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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: image9.wmf]     This icon relates to computer related activity. The user must use the system at this point.


[image: image10.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 :


[image: image11.wmf]01. Open a Work Order (Sample)
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Service Order Management
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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 Remote Diagnostics Analyst activities in the Commisionaire.  The activities of the RDC Analyst fall into one main category, this is;
· Unscheduled Call:
The RDC Analyst uses ACES to perform many tasks which include Checking for calls routed to him, updating Work Orders, Closing Work Orders, posting parts to Work Orders and Routing Calls back to SERVICE.
The RDC Analyst 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
Call Dispatcher, RDC Controller, Logistics.

Unscheduled Call 

RDC Analyst

At frequent intervals during the working day the RDC Analyst will check for any outstanding calls that are assigned to TECH.


[image: image12.wmf]31. Check for outstanding calls

Check for calls assigned to him using.

Path D     Service Management
B     Technical Support
B     Transactions
A     Update Tech Support Work Orders
 Update Tech Support WO's

Screen 1092 is displayed

Astea  -   1092                  User:willia             28/09/98,  13:27      

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

                   + TECHNICAL SUPPORT - UPDATE WORK ORDERS +                   

                   ¦                                        ¦                   

                   ¦              Branch:                   ¦                   

                   ¦                                        ¦                   

                   ¦   Work Order Number:                   ¦                   

                   ¦ OR                                     ¦                   

                   ¦            CSR Code:                   ¦                   

                   ¦                                        ¦                   

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

Enter data or press F9 to end.

Branch

The service branch

SDR code

The code unique code number of the SDR

Commit

A list of the Work Orders assigned to him are displayed.

Select a work order.

Screen 1114 is displayed (On the next page)

Astea  -   1114                  User:willia             28/09/98,  13:41      

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

 +------------ TECH SUPPORT - ALL DATA FOR WORK ORDER: W809280001 ------------+ 

 ¦ --- Work Order Information ---            --- Customer Information ---     ¦ 

 ¦        Product Ref:                               Customer: NLD00018       ¦ 

 ¦      Serial Number: 005000005489                       Set: 157548         ¦ 

 ¦       Model Number: 4420001-0000                    Caller: DHR E. POSTHUMA¦ 

 ¦            WO Type: EMC                           WO Phone: 020-6496036    ¦ 

 ¦             Status: TS                            Zip Code: 1119 PM        ¦ 

 ¦           Priority: 10                           Territory: NLD0000        ¦ 

 ¦        Primary CSR: NLD0071                    Customer PO:                ¦ 

 ¦      Secondary CSR:                              Time Zone: 12             ¦ 

 ¦    Entry Date-Time: 28/09/98 14:32                                         ¦ 

 ¦ Dispatch Date-Time:          00:00                  TS CSR: NLD0071        ¦ 

 ¦Projected Date-Time: 28/09/98 16:32       Arr Tech Sup Date: 28/09/98       ¦ 

 ¦  Arrival Date-Time:                      Arr Tech Sup Time: 13:39          ¦ 

 ¦ Complete Date-Time:          00:00                                         ¦ 

 ¦                                                Help Number:                ¦ 

 ¦    Present Reading:          0.00                RA Number:                ¦ 

 ¦       Last Reading:          0.00                SC Number:                ¦ 

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

 Press NEXT PAGE to view additional information.                                

Technical Support CSR

Review call details.


[image: image13.wmf]32. Analyse the problem

Analyse the problem using external diagnostic tools. During the analysis process keep ACEs updated by entering the findings as Remarks.

Use <F12> to display the remarks screen

Screen 20102 is displayed

Astea  -  20102                  User:willia             28/09/98,  13:44      

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

+------------------------------ VIEW ALL REMARKS ------------------------------+

¦Doesn't appear to be working.                      28/09/98 13:32 willia     E¦

¦W808120001 Is At Customer Location.                28/09/98 13:32 willia     E¦

¦CSR:   PROB:                                                                  ¦

¦SN:   MOD:                                                                    ¦

¦Date: 12/08/98 Time: 0916 Call: DHR E. POSTHUMA                               ¦

¦Call routed to TECH SUPPORT Ref# W809280001        28/09/98 13:39 willia     E¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

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

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

¦ NEXT      PREV      DATE      ADD       TOP       BOTTOM    EXIT             ¦

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

In order to add a remark use the arrow keys to move across the menu at the bottom of the screen to the ADD option, commit. 

Select the Remark Type (External is recommended) and commit. Enter the text of the remark and then commit.

Once the analysis is complete, if the caller is satisfied, then…


[image: image14.wmf]33. Complete the Work Order on ACES

Close the call using <F19> from within Screen 1114.

Lookup table  Functions    Research       Verb        Options       Help       

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

 +------------ TECH SUPPORT - ALL DATA FOR WORK ORDER: W809280002 ------------+ 

 ¦ --- Work Order Information ---            --- Customer Information ---     ¦ 

 ¦        Product Ref:                               Customer: NLD00018       ¦ 

 ¦      Serial Number: 004000006130                       Set: 157548         ¦ 

 ¦       Model Number: 9310001-0000                    Caller: DHR E. POSTHUMA¦ 

 ¦            WO Type: EMC                           WO Phone: 020-6496036    ¦ 

 ¦            +----------------- TECH SUPPORT ------------------+19 PM        ¦ 

 ¦           P¦                                                 ¦             ¦ 

 ¦        Prim¦ Close Call ( As a Work order in service) ? : yes¦             ¦ 

 ¦      Second¦                                                 ¦             ¦ 

 ¦    Entry Da+-------------------------------------------------+             ¦ 

 ¦ Dispatch Date-Time:          00:00                  TS CSR:                ¦ 

 ¦Projected Date-Time:          00:00       Arr Tech Sup Date: 28/09/98       ¦ 

 ¦  Arrival Date-Time:                      Arr Tech Sup Time: 14:10          ¦ 

 ¦ Complete Date-Time:          00:00                                         ¦ 

 ¦                                                Help Number:                ¦ 

 ¦    Present Reading:          0.00                RA Number:                ¦ 

 ¦       Last Reading:          0.00                SC Number:                ¦ 

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

Enter data or press F9 to end.

Answer <Y> to the Close Call? prompt.

A subscreen is displayed for the entry of WO arrival and departure times (into TS)

Lookup table  Functions    Research       Verb        Options       Help       

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

 +------------ TECH SUPPORT - ALL DATA FOR WORK ORDER: W809280002 ------------+ 

 ¦ --- Work Order Information ---            --- Customer Information ---     ¦ 

 ¦        Product Ref:                               Customer: NLD00018       ¦ 

 ¦      Serial Number: 004000006130                       Set: 157548         ¦ 

 ¦       Model Number: 9310001-0000                    Caller: DHR E. POSTHUMA¦ 

 ¦            WO Ty+---- ENTER TECHNICAL SUPPORT TIMES -----+: 020-6496036    ¦ 

 ¦            +----¦                                        ¦---+19 PM        ¦ 

 ¦           P¦    ¦                  TS CSR: nld0070       ¦   ¦             ¦ 

 ¦        Prim¦ Clo¦       Arr Tech Sup Date: 28/09/98      ¦yes¦             ¦ 

 ¦      Second¦    ¦       Arr Tech Sup Time: 14:10         ¦   ¦             ¦ 

 ¦    Entry Da+----¦     Leave Tech Sup Date: 28/09/98      ¦---+             ¦ 

 ¦ Dispatch Date-Ti¦     Leave Tech Sup Time: 14:24         ¦:                ¦ 

 ¦Projected Date-Ti¦                                        ¦: 28/09/98       ¦ 

 ¦  Arrival Date-Ti¦                 TS Time:               ¦: 14:10          ¦ 

 ¦ Complete Date-Ti+----------------------------------------+                 ¦ 

 ¦                                                Help Number:                ¦ 

 ¦    Present Reading:          0.00                RA Number:                ¦ 

 ¦       Last Reading:          0.00                SC Number:                ¦ 

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

Technical Support CSR

Overwrite TS Arrival Date & Time and/or the TS Leave Date & Time if needed. Commit this and the TS Call Duration is automatically calculated.

Commit and the Close Work Order subscreen is displayed.

Lookup table  Functions    Research       Verb        Options       Help       

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

 +------------ TECH SUPPORT - ALL DATA FOR WORK ORDER: W809280002 ------------+ 

 ¦ --- Work Order Information ---            --- Customer Information ---     ¦ 

 ¦        Product Ref:                               Customer: NLD00018       ¦ 

 ¦      Serial Number: 004000006130                       Set: 157548         ¦ 

 ¦       Model Number: 9310001-0000                    Caller: DHR E. POSTHUMA¦ 

 ¦            WO Type: EMC                           WO Phone: 020-6496036    ¦ 

 ¦            +----------------- TECH SUPPORT ------------------+19 PM        ¦ 

 ¦           P¦                                                 ¦             ¦ 

 ¦        Prim¦ Close Call ( As a Work order in service) ? : yes¦             ¦ 

 ¦      Second¦                                                 ¦             ¦ 

 ¦    Entry Da+--------+------ CLOSE WORK ORDER -------+--------+             ¦ 

 ¦ Dispatch Date-Time: ¦                               ¦S CSR:                ¦ 

 ¦Projected Date-Time: ¦       Arrival Date: 28/09/98  ¦ Date: 28/09/98       ¦ 

 ¦  Arrival Date-Time: ¦               Time: 08:00     ¦ Time: 14:10          ¦ 

 ¦ Complete Date-Time: ¦      Complete Date: 28/09/98  ¦                      ¦ 

 ¦                     ¦               Time: 14:24     ¦umber:                ¦ 

 ¦    Present Reading: ¦           Prm. CSR: NLD0071   ¦umber:                ¦ 

 ¦       Last Reading: ¦                               ¦umber:                ¦ 

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

 Adjust Arrival Time and Completion Time if the system rejects the auto generated values (this is due to time differences across Europe). Overwrite the Prm.CSR field with the Code of the RDC Analyst. Commit


[image: image15.wmf]Path D   Service Management
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Screen 1021 is displayed

Astea  -   1021                  User:maynal             28/09/98,  14:30      

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

             +------ SERVICE SYSTEM - WORK ORDER COMPLETION ------+             

             ¦        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 Work Order number and commit

Screen 1000 is displayed

Astea  -   1000                  User:maynal             28/09/98,  14:33      

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

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

¦ Code: NLD00018                      ¦¦ Serial: 004000006130                  ¦

¦ Name: KLM ROYAL DUTCH AIRLINES      ¦¦  Model: 9310001-0000                  ¦

¦Phone: 020-6496036                   ¦¦ProdRef:                               ¦

¦  Zip: 1119 PM                       ¦¦  Phone:                               ¦

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

¦Time Zone: 12                        ¦¦  Descr:                               ¦

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

Enter data or press F9 to end.

If the Serial Number has not previously been entered then…

Input the Serial Number (there is a lookup for the Serial Numbers for the Site)

Otherwise

Continue

Commit

Astea  -   1000                  User:maynal             28/09/98,  14:33      

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

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

¦ Code: NLD00018                      ¦¦ Serial: 004000006130                  ¦

¦ Name: KLM ROYAL DUTCH AIRLINES      ¦¦  Model: 9310001-0000                  ¦

¦Phone: 020-6496036                   ¦¦ProdRef:                               ¦

¦  Zip: 1119 PM                       ¦¦  Phone:                               ¦

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

¦Time Zone: 12                        ¦¦  Descr: POWDERHORN 6000 CART/350 EPH  ¦

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

+-- CONTRACT - WARRANTY INFO --++----- WORK ORDER COMPLETION : W809280002 -----+

¦Resp Time:            PD: Y   ¦¦  Arrival Date: 28/09/98   Problem: 01        ¦

¦ Contract: Not Covered        ¦¦          Time: 08:00       Repair: 01        ¦

¦  Eff:            -           ¦¦ Complete Date: 28/09/98     Cause: 01        ¦

¦ Warranty:                    ¦¦          Time: 14:24     Prm. CSR: NLD0071   ¦

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

¦WO at Site: W712220005        ¦¦Miles Starting:         0.00   Set: 157548    ¦

¦Csr: NLD0071    Pr:           ¦¦        Ending:         0.00  Type: EMC       ¦

¦Model : 9490M34-0000          ¦¦      Wo Class: PRIM     P.M. Done: N Div:   4¦

¦Serial: 232000030264          ¦¦   Customer PO:                               ¦

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

Primary Technician  (CSR)

Enter Problem Code, Repair Code and Cause Code and Call Type
Enter Customer PO Number if known.

Commit

Screen 1096 is displayed

Astea  -   1096                  User:maynal             28/09/98,  14:37      

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

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

¦Pri. CSR: NLD0071    Ent. Date/Time: 28/09/98 14:59 Proj. Arr.:          00:00¦

¦ Pricing: c          Disp Date/Time: 28/09/98 14:59       Arr.: 28/09/98 15:00¦

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

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

¦28/09/98 nld0070          08:00 14:24       TS TIME    3 NLDSCSE         20.00¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

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

                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¦¦

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

<F9><F9> to exit the labour posting screen

<F9> to ignore the travel posting

Answer <N> to the Parts Posting? Prompt

The prompt Do you want to update billing? is displayed

If the call is potentially billable then

Answer <N>
Exit

The Work Order status is automatically updated to CL (Closed)

Otherwise the call is not billable

Answer <Y>
Screen 1024 is displayed

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

¦ Code: NLD00018                      ¦¦ Serial: 004000006130                  ¦

¦ Name: KLM ROYAL DUTCH AIRLINES      ¦¦  Model: 9310001-0000                  ¦

¦Phone: 020-6496036                   ¦¦ProdRef:                               ¦

¦  Zip: 1119 PM                       ¦¦  Phone:                               ¦

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

¦Time Zone: 12                        ¦¦  Descr: POWDERHORN 6000 CART/350 EPH  ¦

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

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

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

¦ Contract: Not Covered   ¦  Labor Price:          0.00                   0.00 ¦

¦  Eff:            -      ¦     Expenses:          0.00                   0.00 ¦

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

¦ Warr Eff:          -    ¦  Flat Charge:          0.00     Bill Time: 0000:00 ¦

¦WO at Site: W712220005   ¦Invoice Total:          0.00      Job Time: 0000:00 ¦

¦Csr: NLD0071    Pr:      ¦  Customer PO:                                      ¦

¦Model : 9490M34-0000     ¦   Inv Later?: yes   Tax Code: NLD        Exempt: N ¦

¦Serial: 232000030264     ¦      Invoice: BATCH      COD: no      Bill Type: 3 ¦

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

Labor Price charged to customer

Labour Price:

Make Zero

Expenses:

Make Zero

Travel Price:

Make Zero

Additional Charge:

Make Zero

Commit

The Work Order status is automatically updated to CM (Completed)

Otherwise

The W/O is transferred to the Call Despatcher.

Parts may be required. If so then…

34. Post parts and contact Logistics
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Screen 1113 is displayed

Astea  -   1113                  User:maynal             28/09/98,  14:49      

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

             +------- SERVICE SYSTEM - DIRECT PARTS USAGE --------+             

             ¦        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

Commit

Screen 1121 is displayed

Astea  -   1121                  User:maynal             28/09/98,  14:50      

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

 +--  WORK ORDER ITEM ENTRY FOR: W809280003  Parts Total:              0.00 ---+

 ¦  Serial Number: 083000010363        Prm. CSR: NLD0071    Currency: NLG      ¦

 ¦   Model Number: 2511001-0000        CSR Name: SCHOUTEN, JAAP                ¦

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

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

 ¦   1                                                                         ¦

 ¦                                                                             ¦

 ¦                                                                             ¦

 ¦                                                                             ¦

 ¦                                                                             ¦

 ¦                                                                             ¦

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

Enter Valid Item or Return, Press END to Leave (Will not Undo).

Enter a line for each part required detailing the

Part Number:
The unique reference number for the part

Quantity:
The quantity of this part used

To move across the line from field to field use <Enter>. When the line is complete commit in the standard way with <F1>. Once all the parts have been entered close the screen with <F9>, this will save the parts posting.

Contact the Local Logistics Coordinator by phone and inform him of the parts requirement
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Screen 1092 is displayed

Astea  -   1092                  User:maynal             28/09/98,  15:06      

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

                   + TECHNICAL SUPPORT - UPDATE WORK ORDERS +                   

                   ¦                                        ¦                   

                   ¦              Branch:                   ¦                   

                   ¦                                        ¦                   

                   ¦   Work Order Number:                   ¦                   

                   ¦ OR                                     ¦                   

                   ¦            CSR Code:                   ¦                   

                   ¦                                        ¦                   

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

Enter data or press F9 to end.

Branch:

Branch Code

Work Order Number:
Work Order Number

Commit

Screen 1114 is displayed

Astea  -   1114                  User:maynal             28/09/98,  15:07      

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

 +------------ TECH SUPPORT - ALL DATA FOR WORK ORDER: W809280004 ------------+ 

 ¦ --- Work Order Information ---            --- Customer Information ---     ¦ 

 ¦        Product Ref:                               Customer: NLD00018       ¦ 

 ¦      Serial Number: 008000005426                       Set: 157548         ¦ 

 ¦       Model Number: 4411001-0000                    Caller: DHR E. POSTHUMA¦ 

 ¦            WO Type: EMC                           WO Phone: 020-6496036    ¦ 

 ¦             Status: TS                            Zip Code: 1119 PM        ¦ 

 ¦           Priority: 10                           Territory:                ¦ 

 ¦        Primary CSR: NLD0071                    Customer PO:                ¦ 

 ¦      Secondary CSR:                              Time Zone: 12             ¦ 

 ¦    Entry Date-Time: 28/09/98 15:56                                         ¦ 

 ¦ Dispatch Date-Time:          00:00                  TS CSR: nld0070        ¦ 

 ¦Projected Date-Time:          00:00       Arr Tech Sup Date: 28/09/98       ¦ 

 ¦  Arrival Date-Time:                      Arr Tech Sup Time: 15:03          ¦ 

 ¦ Complete Date-Time:          00:00                                         ¦ 

 ¦                                                Help Number:                ¦ 

 ¦    Present Reading:          0.00                RA Number:                ¦ 

 ¦       Last Reading:          0.00                SC Number:                ¦ 

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

 Press NEXT PAGE to view additional information.                                

Technical Support CSR

Enter a remark “Ordered Parts from Logistics”. The remark is extended with details of delivery information where known.

Else

Continue


[image: image18.wmf]35. Pass the call to Call Despatcher

Path D     Service management
B     Technical Support
B     Transactions
A     Update Tech Support WO’s
 Update Tech Support W/Os

Screen 1092 is displayed

Astea  -   1092                  User:willia             30/09/98,  09:41      

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

                   + TECHNICAL SUPPORT - UPDATE WORK ORDERS +                   

                   ¦                                        ¦                   

                   ¦              Branch:                   ¦                   

                   ¦                                        ¦                   

                   ¦   Work Order Number:                   ¦                   

                   ¦ OR                                     ¦                   

                   ¦            CSR Code:                   ¦                   

                   ¦                                        ¦                   

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

Enter data or press F9 to end.                                                  

Branch:

Branch Code

Work Order Number:
Work Order Number

Commit

Screen 1114 is displayed

Astea  -   1114                  User:willia             30/09/98,  09:49      

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

 +------------ TECH SUPPORT - ALL DATA FOR WORK ORDER: W809300001 ------------+ 

 ¦ --- Work Order Information ---            --- Customer Information ---     ¦ 

 ¦        Product Ref:                               Customer: NLD00018       ¦ 

 ¦      Serial Number: 008000006073                       Set: 157548         ¦ 

 ¦       Model Number: 9311001-0000                    Caller: DHR E. POSTHUMA¦ 

 ¦            WO Type: EMC                           WO Phone: 020-6496036    ¦ 

 ¦             Status: TS                            Zip Code: 1119 PM        ¦ 

 ¦           Priority: 10                           Territory: NLD0000        ¦ 

 ¦        Primary CSR: NLD0071                    Customer PO:                ¦ 

 ¦      Secondary CSR:                              Time Zone: 12             ¦ 

 ¦    Entry Date-Time: 30/09/98 10:46                                         ¦ 

 ¦ Dispatch Date-Time:          00:00                  TS CSR: nld0070        ¦ 

 ¦Projected Date-Time: 30/09/98 12:46       Arr Tech Sup Date: 30/09/98       ¦ 

 ¦  Arrival Date-Time:                      Arr Tech Sup Time: 09:48          ¦ 

 ¦ Complete Date-Time:          00:00                                         ¦ 

 ¦                                                Help Number:                ¦ 

 ¦    Present Reading:          0.00                RA Number:                ¦ 

 ¦       Last Reading:          0.00                SC Number:                ¦ 

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

 Press NEXT PAGE to view additional information.                                

Technical Support CSR

The call is rerouted to the Call Despatcher by <F2><F2> <Enter> and selecting option H from the menu to call up the routing subscreen.

Astea  -  20012                  User:willia             30/09/98,  09:52      

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

 +------------ TECH SUPPORT - ALL DATA FOR WORK ORDER: W809300001 ------------+ 

 ¦ --- Work Order Informa+------- CALL ROUTING -------+er Information ---     ¦ 

 ¦        Product Ref:   ¦                            ¦stomer: NLD00018       ¦ 

 ¦      Serial Number: 00¦     Call Number: W809300001¦   Set: 157548         ¦ 

 ¦       Model Number: 93¦     Call Status: TS        ¦Caller: DHR E. POSTHUMA¦ 

 ¦            WO Ty+---- ENTER TECHNICAL SUPPORT TIMES -----+: 020-6496036    ¦ 

 ¦             Stat¦                                        ¦: 1119 PM        ¦ 

 ¦           Priori¦                  TS CSR: nld0070       ¦: NLD0000        ¦ 

 ¦        Primary C¦       Arr Tech Sup Date: 30/09/98      ¦:                ¦ 

 ¦      Secondary C¦       Arr Tech Sup Time: 09:48         ¦: 12             ¦ 

 ¦    Entry Date-Ti¦     Leave Tech Sup Date: 30/09/98      ¦                 ¦ 

 ¦ Dispatch Date-Ti¦     Leave Tech Sup Time: 09:52         ¦: nld0070        ¦ 

 ¦Projected Date-Ti¦                                        ¦: 30/09/98       ¦ 

 ¦  Arrival Date-Ti¦                 TS Time:               ¦: 09:48          ¦ 

 ¦ Complete Date-Ti+----------------------------------------+                 ¦ 

 ¦                                                Help Number:                ¦ 

 ¦    Present Reading:          0.00                RA Number:                ¦ 

 ¦       Last Reading:          0.00                SC Number:                ¦ 

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

Technical Support CSR                                                           

Overwrite TS Arrival Date & Time and/or the TS Leave Date & Time if needed. Commit this and the TS Call Duration is automatically calculated.

The routing subscreen is displayed. Enter <SERVICE> as the routing destination

Commit

A Service Information Subscreen is displayed requesting CSR Number

Ignore this by Committing.

Answer <NO> to the  ”Is the call to be dispatched? Y/N”

Finally the ”Print Work Orders?” prompt appears.  If you do wish to print Work Orders answer <Y> otherwise enter <N>

Commit

The call has now been routed back to SERVICE.

This completes the RDC Analyst’s 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)

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
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Unscheduled Call


 


RDC Analyst 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 may be “Greyed-out”.  This does not mean that they will be unavailable, simply in this training example we do not need to follow those particular paths.
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