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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: image4.wmf]     This icon relates to computer related activity. The user must use the system at this point.


[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 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 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 SDR  activities in the Commisionaire.  The activities of the SDR fall into two main categories, these are;

· Scheduled Call:
The SDR uses ACES to perform many tasks which include Transfering parts, raising requesititions for parts, and receiving the parts into ACES.  The SDR will also use the ACES system to create and eventually close Work Orders, check all equipment required is to hand and customer is ready and update the Equipment File and Configuration details.
· Unscheduled Call:
The SDR will Receive in-transit parts on ACES, carry out work and return unused and returnable parts to the depot.
Relationships

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

System Process
Associated User Role(s)

Scheduled Call
Customer Service Manager

Unscheduled part Request
Call Dispatcher, Local Logistics, ESC logistics, Warehouse Operative.

3. Process Description - Receive requirement for Scheduled Call

Scheduled Calls include Installations as the result of Sales Orders, Regular Preventative Maintenance (PM) Calls, De-Installation of Equipment, Relocation of Equipment, Non urgent Repairs


[image: image6.wmf]01. Evaluate work required

The SDR receives an instruction to carry out a scheduled call and evaluates the work required.

If parts are required then continue with 02, otherwise move to 05

[image: image7.wmf]02. Check part availability

The SDR checks if parts are available in his local warehouse as follows :

Path B
Distribution-Logistics

C
Inventory

B
         Transactions

B
Transfer Stock Transaction

Astea  -   6034                  User:willia             02/07/98,  14:51      

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

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

             ¦ From Warehouse:                 Branch:           ¦              

             ¦   To Warehouse:                 Branch:           ¦              

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

From Warehouse:
The local Warehouse number.
To Warehouse:
Input the CSR Warehouse number.

Commit

Astea  -   6034                  User:willia             02/07/98,  15:04      

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

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

             ¦ From Warehouse: nldviaswh       Branch: REGION 1  ¦              

             ¦   To Warehouse: nldcsr0070      Branch: NLDSER    ¦              

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

Part Number          Bin         SNS  Trans Qty Ref Number RC        Cost   UC  

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

0307486201           A01D                                                       

                                 Quantity Avail:                                

Part Number:

Input the part number
Perform a <Lookup> in the Bin field this will show all available bins for that part.



  If the part is available locally then continue with 03.
Otherwise delete the part number from the list , record the part number and to requisition the part, move to 04


03. Transfer part

Select the Bin from where the part will come from

Commit

Trans Qty:


Enter the required quantity of this part

RC:


<01> This code tells ACES that the part 
is to be transferred from the local
Warehouse to the CSR Warehouse.
Commit

Enter To Bin:

<GOOD>

If the bin does not exist continue as follows.

Confirm Bin creation Y 

<Y>

Is the Bin serialised? 

<N>
For this item, use the 
default. i.e Just COMMIT.
Is the Bin quantity usable ? 
<Y>

Repeat if more parts needed. Once you’ve transferred all your parts then press <Exit>. If no parts need to be requisitioned, go to 05.

A Transfer Document would then be printed at the local warehouse for the transfer to be completed.  The final screen in this procedure would ask for the location of the printer.

A sample Transfer Document is shown on the next page.

A sample Transfer document is printed on the next page.Date: 30/07/98                    StorageTek                      Page:    1    

                              TRANSFER DOCUMENT           Requested By: willia  

                              For Transfer Of                                   

                                 Inventory                                      

   From: nldviaswh                           To: nldcsr0070                     

   Attn: Xander Bouwens                    Attn:                                

  Title: Logistics                        Title: CSR                            

  Phone: 31(0)347 323723                  Phone:                                

   Whse: Storage Technology B.V.           Whse: ROEL KOOPS                     

Address: Ir.D.S.Tuynmanweg 6,           Address: IR.D.S.TUYNMANWEG 6,           

         4131 PN Vianen, NLD                     4131 PN VIANEN, NLD            

         NETHERLANDS                             NETHERLANDS                    

                                                    Qty to Transfer             

================================================================================

Part Number: 0307486201           Description: ASSY,STORAGE UNIT 3.5,2.1 GB     

   From bin: A01D                 Reference #: TRANSFER                         

     To bin: good                    Cost/Uom:      1,760.23 /e                 

                                                               1.00             

                                                      __________________________

                                                         Authorized Signature   


[image: image8.wmf]04. Requisition part

Path B
Distribution-Logistics

G
Requisition

B
Transactions

A
Requisition Entry

Astea  -  15017                  User:willia             02/07/98,  15:17      

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

     +------------------------ REQUISITION ENTRY  ------------------------+     

     ¦         Branch:                                 Remarks:           ¦     

     ¦     Req Number: +-------------------------------+Status:           ¦     

     ¦     Ref Number: ¦        Source: 6              ¦iority:           ¦     

     ¦         Source: ¦                               ¦                  ¦     

     ¦    Supplied To: ¦   Reference Number: MISC      ¦red By:           ¦     

     ¦     Department: ¦                               ¦y Date:           ¦     

     ¦  Supplied From: ¦ Create PO for Req?: N         ¦e Date:           ¦     

     ¦      Cust Code: ¦                               ¦                  ¦     

     ¦  Requisitioner: +-------------------------------+roved?:           ¦     

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

Source:

<6>
This code means that the Requisition
is a Miscellaneous Stock Demand.
Commit

Astea  -  15018                  User:willia             02/07/98,  15:20      

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

     +------------------------ REQUISITION ENTRY  ------------------------+     

     ¦         Branch:                                 Remarks: N         ¦     

     ¦     Req Number: O807020001                       Status: 10  OP    ¦     

     ¦     Ref Number: MISC                           Priority: 10        ¦     

     ¦         Source: 6                                                  ¦     

     ¦    Supplied To:                              Entered By: willia    ¦     

     ¦     Department:                              Entry Date: 02/07/98  ¦     

     ¦  Supplied From:                                Due Date: 09/07/98  ¦     

     ¦      Cust Code:                                                    ¦     

     ¦  Requisitioner:                               Approved?:           ¦     

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

Destination Warehouse

Supplied To:

CSR Warehouse number
Due Date:


Requested delivery date

i
If the delivery address is other than default CSR warehouse address (for instance if delivery to site is required) then

Input the delivery instructions with the ACES Remarks Function using a Remark Type of Internal.



Commit

Astea  -  15020                  User:willia             02/07/98,  15:22      

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

   +------- REQUISITION ENTRY  - O807020001  Value:             0.00 -------+   

   ¦    Supplied To: NLDCSR0070                           Priority: 10      ¦   

   ¦  Supplied From:                                      Due Date: 06/07/98¦   

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

+ Item Part Number                   Quantity UC    Part Cost UM To Bin     D + 

¦    1                                                                        ¦ 

¦                                                                             ¦ 

¦                                                                             ¦ 

¦                                                                             ¦ 

¦                                                                             ¦ 

¦                                                                             ¦ 

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

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

Press <Enter> to select line item.
Part Number:
Input the Part Number
Quantity:

Input the quantity required
Commit

Repeat for each part required then press <EXIT>
i
Screen 10519 is displayed

Astea  -  10519                  User:willia             02/09/98,  11:40      

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

                      +------- Requisition Report -------+                      

                      ¦                                  ¦                      

                      ¦    Number of Copies:    0        ¦                      

                      ¦                                  ¦                      

                      ¦ Enter Report Device:  terminal   ¦                      

                      ¦                                  ¦                      

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

Enter data or press F9 to end.                                                  

Number of copies:

<1>
Report Device:

Input the ID of the ESC Printer

Commit

The requisition will be printed on the printer at the European Spares Centre.

An example of a Requisition Document is shown on the next page.

Date: 30/07/98         StorageTek                                 Page:      1  

                         REQUISITION DOCUMENT             Requested By: willia  

                             Branch: NLDSER                                     

Requisition Department Status Source Ref Number Customer Ent Date Hold          

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

O807300002               10      6   MISC                30/07/98  n            

          Item:    1                                      Status: 10            

   Part Number: 0410848625                              Priority: 10            

   Description: POWER CABLE,CU/CD,25            Last Issued Date:               

      Due Date: 31/07/98                               PO Number:               

  To Warehouse: nldcsr0070                                  Item:               

        To Bin:                                           Vendor: STK-LSVL      

From Warehouse:                                            Buyer:               

                       Qty Shp       Quantity UC    Part Cost UM    Extension   

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

                          0.00           1.00 ea        93.12 e         93.12   

                                              REQUISITION TOTAL:        93.12   

                                             ________________________________   

                                             Authorized Signature               



05. Schedule the call.

The SDR plans the activity in an external diary
i
The SDR plans the activity in the diary - this is external to ACES.

Activities specific to :

Installation

A customer places an order ofor equipment

SD Manager in conjunction with the primary SDR, the customer and Logistics plan the activity.

SDR receives a list from Logistics of all the serial numbers to be installed.

SDR Plans the activity with Logistics and the Customer.

SDR plans the activity in the diary (this is external to ACES).

De-Installation
A contract for a serial number ends or a Customer request a de-install of a serial number.

SDR Manager in conjunction with the primary SDR ,the customer and the logistics plan the activity. SDR receives a list from Logistics of all serial number to be de-installed.

Plan the activity with the Logistic and the Customer.

Plan the activity in the diary this is external to ACEs.

Relocation
Customer requests a relocation of a serial number. SDR Manager inform Accounts if relocating to new address and inform logistic if transportation or tools needed.

SDR Plans the activity with the Logistic and the Customer.

Plan the activity in the diary - this is external to ACEs. 

4. Process Description - Parts ordered on a requisition arrive



 11. Check documentation corresponds with contents

The SDR receives parts ordered on a requisition. A check is made that the contents match the documentation. If OK then continue with 12, otherwise go to 14.



12. Receive the parts on ACES

Receive parts on ACES.
Path B
           Distribution-Logistics

H
In Transit

F
      In Transit Receiving
Astea  -  15507                  User:willia             13/07/98,  14:35      

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

                    +------- IN TRANSIT RECEIVING --------+                     

                    ¦ In Transit Number/Prefix:           ¦                     

                    ¦                Warehouse:           ¦                     

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

Enter In Transit Number/Prefix to receive                                       

In Transit Number/Prefix: 
Input from the accompanying 

documentation.  It will look something like:

I807290009
Warehouse:


The CSR warehouse number

Commit

Press <Enter> to select the line on the requisition which corresponds to the parts received  

Quantity 


Input quantity received
Bin Location 

<GOOD>. 

Repeat for each type of part received.

Check the external diary and confirm/reschedule PM Calls based on the quantity of parts received.



 13. Review work diary

Review work diary (external to ACES), reschedule work as appropriate. 



14. Contact ESC Logistics

In the event that the contents do not match the descriptions, contact supplier and resolve difference.

5. Process Description - Date for scheduled call approaches

The day of the scheduled call approaches. The SDR must now ensure that everything is prepared according to plan.



31. Check everything is ready

The SDR checks that all the equipment is to hand and that the customer is prepared.

Path B
Distribution-Logistics

G
Requisition

C
Inquiries

A
Inquiry by Requisition No

Astea  -  15060                  User:willia             14/07/98,  09:28      

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

                    +----INQUIRY BY REQUISITION NUMBER----+                     

                    ¦Requisition Number/Prefix:           ¦                     

                    ¦              Supplied To:           ¦                     

                    ¦                   Status:           ¦                     

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

Enter Requisition Number/Prefix                                                 

Requisition Number/Prefix:
Enter Requisition Number from diary
Commit

Details of the status and progress of the Requisition are displayed. The SDR chases the progress of the Requisition with Local Logistics

If, for some reason, the work cannot go ahead then continue to 32 otherwise move to 33



32. Reschedule the call

The call is rescheduled in the external work diary.


 33. Carry out the work

The work is carried out and additional parts are requested, where necessary, from Local Logistics. Advice may also be sought from the RDC.  When the work is completed the SDR notes the serial numbers of the machines that he has worked on, physically returns unused parts and reusable defective parts to the local warehouse and then updates ACES. Now go to 34


34. Check for the existence of an ACES Work Order(Step 1)

 i
This task is broken up into two steps

Check for the existence of a Work Order on ACES for each machine worked on as follows :

Path D
Service Management

A
       Service Order Management

B
             W/O Update

A
Service System-W/O Update

Astea  -   1021                  User:willia             14/07/98,  09:34      

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

             +-------- 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.

Serial Number:

Enter the Serial Number of the machine

Commit

A list of Open Work Orders for this machine is displayed.  Further details of each Work Order can be viewed by selecting the appropriate Work Order.  If no work Order exists then continue with 34 to create a new Work Order with ACES, otherwise go to 35.



34. Create Work Order (Step 2)

The SDR creates a new Work Order.

Path D
Service Management

A
      Service Order Management

A
            Work Order Entry

Astea  -   1020                  User:willia             14/07/98,  10:08      

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

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

¦ Code:                               ¦¦ Serial:                               ¦

¦ Name:                               ¦¦  Model:                               ¦

¦Phone:                               ¦¦  Phone:                               ¦

¦  Zip:                               ¦¦    Zip:                               ¦

¦ PO Req'd:                           ¦¦   Addr:                               ¦

¦Time Zone:                           ¦¦   Terr:                               ¦

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

Customer Code or Site Code based on EFA parameter

Serial:
Enter the Serial Number of the machine - the field is accessed by pressing <Pg Dn>.
Commit

If a Work Order has been created against this machine within the last seven days then a message will be flashed. The system generates a Work Order Number

Check Site Address is correct.

i
If the site address isn’t correct then

     Either abort the Work Order Creation process or carry on with the 

     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 the Work Order Number of the earliest open Work Order is displayed.

Details of the contract are displayed

Commit

Astea  -   1034                  User:willia             04/08/98,  15:30      

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

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

¦ Code: NLD00018                      ¦¦ Serial: 002000009921                  ¦

¦ Name: KLM ROYAL DUTCH AIRLINES      ¦¦  Model: 4480M20-0000                  ¦

¦Phone: 020-6496036                   ¦¦ProdRef:                               ¦

¦  Zip: 1119 PM                       ¦¦  Phone:                               ¦

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

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

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

+-- CONTRACT - WARRANTY INFO --++----- WORK ORDER INFORMATION: W808040001 -----+

¦Resp Time:            PD: Y   ¦¦Caller: DHR E. POSTHUMA                       ¦

¦ Contract: Not Covered        ¦¦ Phone: 020-6496036         Branch: NLDSER    ¦

¦  Eff:            -           ¦¦Remark:                                       ¦

¦ Warranty:                    ¦¦                                              ¦

¦ Warr Eff:          -         ¦¦                                              ¦

¦WO at Site: W712220005        ¦¦                                              ¦

¦Csr: NLD0071    Pr:           ¦¦  Action:             Currency: NLG           ¦

¦Model : 9490M34-0000          ¦¦ Problem:             Priority: 10  Type:     ¦

¦Serial: 232000030264          ¦¦Prm. CSR: NLD0071       Status: AS  Hold: N   ¦

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

 Press NEXT-PAGE to enter additional information.                               

Person Originally Calling in Problem

Workorder Type:

(PM, INST, DEIN etc.), in this case PM
CSR :


SDR Code

<PgDn> 


To move to the further details screen.
Entry Date:


Date work commenced
Entry Time:


Time that the work commenced

Proj Arr Date: 

Date work commenced 
Proj Arr Time:

Time work commenced

<PgUp> 


To return to the main screen
Commit

Parts Posting :

<N> 



Make a note of the Work Order Number

If a Work Order already exist, select it and update the Work Order Type and Primcsr and make a note of the Work Order Number.



35. Close the Work Order(Step 1)

i
This task is broken up into two steps

Path D
Service Management

A
          Service Order management

D
                    Call Completion

A
          Service Call Completion

Astea  -   1021                  User:willia             14/07/98,  10:12      

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

             +------ 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:

Input Work Order Number

Commit

i
Screen 1000 is displayed

Astea  -   1000                  User:willia             02/09/98,  12:02      

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

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

¦ Code: NLD00014                      ¦¦ Serial: 003000023853                  ¦

¦ Name: EUROPEAN PATENT OFFICE        ¦¦  Model: 4490M34-0000                  ¦

¦Phone: 070-3402040                   ¦¦ProdRef:                               ¦

¦  Zip: 2288 EE                       ¦¦  Phone:                               ¦

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

¦Time Zone: 12                        ¦¦  Descr:                               ¦

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

Enter data or press F9 to end.                                                  

The serial number will be displayed.  Check that all details are correct and continue.

Commit

Completed date :
Put info in these fields  

Completed time: 

Problem Code:

Repair Code:

Cause Code:

Prm CSR:

Customer PO Number (if known):

Arrival date:

Arrival time :

Commit

i
Screen 1096 is displayed

Astea  -   1096                  User:trainlm6           02/09/98,  13:06      

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

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

¦Pri. CSR: NLD0071    Ent. Date/Time: 02/09/98 12:00 Proj. Arr.: 02/09/98 12:00¦

¦ Pricing: C          Disp Date/Time: 02/09/98 12:00       Arr.: 02/09/98 12:00¦

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

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

¦02/09/98 NLD0071    12:00 12:00 14:04 14:40 AUTOCOMPLE 3 NLDSCSE          0.00¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

¦                                                                              ¦

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

                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¦¦

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

i
The SDR enters the breakdown of the time spent on the Work Order. 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.

<Exit>

Charge Travel? 

<N>

 Commit

A sub-screen is displayed for the input of Chargeable Hours. Ignore this

 Commit

Parts posting 

<Y> (if parts were used)

i
Screen 1121 is displayed

<Enter> 


to move to the Part number field, 

Part Number :

Quantity used:
D


<Y> only if the part is returnable but the 

return part has a different number from 

the part used

Commit

A sub-screen is displayed

Swap part:


Input the part number of the part that is 

being returned

Commit

Part is returnable?

The SDR will find this information on the 

Part label,

Part is serialised.?

<Y> if the returned Part is serialised Else 

enter <N>
Serial number

Enter the returnable Serial number from the 

part label.

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

Commit

The system displays your Return Branch

Is this the return branch Location ?


<Y>

Select a new Location(Y/N)?

<Y> Enter yes to select 

another Depot, if the return Location is different to your Depot 

Press <Enter> to select the return Depot Warehouse.

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 otherwise 

<Exit>
“Do you want to update billing?” 
<Y> to complete the W/O without billing the 

client. Otherwise answer “no”. This will close the W/O and set the status to CL (Closed).

i
Screen 1024 is displayed

Labour Price



0.00

Expenses




0.00

Travel Price




0.00

Additional Charge 
 


0.00

W/O status is automatically updated to CM (Completed).

If there are unused parts to be returned then continue with 35(step 2) otherwise go to 36.


35. Transfer the parts from the CSR Warehouse to the Local Warehouse(Step 2)

Path B
Distribution-Logistics

C
        Inventory

B
                Transactions

B
   Transfer Stock

Astea  -   6034                  User:willia             14/07/98,  10:31      

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

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

             ¦ From Warehouse:                 Branch:           ¦              

             ¦   To Warehouse:                 Branch:           ¦              

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

Enter data or press F9 to end.                                                  

From Warehouse:
The code for the SDR warehouse
To Warehouse:
The code for the local warehouse

Commit

Part Number:
Enter the part number of the unused part(s)

Bin:

<GOOD>
Commit

Trans Qty:

The number of occurrences of this part to be 

returned

RC:

<03>

Commit

Enter to Bin:
Enter the code which identifies the bin in the local 

warehouse to which the part(s) are to be added

Commit

Repeat for each part type which is being returned unused otherwise continue

to 36.



36. Update the Configuration Details

Check the configuration and equipment file to ensure that all information is correct.

Path D
Service Management

A
Service Order Management

K
             Service File Maintenance

F

      Service Maintenance-Equipment File

Astea  -   5505                  User:willia             14/07/98,  10:50      

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

+-------------------- SERVICE MAINTENANCE - EQUIPMENT FILE --------------------+

¦                                                                              ¦

¦    Serial Number:                        Part:                               ¦

¦     Manufacturer:                 Product Ref:                               ¦

¦         Customer:                 Customer PO:                               ¦

¦    Install. Date:                Equip Status:                               ¦

¦      Accept Date:                 Primary CSR:                               ¦

¦    Selling Price:               Secondary CSR:                               ¦

¦    Original Cost:                    Operator:                               ¦

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

¦  Major Rep. Date:                    Revision:                               ¦

¦   Equipment Type:                 Cust Config:                               ¦

¦         New/Used:                       Level:                               ¦

¦   Mast/Sub Assem:                         Seq:                               ¦

¦         Recv Ref:                     Remarks:                               ¦

¦          Ref No.:              Pick/Mover No.:                               ¦

¦              Set:                    Tech Ref:                               ¦

¦           Branch:                     MAC CSR:                               ¦

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

Equipment Serial Number

Serial number

Input serial Number
Commit

Check the information displayed, update all changes

<PgDn> 


for second page
i
Screen 5055 is displayed

Check the information displayed, update all changes

If Work Order Type is inst (Installation) then input the following :
PM Cycle: 


the required PM Cycle for 

this machine in days

Preventive Maintenance Cycle Unit of Measure:
<D>
Last PM Date:

The install date 

Commit

Path D
            Service management

A
Service Order management

K
           Service File Maintenance

N

Configuration Entry/Update

Astea  -   5043                  User:willia             14/07/98,  10:57      

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

           +------------- CONFIGURATION - ENTRY/UPDATE -------------+           

           ¦                                                        ¦           

           ¦      Customer Name:                                    ¦           

           ¦ OR                                                     ¦           

           ¦      Customer Code:                                    ¦           

           ¦                                                        ¦           

           ¦      Configuration:                                    ¦           

           ¦ OR                                                     ¦           

           ¦  Model/Part Number:                                    ¦           

           ¦                                                        ¦           

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

Customer Name

Customer code :

Input Customer Code
Commit

Select serial number and update all changes

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

Scheduled Call
Process Description - Receive Requirement for a Scheduled Call

For the purposes of this example we may be following a “Set-Route” through the system flowchart shown on the right 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.




Scheduled Call
Process Description - Parts ordered on requisition arrive

For the purposes of this example we may be following a “Set-Route” through the system flowchart shown on the right 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.



Scheduled Call
Process Description - Date for Scheduled call is reached

For the purposes of this example we may be following a “Set-Route” through the system flowchart shown on the right 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.

 
i





Important.  You must use the F1 





Important.  You must use the F1 





i
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