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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.
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[image: image5.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 :
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 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 Controller activities in the Commisionaire.  The activities of the RDC Controller fall into one main category, this is;

· Unscheduled Call:
The RDC Controller uses ACES to produce a list of Work Orders awaiting assignment to an RDC Analyst.
Relationships

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

System Process
Associated User Role(s)

Unscheduled Call
Call Dispatcher, RDC Analyst.

RDC Controller

At frequent intervals
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 Check for calls awaiting RDC investigation using.

Path D     Service Management
B     Technical Support
B     Transactions
B     Update unassigned WO’s
 Update Unassigned Work Orders

Screen 1104 is displayed

Astea  -   1104                  User:willia             24/06/98,  16:50      

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

             + TECHNICAL SUPPORT - UPDATE UNASSIGNED WORK ORDERS +              

             ¦                                                   ¦              

             ¦         Branch:                                   ¦              

             ¦                                                   ¦              

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

Enter data or press F9 to end.


Enter the Branch code.

Commit

A list of Work Orders that have been passed for Remote Technical Diagnosis but which are not yet assigned to an RDC Analyst is displayed.

Select a Work Order 

Screen 1114 is displayed (Shown on the next page)

Astea  -   1114                  User:willia             24/06/98,  16:52      

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

 +------------ TECH SUPPORT - ALL DATA FOR WORK ORDER: W806180006 ------------+ 

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

 ¦        Product Ref:                               Customer: NLD00040       ¦ 

 ¦      Serial Number: 002000001511                       Set: 157733         ¦ 

 ¦       Model Number: 4480m20-0000                    Caller: DE HEER J. JANS¦ 

 ¦            WO Type: EMC                           WO Phone: 024-3617904    ¦ 

 ¦             Status: TS                            Zip Code: 6525 GA        ¦ 

 ¦           Priority: 10                           Territory:                ¦ 

 ¦        Primary CSR:                            Customer PO:                ¦ 

 ¦      Secondary CSR:                              Time Zone: 12             ¦ 

 ¦    Entry Date-Time: 18/06/98 12:23                                         ¦ 

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

 ¦Projected Date-Time: 18/06/98 14:23       Arr Tech Sup Date: 18/06/98       ¦ 

 ¦  Arrival Date-Time:                      Arr Tech Sup Time: 14:49          ¦ 

 ¦ 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
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TS CSR:
Enter the code of the TS CSR to whom the Work Order is assigned.

Commit
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Unscheduled Call


 


RDC Controllers 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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