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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: image3.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.

Unscheduled Call

3. Process Description - Receive requirement for an Unscheduled Call

Unscheduled Calls are the result of a customer call to Storagetek regarding a problem with a piece of equipment, these are usually regarded as urgent Repairs.

SDR

The SDR receives despatch request.

71. SDR checks with customer
SDR contacts the customer to discuss the problem, contacts local logistics if parts appear to be required and arranges for them to be delivered. In discussions with the customer it may transpire that the best course of action is to defer the call (Parts not readily available, customer not willing to release machine etc) then

The SDR contacts Call Despatch giving:

· The new date and time for the work to be carried out

· Details of parts requested

· The name and position of the customer contact authorising the deferral

· The reason why the call is being deferred

otherwise he travels to the customer site.

72. Travel to site.

The SDR travels to the customer site and calls in to the Call Despatcher with his Arrival Time.

Call Despatcher

Receives call from SDR that he has arrived on site.

41. Log SDR arrival on site

Call Despatcher enters SDR arrival time on ACEs.

SDR

73.The SDR carries out the work

The SDR commences work on the problem. During the course of the work he may find…

He needs parts, if so the SDR will…

76. Arrange delivery with Local logistics

In which case he arranges with Local Logistics for the parts to be delivered. Depending on the estimated delivery time, the nature of the problem and the severity of the problem it may make sense to defer the completion of the call and go off and do other work. In this case the SDR gets agreement from the customer and calls into the Call Despatch giving:

· Labour Time expended on the job

· Parts already used on the job

· The new date and time for the work to be carried out

· The name and position of the customer contact authorising the deferral

· The reason why the call is being deferred

Or

He needs assistance

77. Request Assistance

In which case he either contacts the appropriate person directly or informs Call Despatch of the assistance required. Depending on the type of assistance required, the nature of the problem and the severity of the problem it may make sense to defer the completion of the call and go off and do other work. In this case the SDR gets agreement from the customer and calls into the Call Despatch giving:

· Labour Time expended on the job

· Parts already used on the job

· The new date and time for the work to be carried out

· The name and position of the customer contact authorising the deferral

· The reason why the call is being deferred

· or

· The customer wishes to defer the work

78. Inform the Call Despatcher of Deferral

In which case the SDR contacts Call Despatch giving:

· Labour Time expended on the job

· Parts already used on the job

· The new date and time for the work to be carried out

· The name and position of the customer contact authorising the deferral

· The reason why the call is being deferred

· Or

· The SDR wishes to reassign the call.

79. Discuss reassignment with Call Despatcher

This may be for personal reasons (shift ending) or because other people/divisions within STK are technically better qualified to deal with it (software problem).

In which case the SDR contacts Call Despatch with:

· The reasons behind his view that the call should be reassigned

· Labour Time expended on the job

· Parts already used on the job

· Parts which have not yet been used and which will be transferred to the incoming SDR
Otherwise the call can be completed.

74. The call is satisfactorily completed

In which case the SDR calls into Call Despatch giving details of:

· The machine serial number

· The problem type

· The Repair Code

· The Cause Code

· The Call Type

· Customer’s PO Number (if appropriate)

· ID of secondary SDR (if appropriate)

· The time that they started to travel to the job

· The time that work stopped

· Interrupt time (time spent not working on the job ie. Lunch)

· Interrupt Type (Lunch, Waiting Parts etc.)

· Bill Type (Under contract, On warranty, No Charge, Time & Materials)

· Parts Used – Part Number & Quantity, Serial number if part is serialised

75. Return unused parts and returnable defectives to Local Logistics

If there is a returnable defective the Call Despatcher will tell the SDR the RA Number. The SDR writes this on the Part Label. Dependant on circumstances (distance from base, urgency of requirement etc.) the SDR will either deliver parts to Local Logistics personally ( this will be on a regular basis ie. Daily - not after each job) or Local Logistics will arrange for them to be collected.

This concludes the SDR’s user role for Unsheduled Hardware Calls
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Process Description - Receive Requirement for an Unscheduled Call


For the purposes of this training 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.





� EMBED Visio.Drawing.4  ���





Unscheduled Call


 


Process Description - Receive Requirement for an Unscheduled Call


For the purposes of this training 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.





� EMBED Visio.Drawing.4  ���








Author: STK/BULL/AW 
Ref:SDR Unsheduled Call Module V2
Page:2


Last Updated: 26/11/98 09:37

_966945633

_966974232.vsd

_966974620.vsd

_966945634

_963304726

