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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: image3.wmf]     This icon relates to computer related activity. The user must use the system at this point.


[image: image4.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 :
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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 Scheduled Call version 11 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 SD Manager  activities in the Commisionaire.  The activities of the SD Manager fall into two main categories, these are;

· Scheduled Call/Unscheduled Call:
The SD Manager’s user role falls into both Scheduled and Unscheduled procedures.  This is because the work that he has to do is a continuation of a process that could have started with either of the two types of call. The SD Manager uses ACES to update the Billing details of Work Orders that have been closesed but not completed.  These Work Orders are potentially billable and the SD Manager will complete the Work Order by entering the correct Billing details.  He may also get involved in the scheduling of calls and deciding which SDR’s are assigned to certain calls.
Relationships

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

System Process
Associated User Role(s)

Scheduled Call
SDR, SSDR, Call Dispatcher

Unscheduled Call
SDR, SSDR, Call Dispatcher

SD Manager – Unscheduled Calls
Regularly, probably daily, identifies all W/Os for his branch which are in the Closed status, these will be the ones which are potentially billable.

61 List potentially billable Work Orders

SDM checks all the Work Orders for his branch which are in the Closed status, these will be the ones which are potentially billable.


[image: image6.wmf]Path D    Service Management 
A     Service Order Management
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 All Closed, not completed W/Os

Screen 5091 is displayed
Astea  -   5091                  User:willia             01/10/98,  14:28      

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

         + SERVICE - ALL CLOSED BUT NOT COMPLETED WORK ORDERS REPORT +          

         ¦                                                           ¦          

         ¦                          Branch:                          ¦          

         ¦                                                           ¦          

         ¦                          Device: terminal                 ¦          

         ¦                                                           ¦          

         ¦               Background Print?: no                       ¦          

         ¦                                                           ¦          

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

Enter data or press F9 to end.
Branch:
Enter the code for the Branch

Device:
Enter the ID of the local printer

Commit


[image: image7.wmf]62. Add billing details to Work Order

Process each W/O on the printout list in turn as follows:

Path D     Service Management
A     Service Order Management
D     Call Completion
A      Call Completion
 Call Completion

Screen 1021 is displayed
Astea  -   1021                  User:willia             01/10/98,  14:31      

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

             +------ 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 the Work Order number and commit.

Screen 1000 is displayed
Astea  -   1000                  User:willia             01/10/98,  14:33      

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

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

¦ Code: NLD00007                      ¦¦ Serial: 003 000017742                 ¦

¦ Name: CONTROL DATA B.V.             ¦¦  Model: 4480M24-0000                  ¦

¦Phone: 015-2153164                   ¦¦ProdRef:                               ¦

¦  Zip: 2616 XS                       ¦¦  Phone:                               ¦

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

¦Time Zone: 12                        ¦¦  Descr:                               ¦

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

Enter data or press F9 to end.                                                  

Commit to confirm the Serial number.

Review the Work Order

Commit

Screen 1096 is displayed
Astea  -   1096                  User:willia             01/10/98,  14:34      

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

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

¦Pri. CSR: nld0070    Ent. Date/Time: 01/09/98 10:49 Proj. Arr.:          00:00¦

¦ Pricing: C          Disp Date/Time: 01/09/98 10:49       Arr.: 22/09/98 15:00¦

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

¦  Zip: 2616 XS                       ¦¦  Phone:                               ¦

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

¦Time Zone: 12                        ¦¦  Descr: CARTRIDGE DRIVE - 4 TRANSPORTS¦

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

+-- CONTRACT - WARRANTY INFO --++----- WORK ORDER COMPLETION : W809010008 -----+

¦Resp Time:            PD: N   ¦¦  Arrival Date: 22/09/98   Problem: 01        ¦

¦ Contract: Not Covered        ¦¦          Time: 15:00       Repair: 01        ¦

¦  Eff:            -           ¦¦ Complete Date: 22/09/98     Cause: 01        ¦

¦ Warranty:                    ¦¦          Time: 15:33     Prm. CSR: nld0070   ¦

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

¦¦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¦¦

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

WARNING: The labor rate and cost have been converted from Operating Currency.   

Press space bar to continue.                                                    

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>)

Answer <N> to the Parts posting? prompt

Commit

Answer <Y> to the Do you wish to update billing? prompt

A subscreen is displayed allowing Billing Details to be entered

Labor Price:
Enter appropriate financial value

Expenses:

Enter appropriate financial value

Travel Price:
Enter appropriate financial value

Additional Charge:
Enter appropriate financial value

Commit

The W/O status is automatically updated to CM (Completed) and a record is created for the subsequent invoice production run.

SD Manager – Scheduled Calls
Regularly (daily?) identifies all W/Os for his branch which are in the Closed status, these will be the ones which are potentially billable.

41. List Work Orders that are potentially billable

Path D     
A     
F     
M     
Screen 5091 is displayed
Astea  -   5091                  User:willia             01/10/98,  15:01      

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

         + SERVICE - ALL CLOSED BUT NOT COMPLETED WORK ORDERS REPORT +          

         ¦                                                           ¦          

         ¦                          Branch:                          ¦          

         ¦                                                           ¦          

         ¦                          Device: terminal                 ¦          

         ¦                                                           ¦          

         ¦               Background Print?: no                       ¦          

         ¦                                                           ¦          

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

Enter data or press F9 to end.                                                  

Branch:
The Branch Code

Device:
The ID of the local printer

Commit

A report will be produced identifying all the Work Orders for this branch which have a status of Closed.

42. Update Billing Details

For each Work Order on the list enter chargeable amounts

Path D    Service management 
A     Service Order Management
D     Call Completion
A     Call Completion 
Screen 1021 is displayed
Astea  -   1021                  User:willia             01/10/98,  15:07      

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

             +------ 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.                                                  

WO Number:

Enter the Work Order Number from the list

Commit

Screen 1000 is displayed
Astea  -   1000                  User:willia             01/10/98,  15:09      

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

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

¦ Code: NLD00007                      ¦¦ Serial: 003 000017742                 ¦

¦ Name: CONTROL DATA B.V.             ¦¦  Model: 4480M24-0000                  ¦

¦Phone: 015-2153164                   ¦¦ProdRef:                               ¦

¦  Zip: 2616 XS                       ¦¦  Phone:                               ¦

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

¦Time Zone: 12                        ¦¦  Descr:                               ¦

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

Enter data or press F9 to end.
Commit repeatedly to advance through the Work Order

When the prompt Do you want to update billing? is displayed respond <Y>
Labour Price:
The amount to be charged for labour

Expenses:
The amount of expenses to be charged

Travel Price:
The amount to be charged for travel

Additional Charge:
The amount of any additional charge

Commit

The W/O status is automatically updated to CM (Completed).
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RDC AnalystSolution Delivery Manager 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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