

¦Model : 4480M20-0000          ¦¦  Country: NLD                                ¦

¦Serial: 002000001511          ¦¦    Phone: 024-3617904                        ¦

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



[image: image13.wmf]02. Discuss contractual arrangements with customer
Verify the contract/warranty details with the customer, inform them if the work is potentially chargeable (not covered by the contract) and check if they wish to continue

If the customer wishes to continue then

Commit

Otherwise…

[image: image14.wmf]03. Abort the Call
Exit - This aborts the call 
Screen 1034 is displayed (Shown on next page)

Astea  -   1034                  User:willia             18/06/98,  11:26      

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

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

¦ Code: NLD00040                      ¦¦ Serial:                               ¦

¦ Name: UNIVERSITAIR CENTRUM          ¦¦  Model:                               ¦

¦Phone: 024-3617904                   ¦¦ProdRef:                               ¦

¦  Zip: 6525 GA                       ¦¦  Phone:                               ¦

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

¦Time Zone: 12                        ¦¦  Descr:                               ¦

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

+-- CONTRACT - WARRANTY INFO --++----- WORK ORDER INFORMATION: W806180006 -----+

¦Resp Time:            PD: Y   ¦¦Caller: DE HEER J. JANSEN                     ¦

¦ Contract: Not Covered        ¦¦ Phone: 024-3617904         Branch: NLDSER    ¦

¦  Eff: 18/06/1998 -           ¦¦Remark:                                       ¦

¦ Warranty:                    ¦¦                                              ¦

¦ Warr Eff:          -         ¦¦                                              ¦

¦WO at Site: W806170007        ¦¦                                              ¦

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

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

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

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

 Press NEXT-PAGE to enter additional information.                               

Person Originally Calling in Problem

[image: image15.wmf]04. Record the details of the problem
Enter Contact Name & Telephone Number (Defaults to a standard value for Customer Site)

Enter Basic Problem Details (Free Text) in the Remark field

Enter Workorder Type <EMC>.

Astea  -   1034                  User:willia             18/06/98,  11:26      

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

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

¦ Code: NLD00040                      ¦¦ Serial:                               ¦

¦ Name: UNIVERSITAIR CENTRUM          ¦¦  Model:                               ¦

¦Phone: 024-3617904                   ¦¦ProdRef:                               ¦

¦  Zip: 6525 GA                       ¦¦  Phone:                               ¦

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

¦Time Zone: 12                        ¦¦  Descr:                               ¦

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

+-- CONTRACT - WARRANTY INFO --++----- WORK ORDER INFORMATION: W806180006 -----+

¦Resp Time:            PD: Y   ¦¦Caller: DE HEER J. JANSEN                     ¦

¦ Contract: Not Covered        ¦¦ Phone: 024-3617904         Branch: NLDSER    ¦

¦  Eff: 18/06/1998 -           ¦¦Remark:                                       ¦

¦ Warranty:                    ¦¦IT DOES NOT WORK ANYMORE!                     ¦

¦ 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   ¦

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


The system generates a priority for the call depending on the Workorder Type. This priority may be overwritten with any value between 1 & 99 where 1 is the highest priority and 99 is the lowest. However the system does not use this priority to automatically rank the urgency of the call.

[image: image16.wmf]05. Allocate the call to a Call Dispatcher
Input the appropriate Despatcher Code in the Action field. It is imperative that this is done - otherwise the call will go nowhere.

All other fields should be left as is (Status, Problem, Currency, Hold, Pr.CSR)

Give the customer caller the Work Order Number and check when they need the CSR to attend.


If the customer does not require immediate attendance then

[image: image17.wmf]06.Schedule the call

Delete the Prim CSR field and <PgDn> to update the projected arrival date and time to the requested attendance date and time. The majority of these calls will be scheduled into the next twenty four hours, the idea of deferring them being in order to carry out the work during the normal working day.

Else the Call requires immediate attention. 
The Call Taker must decide whether to refer the call to RDC or to pass it directly to a Call Despatcher.

If the call is to be passed to RDC then…

[image: image18.wmf]07. Route to Remote Diagnostics
Use <F19> to call up the routing screen

Screen 20012 is displayed

Astea  -  20012                  User:willia             18/06/98,  12:02      

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

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

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

¦ Name: UNIVERSITAIR CENT¦                            ¦                        ¦

¦Phone: 024-3617904      ¦     Call Number: W806180006¦                        ¦

¦  Zip: 6525 GA          ¦     Call Status: OP        ¦                        ¦

¦ PO Req'd: no           ¦                            ¦                        ¦

¦Time Zone: 12           ¦        Route To:           ¦                        ¦

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

+-- CONTRACT - WARRANTY INFO --++----- WORK ORDER INFORMATION: W806180006 -----+

¦Resp Time:            PD: Y   ¦¦Caller: DE HEER J. JANSEN                     ¦

¦ Contract: Not Covered        ¦¦ Phone: 024-3617904         Branch: NLDSER    ¦

¦  Eff: 18/06/1998 -           ¦¦Remark:                                       ¦

¦ Warranty:                    ¦¦IT DOES NOT WORK ANYMORE!                     ¦

¦ 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 data or press F9 to end.

Route To:
<TECH>

Commit

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

Else the decision is to pass the call directly to the despatcher

[image: image19.wmf]08. Pass to Call Despatcher
Commit

Answer <N> to the Parts Posting prompt

This completes the Call Takers process for Unscheduled Calls
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)

F7
Replace previous entry in the current field

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

[image: image1.png]& Bliropean Transformat{on Programme
-




[image: image20.wmf]Call Taker

receive

Customer call

Open a Work Order

Path DAA

Supply customer with

Work Order number and

contract information

customer wants to

defer

Schedule the call

customer wants

continue?

Abort the call

No

Yes

Yes

update action group field

with appropriate

Dispatcher Code

refer call to RDC?

Route to Remote

Diagnostics

No

Yes

Pass to Call Despatcher

No

01

02

03

06

05

07

08

Record the details of the

problem

04

End

Systems Process Flow -

Unscheduled Call

CT

CT

CT

CT

CT

CT

CT

CT








Unscheduled Call


 


Call Takers Process:


For the purposes of this example we will 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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