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Processing Options for Installed Base Entry

Defaults

Enter the default for the Equipment
    Master Category Code selections.
    Blanks will select all.

1. Category Code 1 (Accounting Class)               ____________

2. Category Code 2 (Equipment Class)                ____________

3. Category Code 3 (Manufacturer)                   ____________

4. Category Code 4 (Model Year)                     ____________

5. Category Code 5 (Usage Miles or                  ____________
    Hours)

6. Category Code 6                                  ____________

7. Category Code 7                                  ____________

8. Category Code 8                                  ____________

9. Category Code 9                                  ____________

10. Rate Group                                      ____________

Versions

Enter the version for the following
    programs. If left blank, the version
    in parentheses will be the default



Customer Service Management

3–20 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

    value.

1. Installed Base Revisions                         ____________
      P1702 (ZJDE0001)

2. Scheduling Workbench                             ____________
      P48201 (ZJDE0002)

3. Status History                                   ____________
      P1307 (ZJDE0002)

4. Message Log                                      ____________
      P1205 (ZJDE0002)

5. Equipment PM Schedule                            ____________
      P1207 (ZJDE0002)

6. Cost Summary                                     ____________
      P122101 (ZJDE0003)

7. Bill of Material Inquiry                         ____________
      P30200 (ZJDE0001)

8. Service Contracts                                ____________
      P1720 (ZJDE0001)

9. Call History                                     ____________
      P17500 (ZJDE0003)

10. Inventory Master                                ____________
      P4101B (ZJDE0001)

11. Supplemental Data                               ____________
      P00092 (ZJDE0005)

12. Installed Base Related Orders                   ____________
      P17023 (ZJDE0001)

13. Installed Base Parent/Child                     ____________
      P12017 (ZJDE0002)

14. Location Information                            ____________
      P1201 (ZJDE0001)

15. Location Inquiry                                ____________
      P12215 (ZJDE0001)

16. Location Transfer                               ____________
      P12115 (ZJDE0001)
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Processing Options for Product Registration Entry

Edits

1. Enter a ’1’ to require the entry of a
    Unit Number when adding an Equipment
    Record.

      Unit Number Required                          ____________
      (Not applicable for Product
      Registration aplication)

2. Enter a ’1’ to require the entry of a
    Serial Number when adding an
    Equipment Record.

      Serial Number Required                        ____________

3. Enter a ’1’ to require the entry of a
    Inventory Item Number when adding an
    Equipment Record

      Inventory Item Number Required                ____________

4. Enter a “1” to generate Base Warranty
    Contracts when adding an Installed
    Base item. “Blank” will not generate
    Base Warranty Contracts.

      Base Warranty Contracts                       ____________

5. Enter a “1” to use Acquired Date as
    the Base Warranty Contract Start
    Date. “Blank” will use Installation
    Date as the Base Warranty Contract
    Start Date.

      Base Warranty Contract Start Date             ____________

6. Enter a “1” to require that Base
    Warranty Defaults exist when adding
    an Installed Base item.

      Require Base Warranty                         ____________

7. Enter a “1” to automatically display
    the Base Warranty Contracts after
    adding an Installed Base Item.

      Display Base Warranty                         ____________

8. Enter a “1” to automatically generate
    Mailing data when adding an
    Installed Base item. “Blank” will
    not create the Mailing data in the
    Installed Base Location Details
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    table.

      Create Mailing Data for I/B                   ____________

Defaults

1. Company                                          ____________

2. Responsible Business Unit                        ____________

Asset Cost Accounting Information

3. Cost Center                                      ____________

4. Account Object                                   ____________

5. Account Subsidiary                               ____________

6. Enter a ’1’ to default the Cost
    Account Information from the Parent
    Asset when adding Children Assets.

      Default Cost Account from Parent              ____________

7. Enter a ’1’ to add an Account
    Balances Record.

      Account Balances Record                       ____________

8. Beginning Equipment Status to be
    defaulted.

      Equipment Status                              ____________

Export

1. Enter the Transaction Type for the               ____________
    export transaction. If left blank,
    interoperability processing will not
    be performed.

2. Enter the Outbound Processor Version             ____________
    to call when performing
    interoperability processing. Default
    is ’XJDE0002’.

Versions

1. Enter the Version of the Work with
    Contracts (P1720) when the related
    option is used. Leave blank to call
    version ZJDE0001.

      Work with Contracts Version                   ____________

2. Enter the Version of the Scheduling
    Workbench (P48201) when the related
    option is used. Leave blank to call
    version ZJDE0002.

      Scheduling Workbench Version                  ____________

3. Enter the Version of the Status
    History (P1307) when the related
    option is used. Leave blank to call
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    version ZJDE0002.

      Status History Version                        ____________

4. Enter the Version of the P & E
    Message Log (P1205) when the related
    option is used. Leave blank to call
    version ZJDE0002.

      P & E Message Log Version                     ____________

5. Enter the Version of the Equipment PM
    Schedule (P1207) when the related
    option is used. Leave blank to call
    version ZJDE0002.

      Equipment PM Schedule Version                 ____________

6. Enter the Version of the Cost Summary
    (P122101) when the related option is
    used. Leave blank to call version
    ZJDE0003.

      Cost Summary Version                          ____________

7. Enter the Version of the Bill of
    Material Inquiry (P30200) when the
    related option is used. Leave blank
    to call version ZJDE0001.

      Bill of Material Inquiry                      ____________

8. Enter the Version of the Quick
    Customer Add (P01015) when the
    related option is used. Leave blank
    to call version ZJDE0001.

      Quick Customer Add                            ____________

9. Enter the Version of the Calls
    (P17500) when the related option is
    used. Leave blank to call version
    ZJDE0003.

      Calls                                         ____________

10. Enter the Version of the Inventory
    Master (P4101B) when the related
    option is used. Leave blank to call
    version ZJDE0001.

      Inventory Master                              ____________

11. Enter the Version of the Item
    Branch/Plant (P41026B) when the
    related option is used. Leave blank
    to call version ZJDE0001.

      Item Branch/Plant                             ____________

12. Enter the Version of the Installed
    Base Related Order (P17023) when the
    related option is used. Leave blank
    to call version ZJDE0001.
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      Installed Base Related Orders                 ____________

13. Enter the Version of the Installed
    Base Parent / Child (P12017) when
    the related option is used. Leave
    blank to call version ZJDE0002.

      Installed Base Parent / Child                 ____________

14. Enter the Version of the
    Supplemental Data (P00092) when the
    related option is used. Leave blank
    to call version ZJDE0005.

      Supplemental Data                             ____________

15. Enter the version of the Location
    Information (P1201) when the related
    option is used. Leave blank to call
    version ZJDE0001.

      Location Information                          ____________

16. Enter the version of the Location
    Transfer (P12115) when the related
    option is used. Leave blank to call
    version ZJDE0001.

      Location Transfer                             ____________

Data Selection

The Installed Base Update from Ship
    Confirm allows additional data
    selection criteria.

1. Enter the “Last Status” of a Sales
    Order that is required to add an
    Installed Base item.

      Last Status Code                              ____________

2. Enter the Country code of Customers
    whose orders are to be added to
    Installed Base.

      Country                                       ____________
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Processing Options for Installed Base Update – Unified (R17024)

Process Tab
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2. Work with Contracts (P1720)
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Creating Installed Base Records From Fixed Assets
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Processing Options for Create CSMS from Fixed Assets

Edits

1. Enter a “1” t o generate Base
    Warranty Contracts when creating an
    Instaled Base item. “Blank” will not
    generate Base Warranty Contracts.

      Base Warranty Contracts                       ____________

2. Enter a “1” to use Acquired Date as
    the Base Warranty Contract Start
    Date. “Blank” will use Installation
    Date as the Base Warranty Contract
    Start Date.

      Base Warranty Contract Start Date             ____________

3. Enter a “1” to automatically display
    the Base Warranty Contracts after
    creating an Installed Base item.

      Display Base Warranty                         ____________

Versions

1. Enter the version of the Installed
    Base Revisions (P1702) to be used
    when creating the Installed Base
    item. Leave blank to use version
    ZJDE0001.

      Installed Base Revisions                      ____________

2. Enter the version of the Installed
    Base Revisions (P1702) when the
    related option is used. Leave blank
    to call version ZJDE0001.

      Installed Base Revisions                      ____________

3. Enter the version of the Work with
    Contracts (P1720) to be used when
    Base Warranty Contracts are created.
    Leave blank to use version ZJDE0001.

      Contracts                                     ____________
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Searching for Installed Base Records

2�����*�#������C#�C����#�
)
�#��#�������	*�	���"#��,�
#����1�
��2��������#

	�?�"	��#����-""#��#��?�"�)�����#��
���"*"��	���	�
��������#�����"�
#����-�
�

	���	���	��	�����*�	���	�
�����������
������	"�#���*�
��	����	"#�	"���'*#�	����

���#��#���	���	�
������������	*�	����
#�#�
)
�	��#���#��#���,�
#����1�
�

�"#���#�����

"����#��	�����
��	��	��	��
�

,*�����*	�?���#��
��	���*�	�
"�"�	�	���	�
�����������
���	���

"�����#"��
�#�


���"*����*��#�����
�*�	�#���*"	
#�$��*";����

�#
���#���	������
�

$������
*�2�������������������
����

0	���#�����"��,�
#����1�
��7	���

"��������<>$!$$=������
��,�
#����1�
�

��#	��

$� �����	)��"#��,�
#����1�
��������#���������-"��#"����*�#���*���"��

*"��
E

� ��	"��:��-�	

� 7	����#�2���

� ,����#�	��,#���:��-�	

� �"#��:��-�	

� ����	�:��-�	

�� ���*�	#��	���		������	�
��	���������#���������-"��#"����*�*"��
�"��#��

B��	��-���;�����	��������#�����"�)�0"���

����
�
#����"
���
���"�
#����-�
��	���	�
�#��#���#������	�
��	��

�	"#�	"��

����� ����������

7	����#�2��� '������#��#���

"*"�
����"����#�	��"#���"�#���������*�	

��
#���	�
�	�"���

������;����
�"�����E�@�
�	�7	"�#�	��,�).�#��	�0�;�

,����#�	��,#���:��-�	 '����-�	�#��#�#���
�
#����

"��
�#�����"#����,#�����-��"�


��	#��������	�#�"	��"#������-�	�*�	��#�

0�	��	���

���	)��	��	
��#���"#������-�	�"
�#����	���

�

�"#��:��-�	 '��
�	���*"����������	����-�	�#��#�"
���"?���#��#��

���	�

�-��)����-�	��G��������
��#�"
�*"���#����#�	����

���#��"�*�	��#"����G��������
��"#�#���	�

C	�*�	�����#��


���"�	�#��������+�1	��
#	��#����-�	������
�����-�	�

�	��#��	�	�*�	�����



Working with the Installed Base

3–41OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

Processing Options for Work with Installed Base (P1701)

Defaults Tab
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2. Category Code 2 (Equipment Class)
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3. Category Code 3
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4. Category Code 4 (Model Year)
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5. Category Code 5 (Usage Miles or Hours)
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6. Category Code 6
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7. Category Code 7
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8. Category Code 8
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9. Category Code 9
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10. Rate Group
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1. Installed Base Revisions (P1702)
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2. Scheduling Workbench (P48201)
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3. Status History (P1307)
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4. Message Log (P1205)
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5. Equipment PM Schedule (P12070)
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6. Cost Summary (P122101)
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7. Bill of Material Inquiry (P30200)
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8. Service Contracts (P1720)
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9. Call History (P17500)
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10. Inventory Master (P4101B)
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11. Supplemental Data (P00092)
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12. Installed Base Related Orders (P17023)
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13. Installed Base Parent/Child (P12017)
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14. Location Information (P1201)
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15. Location Inquiry (P12215)
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16. Location Transfer
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Updating the Installed Base
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Processing Options for Installed Base Global Update

Defaults

1. Enter a “1” to use the change to
    Acquired Date to update the Base
    Warranty Contract Start Date.

“Blank” will use the change to
    Installed Date to update the Base
    Warranty Contract Start Date.

      Base Warranty Contract Start Date             ____________
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Processing Options for Installed Base Parent/Child

Process

1. Enter the primary product for this
    version. Enter a ’1’ for Equipment
    and ’2’ for CSMS.

      Select Product                                ____________

Versions

1. Installed Base Revisions (P1702)                 ____________

2. Asset Master Revisions (P1201)                   ____________

Working with Installed Base Item Status
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Processing Options for Status History

Process

1. Enter a ’1’ to protect the Remarks
    field. Enter a ’2’ to protect the
    Remarks field if it is not blank.
    Leave blank to allow modifications
    to the Remarks field.

      Protect Remarks                               ____________

2. Enter the Work Day Calendar to use
    for the calculation of the number of
    days for Equipment Analysis.

      Work Day Calendar                             ____________

3. Enter the primary product for this
    version. Enter a ’1’ for Equipment
    and ’2’ for CSMS.

      Select Product                                ____________



Customer Service Management

3–62 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf



3–63OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

Scheduling Maintenance for Installed Equipment

G��������
��#���7	����#"���2�"�#�������*��#�	�
�"��#����?�"����#/7��#

2��������#�
�
#���#���	��#���	����#"�����"�#�������<72=�
������
����


���������"�#�������*�	����	�"�
#�����	����#��0�	��;���������������
��72


������
�#��
���������		��#��
�	�"�������	��#"�����"�#�������#�
)
�*�	�����

�"�����*��?�"����#�"�����	�,�
#����1�
���G�����������

�#���*��#�	�
�����

�	�

#���	��#������#	��)�72�
������
��"	��#��*	���#���,�
#����1�
��(��"
"��
�*�	�

�	�*	���#�����	)��"#��,�
#����1�
��*�	��

72�
������
���������#����*"���#���#��������*	�?�������*��������"�#������

#�
)�*�	�������	����#�"�����	�,�
#����1�
��������	����#"�����"�#�����������

	�*�	
�#��#���
�?�������*�����#
�#��#���)���������"�#�������#�
)�*	���"#


��*"�"#"���#��"#
������#"�����"������
#��	����#"�����"�#�������#�
)
��	�

����������	*�	�����#�
�	�"���"�#�	��
��
�����
���#�
���"�
���	�����
��#��

��	#
��*�#����	����#"�����"�#������������	����#��-�
������#��
��"�#�	��
��,�

���"#"����72�
������
��	��"���"�*�	��#"����-��#�#����
#�#"���#��#�����

��"�#�������#�
)���
���	*�	����

0�	�������"�#�������#�
)�#��#������

"���#�����"�����*��?�"����#���������

�##�������������	)��	��	�#��#���72�
�������������������	)��	��	��	��"��



#����	��"�
#	��#"��
�<	��#"���"�
#	��#"��
=�����#�����	#
�"
#�#��#�"
�����

�	��#�

�����#��#�����"�#�������#�
)�

Before You Begin

� ��#����#���*���"����
�	���*"��������
E

� 7	����#"�����"�#�������
�	�"���#���
�<$�/��=

� 7	����#"�����"�#�������
#�#�
�<$�/2�=

����
������.�����������������
�����"��#����������������������������
*�	���	��"�*�	��#"����-��#�
�##"�������
�	���*"��������
�

� ��#����
#����	���	�����	�
�*�	��	����#"�����"�#������

� ��#������"�#�������	��


See Also

� ���������	�!���$������������������"��#�������	���� !���������������
�����



Customer Service Management

3–64 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

$���
*��������������
��2��������������������

0	���#�����"��,�
#����1�
��7	���

"��������<>$!$$=������
��,�
#����1�
�

��#	��

$� �����	)��"#��,�
#����1�
��������#��#���
#��
�#�����#����
���"*"�

,�
#����1�
��	���	��

���������$�����������������������&������*

�� ����
��#���	���	��*�	���"����������#�#��
���������"�#������������
�

,����#�	�������#����2�"�#�������*	���#���(��������



Scheduling Maintenance for Installed Equipment

3–65OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

 � �����	)��"#���?�"����#�72�����������"�)�0"���#���"
�������*�#��

��"�#�������#�
)
�#��#������-������*"����*�	�#����?�"����#�

3� ���
���������"�#�������*�	�������#�
)���"�)�'���

5� ����?�"����#�72���������������#��#���*���"���*"��E

� ��	�"�������



Customer Service Management

3–66 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

8� 0�	������
�	�"���#����#��#�������#�	�������#��#���*���"�����#"���

*"��
�"��#�����������,�#�	�����	#"����*�#���*�	�E

� ����������#�

� 0	�?������,��"��#�	

� 2�#"��

!� 0�	������
�	�"���#����*�	���"��������"����#���#�	���
���������#��

�����#�������*�#���*���"���*"��
�"��#�����������,�#�	�����	#"����*

#���*�	�E

� 6��	


� 2"�


� 0��

� ���


G���������#�	���
�	�"���"�#�	���-�
���������
�����
���������#���,*����

��#�	����������"��#���0	�?������,��"��#�	�*"�������������#���#�	��


�	�"���"�#�	���-�
���������
�

G���������#�	�
�	�"���#���
�*�	���
����������"�#�������#��#������#�����


���������#�
��	�"�#�	��
��

��"�#����"#��#�������	�"���#���
�*�	

��
����������"�#�������#�
)
���
#��������	��"���������������	)

�	��	����-�	�

�� �����#��#���*���"���72�����	�#"�����������"���*"��
E

� ����		����


������"����������#����	���

"�����#"��
��	��
�#�������"��#���#�-�

�-��#�����������#�	��������"��#�������		����
�*"���

� 7	�����	�

%� ,*������
���������	)��	��	
�������#��#���*���"���*"��E

� 2������

,*�������#�	��������"��#���7	�����	��*"����������������	)��	��	

���-�	��#���
�
#����"
���
�����	�"�����

����"��"��#"���#��#�#��

��	)��	��	��"��#������"#
������	�����	��#��#���������*"�#��"#�

#����	�����	��#��#�������#�	���

$�� ,*�#�����"�#�������#�
)�*�	�#����"�����*��?�"����#���
�-������	*�	���

-�#�#�"
�"
�#���*"	
#�72�#��-�����"���#��#����?�"����#�������#��#��

*���"���*"��
�"��#���@�
#������#�����	#"����*�#���*�	�E

� 6��	


� 2"�




Scheduling Maintenance for Installed Equipment

3–67OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

� 0��

� ��#�

$$� �������#���	���	����"�)��4������#�����"�)�������

������	)��"#���?�"����#�72���������*�	�������	
�

$�� �����	)��"#��72�����������"�)�0"���#���"
����#���	���	��*�	�#���72


������������	��#���

$ � ����
��#���	���	��*�	�#���72�
������������	��#��������"�)�����#�

$3� ����?�"����#�72��������������
��72���

"*"��#"���*	���#���0�	�

�����

$5� ���72���

"*"��#"���������#��#���*���"�����#"����*"��
�����#�����"�)

�4E

� 2�"�#�������7	"�	"#�

� ����#"��

� 1�
"��

�9�"#

� 72���#�������$

� 72���#��������

� (��#����?�"����#

� (���	)



Customer Service Management

3–68 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

����� ����������

��	�"������� '��
�	���*"���������<
�
#���$���#������=�#��#���
�	"-�


#����	����#"�����"�#�������
�	�"���#��-����	*�	����

�;����
��*�����
�"�������@9��6�*�	���.�
#���#�����,@

*�	���������"��$�6�*�	�$�����	�
�	�"��������
��*�	#��

����������#� ������#��#��#��������#�#��	���"�����	��"���	���

���

�-��#�����

�#�

����+�	������������������*�*�*�*�*�*�*�*�*�*�*�*�*� *�*�*�*�*�*�*�*�*�*�*�*�*�*�

��"
�"
�#���*�#�	����#�������"���#���
�������

��"�#�������"
������G���������#�	���
�	�"���"�#�	���-�
��

���#���
���������#������
�	�"������
��,*�������#�	�-�#���


���������#������
�	�"������
��#���
�
#���
������
�#��

��"�#�������#������������-�
������#���
���������#�

#��#�����"��"��#�����-
�?���#�
���������#�
�*�	

��"�#��������	�������#����-�
������#����
#������#��

��#���"�����.���#"����"#��#���
�	�"������
�"�#�	���

0	�?������,��"��#�	 ������
���"�����.���#"����"#������������#���#�"
�*"��

"��"��#�
�#���*	�?�������#���"���#���
�
#���
������


��"�#���������������"�#�������"
������#����#���
�
#��

��#���#"����
������
�#�����;#���"�#�����������	�"��

#��#��������#��#�������#�	�"��#�"
�*"����D�"������
��	�E

-��) :��*	�?������"��"��#�	

$ �������#����������#�

� @�
#���#����������#�

 �������#�������?��	#�	

3 �������#����������	

5 �����������������)

8 ���"&�������<
������#���#�
";����#��"�#�	��
=



Scheduling Maintenance for Installed Equipment

3–69OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

����� ����������

2�#"�� ��"
��������#�	�"��
����#��	���"�#�������
�	�"���#���


����-��	�
����������������������������"��-�*�	��#��

��"�#�������#�
)�*�	�#����	"�"����
��������
�	�"���#���

��
�-���������#����D�"������
��	�E

1��) ���������<��*��#=��2�"�#�������"
���#

	�
����������#"�#����	"�"�����"�#�������#�
)

��
�-���������#���

$ 2�#"���������"#��2�#"�����	)��	��	
������

#���
�	�"���#������
�����������"#�"
���#���#"���

	�
��������#��������������"��	���	��

�"*�#��

�	"�"�����"�#�������"
������#����2�#"��

��	)��	��	
��������	���

� 2�#"��������������#���
�	�"���#������
�����

�����"#�"
���#���#"����	�
��������#����������

���"��	���	��

�"*�#����	"�"�����"�#�������"


�����#��������������	)��	��	��������	���

 2�"�#�������@���������9���#��72��������

�	��	����

"��
�#���2�"�#�������@���������#�

72�
������
�����	�#���#�	�������"�#������

���
�����
��72�
������
��	����#�	����#���"�

#���72�������2�"�#�������#�
)
�*�	��

�?�"����#�"��"��#���"��#�����"�#����������

�	����	*�	��������	���
"������	)��	��	�

3 ��		��#���'������#��#�"��"��#�
�#��#�#��

�?�"����#�"
�����	���		��#�������
�
#��

�	��"��
�����	�"������#�����	)��	��	

,����#�	��,

��
�*�	������#���7�	���
��(�?��
#

*�	��<���������

���*	���#�����	)��	��	�7�	#


@"
#=�

�������72�#��#�"�����
���		��#��
�	�"���#���


"
������#����#���
�
#���"�����
�#�����		��#�


�	�"���"��#���72��"
#�	��	���	���-�#����
���#

	�
�������#�����		��#��
�	�"���#���
�

6��	
 �������	
�#��-���;�������-�*�	������
������

��"�#�������������#�	�"���"*���"�#�������"
������#��

9���#��72����������#�#�
��	��	����
�
�#�"
�?���#"#�����

#���#�	�
������	���#�*	���#�����"�#�������	��
�#�-���,#

�����#�
�#���#�#�����	
��
�#���
�	�"������	
���
�#��

���	
�	����
��*�#����
#���#��������	*�	�����

��"�#��������,#�#���������	�
�#�"
������#�#��#�����#��

���	
�*	���#���''�����	�*�	�#���'������#���#"�

������#"���"�
#	��#"���#����#�	�"���"*���"�#�������"
�����

:���E�6��	
�"
���������;������*���
#�#"
#"�����"#��G��

������*"����#��	�
#�#"
#"�����"#
����	��	"�#��#�����	

�	���"A�#"����"#�"��#���'������#���#"��������#"��

"�
#	��#"��
�



Customer Service Management

3–70 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

����� ����������

����		����
 �����
#"��#������-�	��*�����		����
���	����	�*�	�#��


�	�"���#���������72�7	�.��#"��
��	��	����
�


"�*�	��#"���*	���#�"
�*"����"�����-"��#"����"#��#����
#

�����#�����#���#���	�.��#�*�#�	��
�������	�?�"	����#
�

G��������
���	���

"�����#"��
�#����#���#"���������#�

#����
#"��#�������		����
��-�
�����������*�#���*���"��E

� �������	��*�72��"
#�	�

� �������	
��*�72��"
#�	�

� ,����#"��C#�C��#��72��"
#�	�

����+�	������������������*�*�*�*�*�*�*�*�*�*�*�*�*� *�*�*�*�*�*�*�*�*�*�*�*�*�*�

,*������
���	���

"�����#"��
�#�������#��#����
#"��#��

����		����
�����������#������������#��#�"
�*"���

7	�����	� '�"
#��*���"������
�*�	���
���"*"���
�	���*"���������"
#�

2������ '����-�	�#��#�"���#"*"�
�����	"�"����������#����"
����

-����������	������	��	����-�	�����"���"���������"��

��
�����.��	�����#	�����-�	������
�����

6��	
 :��-�	��*����	
��#��
#���"�#�������

2�"�#�������7	"�	"#� ��"
�*"���"
��
���#��"��"��#��#���	��#"����	"�	"#��#��#�#�"


��"�#���������
�"��	��#"���#�����#��	���"�#�������

����#"�� ��"
�"
�#����
#"��#�����	�#"����*�����#"���*�	�#����"���

�*��?�"����#�"���	��	�#�����#�����"�#�������

1�
"��

�9�"# '����������	"��*"���#��#�"���#"*"�
���
���	�#����#"#�

�"#�"����-�
"��

�*�	���"����������#�#��#	��)���
#
��0�	

�;��������-�
"��

���"#��"��#�-������	����
�����#"���

.�-���	�.��#����	)����#�	��-	�������	����#�

G��������

"�����-�
"��

���"#�#����������	��"���"����*";��

�

�#���������������
������*�	���	��
�
��*�	�
���
"-""#�

	���	#"����0�	��;������#���
�
#����	��"��
�	���	#
��*

�����������#
�����-������������#
�	���"��-��-�

-�
"��

���"#
�#��#	��)��?�"����#�-��	�
���
"-�

����	#���#�

����	"#��*�	�#�"
�*"��������	����#�����*	������#"��

-�
"��

���"#
�*�	���"�����������������#��	"#��

:�#�E�����
�
#����
�
�#���.�-����-�	�*�	�.��	�����#	"�


"*����������#���#�	��������"��#���'',�#�-��

����+�	������������������*�*�*�*�*�*�*�*�*�*�*�*�*� *�*�*�*�*�*�*�*�*�*�*�*�*�*�

��"
�"
�#�������"����	����<-�
"��

���"#=���	���

�

��"�#����"#��#���
�	�"���#����

72���#�������$ '�9
�	���*"���������<
�
#���$ �������7$=��
���#����

"*�

72�
������
�



Scheduling Maintenance for Installed Equipment

3–71OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

����� ����������

(��#����?�"����# '��"���#"*"��#"��������*�	�����

�#�#��#�����������#�	�"�

�����*�#���*���"���*�	��#
E

$ '

�#����-�	�<�������#�	C�

"�������C�"�"#�

����	"�����#	�����-�	=

� 9�"#����-�	�<��$�C���	��#�	���������	"��*"��=

 ��	"�����-�	�<���5C���	��#�	���������	"�

*"��=

���	���

�#���
�����

�#����-�	��G��������
����"#����-�	

����
�	"�����-�	�#��*�	#��	�"���#"*���

�#
��
��������

,*�#�"
�"
�����#����#	��*"����#���*"	
#����	��#�	�������#�	

"��"��#�
����#��	������	����#�	"���#����	"��	��<��*��#=

*�	��#�#��#�"
���*"����*�	����	�
�
#�����	������*�#����#��	

#���*�	��#
��'�
���"�����	��#�	�<
�����
�/��	�J=�"��#���*"	
#

��
"#"����*�#�"
�*"���"��"��#�
���"����

�#����-�	�*�	��#

�����	���
"����G����

"���
���"�����	��#�	
�#���

�#

���-�	�*�	��#
����#���0";���'

�#
�
�
#������
#��#


*�	��

Related Tasks

>��	���������
������ 0�	�������"�����*��?�"����#�"�����	�,�
#����1�
������

����"�)�
���	��	��#���
�	�"���#���
�#�����	"��	��
�	�"��

#����������#����	"��	��
�	�"���#����"
�
��������#��-�

��	*�	�����#���
�
#�������)
�#��
���"*�����"�)���
�	�"��

#���
��	�����	�#���#�	�
������	���#����*�	���"�#�������

G�����*"���#���#�	�
������	���#�����
�����
�%����	���#�

,*�
���#������"��-��"�)���
�	�"���#���
��"�-��
�������

������"#��#����	"��	��
�	�"���#���
��@"�)"���
�	�"���#���


	�����
��?�"����#�����#"�������#�����

"-""#���*

��	*�	�"���������

�	����"�#�������

0�	���	��"�*�	��#"����-��#�"�)"���
�	�"���#���
��
��

)��"������������/(	�
�"��#�������	���� !���������������

�����*



Customer Service Management

3–72 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

Processing Options for Equipment PM Schedule

Default

Enter a ’1’ to calculate the estimated
    occurrences based on one year of PM
    History, a ’2’ based on two years of
    PM History and a ’3’ based on
    inception-to-date PM History. Leave
    blank (default) to not calculate the
    occurrences.

1. Estimated Occurrences                            ____________

Process

1. Enter the primary product for this
    version. Enter a ’1’ for Equipment
    and ’2’ for CSMS.

      Select Product                                ____________
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Reviewing the Customer Reference Report
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Service Contract Management
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Service Contract Management Process
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Direct EntrySales Order Entry

Install Base

File Import

Pricing/Billing

Financial CustomerInventory

Service
Contract
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Terms and Concepts
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(Fixed Asset – Leased Equipment)

SERVICE CONTRACT
� Service Call every 90 days
� Replace Parts based on PM
Schedule

CONTRACT BILLING
� $1200 Contract Cost
� Bill $300 per Quarter

EQUIPMENT PLANT MAINTENANCE
� PM due (G1315)
� Service Order is created

� Product Data Management
� Bill of Material

� Response Time based on entitlement

INSTALLED BASE

� Item Number: 2000
� Sold To: 4242

� Sales Order Number: 2550
� Description: Color TV

� Service Call every 90 days

� Routing

Maintenance Complete and
Service Order closed
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Setting Up Service Contracts
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Processing Options for Tax Rates Options

Item#/MaxCost

      Enter 1 to show these fields OR 0             ____________
      to hide them:

Validation

      Enter 1 to validate item numbers              ____________
      OR 0 to not validate:

Setting Up Daylight Savings Rules
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Processing Options for Contract Coverage Entry

Defaults

      Default Coverage Start Time Monday            ____________
      through Friday
      Default Coverage End Time Monday              ____________
      through Friday
      Default Coverage Start Time                   ____________
      Saturday, Sunday, and Holidays
      Default Coverage End Time                     ____________
      Saturday, Sunday, and Holidays
      Time Zone                                     ____________
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4. Subledger Default for Credit Processing
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4. A/B Modifications (P01012)
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Processing Options for Contract Renewal Letters

Defaults

1. Enter the Date to appear on the
    Renewal Letters as the Mailing Date.
    If left blank, today’s date will be
    defaulted.

      Mailing Date                                  ____________

2. Enter the appropriate value for which
    Address Book information to be
    printed on the Renewal Letter.

’blank’ = Customer Number
    1 = Site Number
    2 = Bill To Number
    3 = Send To Number

      Mailing Address Book Information              ____________

3. Enter the Contract Status you want
    the Contract record changed to once
    Renewal Letters have been generated.

      Contract Status                               ____________

4. Enter the Number of Days to be used
    on the Renewal Letter.

      Number Of Days                                ____________

Process

1. Renewal Letter Document (REQUIRED)               ____________
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Understanding Service Contract Billing for CSMS
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Generating the Contract Workfile
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Processing Options for CSMS Contract Workfile Generation

Defaults

1. Enter the date to bill through. If               ____________
    left blank the bill through date
    will be the current system date.

2. Enter a ’1’ to do catch-up billing.              ____________
    If left blank, catch-up billing will
    not be done.

3. Enter the appropriate value from                 ____________
    below to determine what to default
    into the Subledger field.

’blank’ = No Default
      1 = Contract Number
      2 = Customer Number
      3 = Site Number
      4 = Short Item Number

4. Enter the appropriate value from                 ____________
    below to determine which address
    book number will be displayed on the
    report.

’blank’ = Customer Number
      1 = Site Number
      2 = Bill To Number

Process

1. Enter a ’1’ to run in final mode.                ____________
    Final mode will update all records.
    If left blank, no records will be
    updated.

2. Enter a ’1’ to write errors to a                 ____________
    report. If left blank, errors will
    be written to the Work Center.

Vertex

These processing options only pertain if
    Vertex’s Quantum Sales and Use Tax
    Software (3rd party tax software)
    has been implemented.

1. Enter the appropriate value from                 ____________
    below to determine how to tax CSMS
    Service Contracts. If left blank,

“SERVIC” will default.
“LEASE” = Lease Tax
“PURCH” = Purchase Tax
“RENTAL” = Rental Tax
“SALE” = Sales Tax
“SERVIC” = Service Tax
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Reviewing Contract Billing Information
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Working with the Amortization Process
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Processing Options for Contract Report

Print

1. Enter a ’1’ to print detail. If left             ____________
    blank, will only print header.
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Processing Options for Contract Renewal

Report Option

1. Renewal Options

      Enter ’1’ to create a new                     ____________
      contract.
      Enter ’2’ to advance contract
      change number.
      If blank, contract will not be
      renewed.

2. Pricing Options

      Enter ’1’ to use existing prices.             ____________
      Enter ’2’ to use Advance Pricing.
      Enter ’3’ to markup by
      percentage.
      Markup Percentage.                            ____________
      Example: enter 50 for 50% markup

3. Enter Lead days for contract                     ____________
    expiration.

4. Enter the contract renewal status                ____________
    code for old contract.

5. Enter the contract status for the                ____________
    renewal.

Select

1. Enter ’1’ to renew Base Warranty                 ____________
    contracts to billable contracts. If
    blank, Base Warranty Contracts will
    be omitted from the data selection.
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Versions

If blank, default will be ZJDE0001.

1. P1720 Version                                    ____________

2. P1721 Version                                    ____________

Process

1. Enter a ’1’ to have Final process. If            ____________
    left blank, Proof process will be
    used.

Defaults

1. Bill From Date:

’1’ = Calculate the Bill From Date            ____________
      based on old contract detail line.

’2’ = Calculate Bill From Date
      based on the 1st detail line of
      the contract.

’3’ = Set the Bill From Date the
      same as the contract detail line
      Start Date.

’4’ = Specify a Bill From Date.
      The default is ’1’ if blank.
      If ’4’, specify the Bill From                 ____________
      Date. If blank, current system
      date will be used.

2. Bill Through Date

’1’ = Calculate Bill Through Date             ____________
      based on old contract detail line.

’2’ = Calculate Bill Through Date
      based on the 1st detail line of
      the contract.

’3’ = Set the Bill Through Date
      to the contract detail line End
      Date.

’4’ = Specify a Bill Through
      Date.
      The default is ’1’ if blank.
      If ’4’, specify Bill Through Date.            ____________
      If blank, the Bill From Date will
      be used.

3. Enter Billing Frequency Code                     ____________

Base Warranty

Base Warranty Renewal Options.
    All of these entries will be applied
    to every Base Warranty that is
    renewed.

1. Enter the company to be used for the             ____________
    renewed contract. If blank, the
    values from the P1721 version will
    be used.

2. Enter the contract document type. The            ____________
    value entered will be applied to
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    both the header and detail lines. If
    blank, the value from the P1721
    version will be used.

3. Enter the line type for the renewed              ____________
    contract details. If blank, the
    value from the P1721 version will be
    used.

4. Enter the contract status to be used             ____________
    for the renewed contract. If blank,
    the value from the Report Option tab
    will be used.

5. Enter the contract type. If blank,               ____________
    the value from the P1721 version
    will be used.

6. Enter Customer address number.                   ____________

7. Enter the Site address number.                   ____________

8. Enter the Bill To address number.                ____________

9. Enter the Send To address number.                ____________

10. Enter the number days in contract.              ____________

11. Enter the Adjustment Schedule for               ____________
    advanced pricing.

12. Enter Billable Duration.                        ____________

13. Enter the Non-billable Duration.                ____________

14. Enter the Billable/Non-billable                 ____________
    duration Unit of Measure.

Reviewing the Detail Contract Renewal Report
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Processing Options for Detail Contract Renewal

Process

1. Enter ’1’ to have Final process. If              ____________
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    left blank, Proof will be process.

2. Renewal Options                                  ____________
      Enter ’1’ to create a new contract
      for these detail lines.
      Enter ’2’ to create a new version.
      Enter ’3’ to add new lines to
      contract being renewed.
      Enter ’4’ to add detail lines to
      the last version for the contract
      being renewed.
      Enter ’5’ to add detail lines to a
      specific contract number and
      version number.

3. Enter contract number if renewing to             ____________
    a specific contract number.

4. Enter version number if renewing to a            ____________
    specific contract number.

5. Pricing Options                                  ____________
      Enter ’1’ to use existing prices.
      Enter ’2’ to use advance pricing.
      Enter ’3’ to markup by percentage.

6. Enter Markup Percentage.                         ____________
      Example: enter 50 for 50% markup.

7. Enter contract status for renewing               ____________
    contract.

8. Enter contract status for the                    ____________
    renewal.

9. Enter calculate Bill From option.                ____________
      Enter ’1’ to calculate based on
      renewing old contract detail line.
      Enter ’2’ to calculate based on
      the first detail line on old
      contract.
      Enter ’3’ equals new contract
      start date.
      Enter ’4’ to enter a date.
      Enter Bill From date if ’4’ is on             ____________
      above.

10. Enter calculate Bill Through option.            ____________
      Enter ’1’ to calculate based on
      renewing old contract detail.
      Enter ’2’ to calculate based on
      the first detail line on old
      contract.
      Enter ’3’ equals new contract end
      date.
      Enter ’4’ to enter a date.
      Enter Bill Through date if ’4’ is             ____________
      on above.

11. Enter the Billing Frequency Code                ____________

Versions

1. P1720 Version                                    ____________



Customer Service Management

4–104 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

Base Warranty

1. Renew Base Warranty records to                   ____________
    Billable.

Blank = Do not renew Base Warranty
    records to Billable lines.
    1 = Renew Base Warranty records to
    Billable lines.

2. Enter the Line Type for the Billable             ____________
    lines.

If blank, the Line Type from P1721
    Processing Options will be used.

3. Enter the Billable Duration                      ____________

4. Enter the Non-billable Duration                  ____________

5. Enter the Duration Unit of Measure               ____________

If blank, the Duration Unit of Measure
    from P1721 Processing Options will
    be used.

6. Enter the Address Number for advanced            ____________
    pricing.

If no address number is enterd for
    advanced pricing, the customer
    number will be used.

7. Enter the Price and Adjustment                   ____________
    Schedule for advanced pricing.

If no Price and Adjustment Schedule is
    entered, the default value will be
    based on the Price By address
    number.

Reviewing the Cancel Contract Report
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Processing Options for Cancel Contract

Defaults

1. Enter the Cancellation Reason Code –             ____________
    Required

2. Enter the cancellation date                      ____________

If blank, the cancellation date will be
    the current system date.

Process

1. Enter the Processing Mode                        ____________

Blank = Proof Mode
    1 = Final Mode

2. Enter the Subledger Default for                  ____________
    credit processing.
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Call Management
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Call Management Process
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Processing Options for Work With Queues

Versions

Enter the Version for the following
    programs. If left blank, the version
    in the parentheses will be the
    default value.

1. Enter the Version for the Address                ____________
    Book update. Default is ZJDE0001 if
    blank.

1. Address Book MBF                                 ____________
      P0100041 (ZJDE0001)

Default

1. Document Type                                    ____________

Display

1. Display Call Queues or Service Order             ____________
    Queues.
      Blank = Service Order Queues.
      1= Call Queues.

Setting Up Call Types
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Entering Billing Information for a Call
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3. Display Who’s Who Search and Select
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4. Display Billing Information
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1. Work with Previous Customer Calls (P17500)
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2. Work with Previous Product Calls (P17500)

9
��#����	���

"�����#"���#����*"���#�����	
"����*���	)��"#����
�<7$!5��=�#��#

#���
�
#����
�
��������������
��#���6"
#�	��*�	���;"#�*�	�7	����#���
�

,*����������#�"
���#"���-��)��H������ �"
��
���

3. Call History (P17500)
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4. Work with Tasks (P17504)
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5. Time Entry (P17505)
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6. Calls MBF (P1700140)
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7. Return Material Authorizations Revisions (P400511)
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8. Quick Customer/Contact Add (P01015)
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9. Address Book Revisions (P01012)
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10. Customer Master (P03013)
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11. Customer Ledger Inquiry (P03B2022)
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12. Vendor Master (P04012)
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13. A/P Standard Voucher Entry (P0411)
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14. Payment Inquiry (P0413M)
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15. Eligibility (P08334)
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16. Employee DBA Instructions
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17. Employee Profile (P060116)
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18. Work with Employee (P0801)
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19. Sales Order Entry (P4210)

9
��#�"
��	���

"�����#"���#����*"���#�����	
"����*����
��	��	���#	��<73�$�=

#��#�#���
�
#����
�
��������������
��#�����
#���	�*�	���;"#�*�	�
��
��	��	
�"�

"�?�"	�������
#���	�
�	�"���

,*����������#�"
���#"���-��)��H������8�"
��
���

20. Supply and Demand Inquiry (P4021)
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21. Inquiry by Equipment (P48201)
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22. Service Order Revisions (P17714)
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24. Supplemental Data – Customer (P00092)
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26. Supplemental Data – Work Order (P00092)
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28. Knowledge Base – Symptom (P17764)
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29. Installed Base Inquiry (P1701)
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30. Installed Base Revisions (P1702)
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31. Contracts (P1720)
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32. Entitlement Override (P17501)
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Processing Options for Customer Call MBF (P1700140)
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4. Work Center (P012501)
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5. Print Call (R17674)

9
��#�"
��	���

"�����#"���#����*"���#�����	
"����*�7	"�#����	���	#�<($!8!3=�#��#

#���
�
#����
�
��������������
��#���	����;"#��7	"�#����

,*����������#�"
���#"���-��)��I������ ��"�-���
���

Process

�����	���

"�����#"��
����#�"
�#�-���*"���#����	���

"���#��#�#���
�
#��

��	*�	�
�*�	�#�"
���	
"����*���	)��"#����
��,*�������#"��#��#�"
��	���

"��

��#"�������������
��#�"
���	
"���*�	���
#���	���*C��	�"���*�	����	���-C-�
��


��#"���

1. Customer Self-Service

9
��#�"
��	���

"�����#"���#����#�	�"�������#���
�
#����
�
�#�"
���	
"����*

��	)��"#����
�<7$!5��=���"#����
#���	���*C��	�"���0���#"���"#��



Customer Service Management

5–92 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

D�"��D���
E

1��) �����#���#"��#����
#���	���*C��	�"���*���#"���"#��

$ '�#"��#����
#���	���*C��	�"���*���#"���"#��*�	��
��"������/6�2@�

� '�#"��#����
#���	���*C��	�"���*���#"���"#��*�	��
��"���"����
�



5–93OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

Working with Computer Telephony Integration

�����#�	����������,�#��	�#"���<��,=�"
����"�#�	*����-�#�������#�������


�
#�������#������2��������#�
�
#����9
"�����,���������#�	����������#

"����"�����
�����	��#��#����#��#������	��	"�#�����"����	���	
���

��	)"����"#�������#�	����������,�#��	�#"���"�����
�#���*���"���#�
)
E

� ��##"�����������#�	����������,�#��	�#"����	���	#"�


� 9
"��������#�	����������,�#��	�#"��

Setting Up Computer Telephony Integration Properties

��#���������#�	����������,�#��	�#"���<��,=��	���	#"�
�#��������#����	�
�
#��

���"��#"��
�#��#���#���������	"��	�������	���	#"�
���������#��	��	��#���

)������*�	�#��������*���#"��
�

$��������($#����������

0	���#��������#��������<>$!3 =������
����,�7	���	#"�
�



Customer Service Management

5–94 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

$� �����	)��"#����,�7	���	#"�
���"�)�'���

�� �����,�7	���	#"�
�(��"
"��
�������#��#���*���"���*"��
E

� '��	�

�:��-�	

� '���#�,�

� '���:��-�	

����� ����������

'���:��-�	 '�*	��C*�	��#�����������-�	��"#���#�#����	�*";��	


���"�����	��#�	
��
�����
�������
��	���	"��
��G������

�
���������"��-��#�����������-�	�*�	��#�*�	��

����#	���G����
��#�"
�*"���"�����.���#"����"#��#���7����

7	�*";�*"���<'($=�����	��������#�	�#����	�*";�

���������
��	���*�	�������	�

��
"��������������-�	�

������
#���#�	�#������-�	��;��#���
�"#�"
�
�#����"��#��

'��	�

�1��)�
�
#���



Working with Computer Telephony Integration

5–95OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

Using Computer Telephony Integration

0	���#�����"�����7	���

"��������<>$!$ =������
�������#	��

���#�����	)��"#����
�*�	�������
����,�*	���#���0�	�������

����������
����,������
"������#��#���#��������
�
#�����������

����	���


#�	�����#��������#	���	��	����G����	���-��#������

�#�����,�"�#�	*�����
���

�
�#��������#	��"�#�	*����"���	��	�#����	*�	�����	���#"�
�

������"�������������������
�#����	��	���

"�����#"��
�"�������#	��<7$!5��=�

#���
�
#�����#���#"�����"
���
�#�����,�"�#�	*�����
���������

�#��������#	�

�	��	���



Customer Service Management

5–96 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf



5–97OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

Resolving Calls

(�
��"�����
�"�����
����	�#�"���*	���*"��"��������
��	�#��#�����
#���	F


"�?�"	���	��	�-���#����#�	"�����
�	�"����	��	�-����
��#���"

���	�?�"	�
�*�	#��	


����	#��'��"

���	���"�
�"�������
#�#�
���#"�#���"

�����
�-����	�
�����

���������	�
����#���"

�������#������*�	�����	�#��	���	#"�������������#�

�������#���
#�#�
�#����
�������	���	#����	�#"����������������

�#"�����#	���


�����	����
"������"

���"*��	���

"���"
�
�#����#�����
��"��#���?�����
#�#�
�
�

(�
��"�����
�"�����
�#���*���"���#�
)
E

� ���	��"���*�	���
#���	�"

��
�����
��#"��


� ��#�	"���
�	�"����	��	
��
"������2��������#

� ��
"���"

��


� ���	�"���#"���#��"

��


Searching for Customer Issues and Solutions

������
#���	���	�"���2��������#�
�
#���"�����
���4��������2��������#

���������"����	��"��
�����#�-�
���*�"

��
�����	�
��#"��
��G�������
��	��

#�"
���#�-�
��#��*"������"

���#��#�"
�
"�"�	�#�����	
������"���#����##�����

	�
��#"���

����
�
#���
��	���
�*�	�
���#��
�����	���	#"�������
��G��������������


���#��
�����	�
��#"��
���	��##����"�*�	��#"���#���;"
#"���
���#��
����

	�
��#"��
�

$������
*�2���
��������������������������

0	���#�����"�����7	���

"��������<>$!$ =������
�������#	��

$� �����	)��"#����
���"�)�'���

�� 0	���#���0�	��������*���
#���	������#	�������
��4��������1�
��

'��/'##���������#��������#���



Customer Service Management

5–98 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

 � ���4��������1�
��(��"
"��
�������#��#���*���"���*"��E

� �	���:���

3� 0	���#���0�	������������
��4���������	���

����
�
#���"
#
�#���"#��
�	��#���#��#���
���#���#��#�������#�	���

5� ���4��������1�
���	���:�������	�������#���"�)����*���	
�#��#�����

#�����	�"

�����#"�����*"�����
"�"�	�"

���

8� ����
��#���"

��������"�)�����#�



Resolving Calls

5–99OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

!� ���4��������1�
��(��"
"��
���"�)��4�

�� �������"�*�	��#"���#���;"
#"���"

��
��	�
��#"��
����#�	�#���"�*�	��#"���"�

#����##������#�

See Also

� ���"����#��$�=��#����������������/�����������

����� ����������

�	���:��� ����������*�#���4��������1�
���	����'�4�������

1�
���	���"
����"�	�	��"����	���"A�#"����*�����
�
���#��

*	���#���4��������1�
������
�#�-��

Entering Service Orders Using Call Management

��#�	�
�	�"����	��	
�#��#	��)�	�?��
#
�*�	���C
"#���	�"�C���
��	���"	������#��#	��)


�"����#
��*�	��������#���	#
�

������"������#�����#�	���*�#�����
#���	�	�?��
#��������
#�*"	
#��������������

#�����	��#��#���
�	�"����	��	���	����������	��#����
�	�"����	��	�#��#�"
���#

�##������#��������������,*���	�?��
#������#�-��	�
�����-�������
�#��#��	�"*��

	��������#���	#�"
�	�?�"	�������������	��#����
�	�"����	��	�

$������������
���������������(�������������

0	���#�����"�����7	���

"��������<>$!$ =������
�������#	��

$� �����	)��"#����
�����#��#�����������"�)�����#�

�� 0	���#���0�	��������*���
#���	������#	�������
����	�"����	��	
�����

#��������
��(��"
��



Customer Service Management

5–100 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

 � �����	�"�����	)��	��	�(��"
"��
��	��"���#���"�*�	��#"���������)�����

������
��
�����

�	��

����
�
#�����#�	
�"�*�	��#"���*	���#���"�
#����-�
��	���	���
���*��#

"�*�	��#"��������
�
#����
������)
���#"#����#�*�	�#�����
#���	�

3� �"�)��4�

����
�
#����
�
���;#����-�	
�#���

"�����
�	�"����	��	����-�	����



�������		"���#���"�*�	��#"���

See Also

� ������������������������

Closing Issues

���������	�
������"

�������������#���������#���
#�#�
��*�#���"

���#����
��"#�

'*#�	�������
��#���"

���������"��#������#����#�	����	�#"�����#	��"�*�	��#"���"�

�	��	�#��-"�#�����
#���	�����	�#���

.��;�������"�������������	�
�
#���"
�
�#�����#���
#�#�
��*�#���"

����"��#���#

	�?�"	������#����������������#��������#����
����,�
#�����#���
�
#����"��#

��
��#���"

���



Resolving Calls

5–101OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

$��
�����������

0	���#�����"�����7	���

"��������<>$!$ =������
�������#	��

$� �����	)��"#����
�����#��#�����������"�)�����#�

�� ���#������	�#�-��*���
#���	������#	�����#�	�#��������#��#�"��"��#�
�#��#

#���"

���"
�	�
�����"��#���*���"���*"��E

� ����#�#�


����
�
#�������#�
�#���#"���������#��#���"

���"
������#����,*�����
�#

���	�
#�#�
�	��
�#���"
����#"�����#	���	�)��������-�
���#���
�
#��

��#���#"�����"
���
�#��
��*�	�
�

����� ����������

����#�#�
 '������#��"��"��#��#���
#�#�
��*���	�
���
��"������

Charging Time to Issues

���������	�
������"

�������������#����#�	����	�#"���"���	��	�#������	�#��

���#�	��#��������#��*�#"���
���#����#���"

���*�	�-""�����	��
�
��,*���������

���#	��#�������		��#����	�����#
��"#����
#���	
�#��#������#�	�?�"	��-""���-�

#������	������
#"��"��#������#��	���	#�#���#"���*�	�������#"�����	��
�
��G��

����
�#����	��	���

"�����#"��
�#���	��#���"#��	����	��-�#���#	��
��#"��
��	�>/@

#	��
��#"��
�

��#�����#"��
���#�	�"�����"���
#���
��*����"

���	�?�"	��#"�����#	���G�������
�#

������	�
�
#���#���"
����#���#"�����#	��*�	���#�����
#�#�
���������	���������

#������"
���
���

�����������#�	����"

����#���
�
#��������#�
�#"�����#	��"�*�	��#"���-�
�����

#���#"����������������

�#��������#	��*�	������#���#"�������������;"#�#��

*�	���G����������		"���#���"�*�	��#"����"*�����

�	��

���	���	��#�	�����#���
�*�	��
"���#�������"�����#	���	��	��E

� �"#�����-""���#�	�����**�<��#�	�#"���*�	�	���	#"�����	��
�
����=

� �"#�����-""���#�	��������*�#�	�#���	"�"�����#���

� �"#�����-""���#�	��������#"���������#�	"�
��	"�"�����#���

����*"��
���	�����#�������"�����#	��*�	��������"��������"�����#�������

�
�����������-""���"
�#�	�����**��#���*"��
��	��"���#"���#��*�#�	�#��-""��

�;���#�#��#�#���9�������#����-��������#��9�������*"��
������#������	�



Customer Service Management

5–102 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

.��;�,*�#�"
������
��	�����-����-"�������������#��������#���-""��

"�*�	��#"���

Before You Begin

� ,���	��	�#������

�-""���"�*�	��#"���������#�	�-"�-��#"����������
#

��#"��#��#���1"�*�	���
��	���

"�����#"���*�	���
#���	����210

<7$!��$3�=�

$��
*�����������������

0	���#�����"�����7	���

"��������<>$!$ =������
�������#	��

$� �����	)��"#����
�����#��#�����������"�)�����#�

�� �����
#���	������#	�������
���"�����#	��*	���#���0�	�������

 � �������"�����#	��������#���	�	��"���#���*���"���*"��
�<�������

���		"���
�
#�����*��#
=E

� ��	�"���7	��"��	�:��-�	

� ��
#�����

� 6��	
���	)��

� @�-�	�9�"#��*�2��
�	�

� ��
#"���(�#�

� �#�	#���#�



Resolving Calls

5–103OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

� �#�	#��"��

� ������#�

� �����"��

� '�����#�:��-�	

����
�
#���	�#	"���
�#���������#����-�	�-�
������#���������#

���-�	�
�#����*�	���
�	�"����	��"��	��	����
�#��#�"��#�����2�


�	�"����	��"��	����	�

�-��)�"�*�	��#"���

� 7�1'�����

� 7�	���#��������	��

3� ,*������	���
"���#���#"���������#�	"�
��	"�"�����#����������#���	���	"*�

#���*���"������"#"����*"��
E

� 1"�-�

,���	��	�#��-"�*�	�#�������#�"
�*"�����
#�-��
�#�#��$��	�G�

� 7����:��-�	

� '�.�
#���#��������

� 7	"����**��#"�����#�

� 1"�-��6��	


� 2"�"����1"�-��6��	


� 1""���(�#�

� 2"�"����1"�-��'����#

� �"
����#�2�#���

� �"
����#�7�	���#

� �"
����#�'����#

� ��;�-�

� ��;��;����#"�������

� ��;�(�#�/'	��

� 1"����:��-�	

� �����,���"������:��-�	

5� �"�)��4�

����
�
#��������
�#�����
#
��*�#������#��#���#�-�
�����
�#����"��#��

�	���

"�����#"��
�



Customer Service Management

5–104 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

����� ����������

��	�"���7	��"��	�:��-�	 '��
�	���*"����������	����-�	�#��#�"
���"?���#��#��

���	�

�-��)����-�	��G��������
��#�"
�*"���#����#�	����

���#��"�*�	��#"����G��������
��"#�#���	�

C	�*�	�����#��


���"�	�#��������+�1	��
#	��#����-�	������
�����-�	�

�	��#��	�	�*�	�����

��
#����� '������#��#���
"���#�
�����������#��*���
#�*�	����"#���

'���;������*�#������"���
#	��#�	��"
��
�*���
E

'$ 7�	���
���	�����#�	"�

1$ �"	��#��-�	�	��#"���	���

1� ��#����-�	�	��#"���	���

�$ D�	"�-��-�	����	��#"���	���

�� 0";���-�	����	��#"���	���

�; ��#
"������	�#"���	��#"���	���

I; �;#	�����C��
��
�����
����#	"�"#��������#�	

������#"�������C��������#�#"��
��
�������	�#���"#�

#���#����I;��;#	�����C��
����"
���
#�
#	��#�	�����
����

#���
�������"�"#������-�	��*���
#���������#
�#�

�����#���#�	��#"�����
#�	���
������
�
#���#���

�

��"�#�
�#��
����
#���������#
��"#�������*�
";��
�	

��*"����
����	����
#�-��)�#
�

'�#���6��	
 �������-�	��*����	
��

��"�#����"#�������#	��
��#"���

@�-�	�9�"#��*�2��
�	� '��
�	���*"���������<��/92=�#��#�"���#"*"�
�#�����"#��*

���
�	����#�*�	���������#��	�?���#"#���0�	��;������"#

����	��	�
��#���-�		���-�;����-"����#�	��"#�	�����	������
�

���

��
#"���(�#� �����������F
����	��	�#�����"���"
�	�#	"�������	"���#"��

��#	���,*�������#�	���	�#��"��#�"
�*"�����������#��	�*�	��

#��#�	�#���������		"���#��������"��#�����������2�
#�	

#�-��

,��#�����������2�
#�	�#�-���#�"
����-�	�"
�#��

�������F
�-�
�����	��	�#���,��#���9�"���(�#�
�#�-���"#�"


#���
#	�"��#�#"���	�#��

:���E�,*������������#������-�	��*�#�����#���"
���

���"����"�"#
�*�	�#�"
�*"����������
#��
���������*"��


(�#��C�1�
��6��	��<16(�=�����(�#��C�6��	��<�6(�=�
�

#��#�#����������;��#��#���
�������-�	��*���#���"
���

���"����"�"#
�

�#�	#���#� ��"
�"
���
#�	#���#��#��#�������#�	��������#����*��#
�*	��

#���
�
#�����#���	�#�����#��������#�	�

�#�	#��"�� ���������#��*�#"���-�#�����#�����#������#"���#��#����

��#�	�#����������#�����#������#"���#��#������

"���#��

���

������#� ������#��#��#�#�����	)��	��	��	����"���	"�����������	��	

"
������#����	���������



Resolving Calls

5–105OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

����� ����������

�����"�� ���������#��*�#"���-�#�����#�����#������#"���#��#����

��#�	�#����������#�����#������#"���#��#������

"���#��

���

'�����#�:��-�	 '�*"���#��#�"���#"*"�
����������#�"��#�������	������	�

G��������
�������*�#���*���"���*�	��#
�*�	�������#

���-�	
E

� �#����	��������#����-�	�<-�
"��



��"#��-.��#�
�-
"�"�	���	�*�;"-��*�	��#=

� ��"	��>/@����-�	�<��;"�����*��5��"�"#
=

� �C�"�"#�
��	#�������#�,�����-�	

� ����������

����*"	
#����	��#�	��*�#���������#�"��"��#�
�#���*�	��#��*

#���������#����-�	��G�����*"���#���������#�*�	��#�"��#��

>���	��'�����#"������
#��#
��	��	���

7�1'����� '������#��#���*"��
�#���#�����*�����������#"����-���*"#���	

���	���

7���#���
��	�����-�	���*	���$�#��%%%�������#"��
����

-���*"#
��	�����-�	���*	���$����#��%%%%�

7�	���#��������	�� ������	���#��������	�������	���		��#���	����#	��#����"


"
��
���#�������#��#��������#�#��-"��	�#��������#�#�

��
#�*�	�#���"���"#���-�"����	���

������#���
�	�"����	��	

�	����

1"�-� ����"*"�
����#��	�������	������	�������#�
�����-�

-"����D�"������
��	�E

G G�
��#���������#�
�����-��-"���

: :���"#�
�������#�-��-"���

$ ,#�"
��"�"-������*�	�"���"�"���

� ,#�"
��"�"-������*�	�	�������	�����"#"���

3 ,#�"
��"�"-������*�	���
#�

:�#�E�����
�$���������3�	��#������#��#�����	�"���1""��


�
#���

7����:��-�	 '����������	"��������
����
����	�

C	�*�	������	


������	��	�*�	��������-�	�����"�����#�"
�"
�#��

��
#���	����-�	��
���"�	����-�	���	�.�-����-�	�

'�.�
#���#�������� '��
�	���*"���������<
�
#���3���#����'�=�"���#"*�"����

�	"���������.�
#���#�
��������'��	"���������.�
#���#


����������#�"�
������	���	����.�
#���#�#���
�*�	���"��

����
#���	��	����"#����"��#�-���"�"-�������
�
#��

���"�
�#�����.�
#���#
�"��#���
�?������#��#�����
���"*�

"��#���
��������G���"�)���
#���	
�#�����	"������

��.�
#���#�
�������#�	�����#�����
#���	�-""��

"�
#	��#"��
�������������#�	���
��
��	��	��#���
�
#��

���"�
�#���
��������##������#��#���
���#�����	�

�"�#�

#����	��	������	��G����������		"���#�"
�
��������#�#��

��#�"�"�������



Customer Service Management

5–106 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

����� ����������

7	"����**��#"�����#� ����
�
#����
�
�#���7	"����**��#"�����#��#����#�	�"���#��

-�
���	"�������������������	"�����.�
#���#
�����������

������"��#�"
���#��"
�
#�	���"��#�����
#������
#��#
�0"�

<03��%=�

1"�-��6��	
 �������-�	��*����	
�-"���

2"�"����1"�-��6��	
 �����"�"�������-�	��*����	
�#�����	���#�����
#���	���,*

#���-"�-�����-�	��*����	
�"
��

�#����#����"�"���

���-�	��*����	
��#����#���
�
#������	��
�#�����
#���	

*�	�#����"�"�������-�	��*����	
�"�
#�����*�#���-"�-�

���-�	��*����	
�

1""���(�#� ����-""���	�#��#��#�#���
�
#����
�
�����������#"���#��

-"�-�������#������-""���	�#��"
��;�	�

���"��#��

��		�����#��#�"
�
�#����*�	�#�����������"�"#"�#"���#��

#	��
��#"���

2"�"����1"�-��'����# �����"�"��������#�	�������#�#�����	���#�����
#���	��,*

#���-"�-�������#�"
��

�#����#����"�"���������#��#��


�
#������	��
�#�����
#���	�*�	�#����"�"���������#

"�
#�����*�#���-"�-�������#����"
�����#�	�������#�"


�;�	�

���"��#�����		������*�#�����������

�"
����#�2�#��� ���#���,#���7	"�����#���	��(��"
"��
����T�"��"��#�
�#��#

#�������	"��#����"
���������������#����P�"��"��#�
�#��

*��#�	�"
�����#"�"�	�

�"
����#�7�	���# ��)��**�7	"�"���*"���"
����#���	���#���

�"
����#�'����# ���������#��*�#����"
����#����"�-����
�����
���#��#��

�����#��*�#����"
����#���#����#�)����������"
����#

�����#���"
�-�
������#���"���"��������#�	�#��	�#����#��

	������������#�

��;�-� '������#��#�"��"��#�
����#��	�#���"#���"
�
�-.��#�#��
��


#�;����������
��"#������
�
#��������#�
�#�;����#���"#��

����"*�#�����
#���	�"
��
��#�;�-��

��;��;����#"������� '��
�	���*"���������<��/�I=�#��#����#	�
�������#�;�"


�

�

��������"
#	"-�#���#��#�������	������	�	����������

�;���
��������#
�

��2���
�
�#���
����-""����	��	��
��
�#�����	�"���1""��


�
#������	�"���1""��������	���

�
�#���*���"���
�-
�#

�*�#���#�;��;����#"�������
�#��#�#���'/(�
�
#��

�	���

�
��D�"������
��	�E

� D'����
����
���;

� D'����;��;���#

� ���
���;

D D'����;

DM D'�����;������;

,*������
�����"���		��#�#�;��;����#"���������#���	�
�#

�"��#�-�����	��"�#�-��



Resolving Calls

5–107OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

����� ����������

��;�(�#�/'	�� '������#��#�"���#"*"�
���#�;��	�����	���"���	���#��#���


�������#�;�	�#�
�����#�;��"
#	"-�#"��������#�;�	�#�/�	��

��
#�-����*"����#��"������#���#�;���#��	"#"�
�<*�	

�;������
#�#�������#����"#���	��"��#	��
"#��"
#	"�#���	

�	��"���=������#��"	�	�#�
�����-����"������������
#�-��
�#

���"��#�����;�(�#�/'	���#�-��<03���=�

���"�����9����
��
������
��#�;�
�	�?�"	����#"���#�;

��#��	"#"�
���	�#�;�	�#�/�	�������	��
�����C������#�;

<D'�=�	�?�"	�
���������
"����	�#��

����
�
#����
�
�#�"
������#���	���	�������#��#���#�;

�����#�

1"����:��-�	 '��
�	���*"����������	����-�	�#��#�"
���"?���#��#��

���	�

�-��)����-�	��G��������
��#�"
�*"���#����#�	����

���#��"�*�	��#"����G��������
��"#�#���	�

C	�*�	�����#��


���"�	�#��������+�1	��
#	��#����-�	������
�����-�	�

�	��#��	�	�*�	�����

�����,���"������:��-�	 '��
�	���*"����������	����-�	�#��#�"
���"?���#��#��

���	�

�-��)����-�	��G��������
��#�"
�*"���#����#�	����

���#��"�*�	��#"����G��������
��"#�#���	�

C	�*�	�����#��


���"�	�#��������+�1	��
#	��#����-�	������
�����-�	�

�	��#��	�	�*�	�����

Processing Options for Time Entry (P17505)

What You Should Know About Processing Options
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2. Protect Time Entry Line
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3. Round Actual Hours
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4. Round Billable Hours
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5. Protect Minimum Hours and Amount
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6. Use Flex Accounting (Future)
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Setting Up Escalation Detail for Queues and Priorities
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Excluding CALLESCAL from the Start Escalation Monitor
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Processing Options for Process Master

Composer

1. Composer                                         ____________
      1 = Enabled
      Blank = Disabled

Graphics

1. Graphical Design Tool                            ____________

      1 = Enabled
      Blank = Disabled

Processing Options for Work With Queues

Versions

Enter the Version for the following
    programs.  If left blank, the
    version in the parentheses will be
    the default value.

      1.  Address Book MBF                          ____________
      P0100041 (ZJDE0001)

Default

      1. Document Type                              ____________

Display

      1. Display Call Queues or Service             ____________
      Order Queues.
      Blank = Service Order Queues.
      1= Call Queues.
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Billing for Calls
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Setting Up AAIs for Calls
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Hierarchy for G/L Class Codes for Calls
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Generating the Call Workfile
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Processing Options for Call Workfile Generation (R17675)
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Defaults Tab
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Reviewing Call Management Reports
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Processing Options for Call Detail/Summary Report

Defaults

1. Print Product Model or Item Number               ____________
      Blank = Product Model
      1 = Item Number

2. From Date                                        ____________

3. Thru Date                                        ____________
      Blank = Today’s date

Print

1. Print Report                                     ____________
      Blank = Print Call Summary Report
      1 = Print Call Detail Report
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Processing Options for Call Statistics by Assignee

Defaults

1. From Date                                        ____________

2. Thru Date                                        ____________
      Blank = Today’s date

3. Call Type for Handled Live                       ____________

4. Closed Call Status                               ____________

Reviewing the Call Statistics by Product Report
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Processing Options for Call Statistics by Product

Defaults

1. From Date                                        ____________

2. Thru Date                                        ____________
      Blank = Today’s date

3. Call Type for Handled Live                       ____________

4. Closed Call Status                               ____________
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Processing Options for Call Duration Statistics by Products

Defaults

1. From Date                                        ____________

2. Thru Date                                        ____________
      Blank = Today’s date

3. Call Type for Handled Live                       ____________

4. Closed Call Status                               ____________

Reviewing the Call Print Report
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Processing Options for Print Call

Print

1. Print Media Object                               ____________
      Blank = Do not Print Media Object
      on Report
      1 = Print Media Object on Report
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REGISTRATION CARD

SERVICE CALL
Sound doesn’t work”
CSR is not able to
resolve issue over
phone

WARRANTIES
BASE: 90 days parts and labor
EXTENDED: 3 years parts/labor
($500 at the time of purchase)

INSTALLED BASE
� Item Number: 2000

� Sold To: 4242

� Sales Order Number: 2550
� Description: Color TV

ADDRESS BOOK

� Both cover calls and Service Orders

SERVICE ORDER CREATED

� TV Fixed Depot Repair
� KB: Attached Symptoms, Issues,
Resolution Codes and Pareto
Analysis

� Tickler Call Back scheduled by
CSR to ensure satisfaction
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Processing Options for Work With Service Order History

Process

1. Beginning Status for History                     ____________

2. Ending Status for History                        ____________

3. Number of Days of History to Display             ____________
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What You Should Know About Processing Options
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Hierarchy for the Responsible Business Unit for Service Orders
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Processing Options for Work with Service Orders

Defaults 1

Enter the Default Category Codes to be
    used to Search for Work Orders

1. Phase                                            ____________

2. Category Code 02                                 ____________

3. Category Code 03                                 ____________

4. Category Code 04                                 ____________

5. Category Code 05                                 ____________
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6. Category Code 06                                 ____________

7. Category Code 07                                 ____________

8. Category Code 08                                 ____________

9. Category Code 09                                 ____________

10. Category Code 10                                ____________

Defaults 2

Enter the Default Values to be used to
    Search for Work Orders.

1. From Status Code W.O.                            ____________

2. Thru Status Code W.O.                            ____________

3. Type – W.O.                                      ____________

4. Document Type                                    ____________

5. Models                                           ____________
      Blank = Do not include models
      1 = Include models

Defaults 3

Enter the default address book numbers
    to be used to search for work
    orders.

1. Job or Business Unit                             ____________

2. Originator                                       ____________

3. Customer                                         ____________

4. Planner                                          ____________

5. Supervisor                                       ____________

Versions

Enter the version of the following
    applications to call. Leave blank to
    use the default version defined in
    parentheses.

1. Work Order Print – R48425 (XJDE0001)             ____________

2. Completed PM – P12071 (ZJDE0001)                 ____________

3. Parts List – P3111 (ZJDE0001)                    ____________

4. Routing Instructions – P3112                     ____________
    (ZJDE0001)

5. Inventory Issues – P31113 (ZJDE0002)             ____________

6. Time Entry – P311221 (ZJDE0001)(CSMS             ____________
    Only)

7. Work With Returned Material                      ____________
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    Authorization
      P40051 (ZJDE0001)
      (CSMS Only)

8. Open Purchase Order – P4310                      ____________
    (ZJDE0011)

9. Returned Material Authorization                  ____________
    Revisions Version – P400511
      (CSMS Only)

10. On Line Service Order Quote – P17717            ____________
    (ZJDE0001)
      (CSMS Only)

11. Time Entry By Employee –                        ____________
    P051121(ZJDE0001)

WO Entry

1. Choose the work order entry program              ____________
    to call when adding or selecting a
    work order. This entry program will
    also decide which UBE will be called
    for printing.

’1’ – Equipment Work Orders
      (P48011)

’2’ – Service Work Orders
      (P17714)

’3’ – Project Task Details
      (P48014)

’4’ – Tenant Work Orders (P15248)

2. Enter the version of the selected                ____________
    work order entry to call. Leave
    blank to use default version defined
    in parentheses.
      Work Order Entry (ZJDE0001)

Process

1. Enter a ’1’ to highlight the priority            ____________
    field within the grid. Leave blank
    to not highlight.

2. Customer Self-Service Functionality              ____________
      Blank = Bypass Customer
      Self-Service functionality.
      1 = Activate Customer Self-Service
      functionality for use in
      Java/HTML.
      2 = Activate Customer Self-Service
      functionality for use in Windows.

What You Should Know About Processing Options
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11. Symptoms Default
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6. Required Phone Number
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7. Work with Service Order History (P17715) Version
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2. Default Standard Parts
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4. Service Order Approval Type
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5. Service Order Cross Reference
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6. Entitlement Checking
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6. Equipment Repair History (P17715)
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9
��#�"
��	���

"�����#"���#��
���"*��#�����	
"���#��#�#���
�
#����
�
���������

����

�#�����	)��"#��(��#"���2�
#�	��	��	���

,*����������#�"
���#"���-��)��#���
�
#����
�
���	
"���H������$�

12. Bill of Material Revisions (P3002)

9
��#�"
��	���

"�����#"���#��
���"*��#�����	
"���#��-���
���*�	�1"��*�2�#�	"�

(��"
"��
�<7 ���=��,*����������#�"
���#"���-��)��#���
�
#����
�
�H������$�

13. Service Provider Address Book (P01012)
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9
��#�"
��	���

"�����#"���#��
���"*��#�����	
"���#��-���
���*�	��?�"����#

�#�#�
�6"
#�	��<7$ �!=��,*����������#�"
���#"���-��)��#���
�
#����
�
���	
"��

H������$�

18. Credit Check (P42050)

9
��#�"
��	���

"�����#"���#��
���"*��#�����	
"���#��-���
���*�	��	��"#�����)

<73��5�=��,*����������#�"
���#"���-��)��#���
�
#����
�
�H������$�



Working with Service Orders

6–43OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

19. Quick Customer/Contact Add

9
��#�"
��	���

"�����#"���#��
���"*��#�����	
"���#��-���
���*�	�B�"�)

��
#���	/���#��#�'���<7�$�$5=��,*����������#�"
���#"���-��)��#���
�
#����
�


H������$�

20. Customer Address Book
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21. Call Entry – Customer (P17501)
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22. Call Entry – Caller (P17501)
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23. Equipment Search/Select (P17012S)
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8. Category Code 8
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10. Category Code 10
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3. Process Settlements
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5. Settle Prepayment Transactions (R004202) version
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6. Override Next Status for Authorized Transactions (FUTURE)
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7. Override Next Status for Settled Transactions  (FUTURE)
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Processing Options for Work Order Parts List

MFG Edits

1. Allow attaching Parts List at prior              ____________
    revision levels

2. Enter the Cross-Reference Code for               ____________
    retrieving item replacements for
    obsolete items

3. Enter a ’1’ to allow selection of                ____________
    components for inclusion on the
    parts list when performing a Copy.
    If left blank, all components will
    be included on the parts list.

Process MFG

1. Enter a ’1’ to create Routings when              ____________
    creating Parts List

2. Enter the substitute processing                  ____________
    method.

’1’ – Use substitutes for shortages.
    (Commitment processing will be used
    if ’1’ is selected.)

’2’ – Display the Substitute
    Availability Window when substitute
    quantity can cover the shortage.
    If left blank, substitute processing
    will not be done.

3. Enter a ’1’ to bypass commitment                 ____________
    processing. If left blank,
    commitments will be processed per
    Commitment Control in Manufacturing
    Constants (F3009).

4. Enter a ’1’ to copy the component’s              ____________
    generic text to the work order parts
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    list.

Warehousing

1. Enter the request processing mode:               ____________
’ ’ = No pick request
’1’ = Generate request only
’2’ = Generate request and process

      using subsystem

2. If processing pick requests through              ____________
    the subsystem, enter the version of
    Location Selection to use. If blank,
    XJDE0007 is used. (R46171)

3. Enter the default staging location               ____________
    for moving goods out of the
    warehouse. The parts picked from the
    warehouse are staged at this
    location prior to use within
    manufacturing.

4. Enter a ’1’ if the default staging               ____________
    location should be checked for
    availability. If the part is
    available at the staging location a
    request will NOT be generated. This
    option only applies to parts without
    work center locations.

Versions

Enter the version of the following
    applications. If left blank, the
    version in parenthesis will be used.

1. Work Order Routings – P3112                      ____________
    (ZJDE0001)

2. Work Order Inventory Issues – P31113             ____________
    (ZJDE0001)

EM Edits

1. Enter a ’1’ to require the entry of              ____________
    the Required Date. Leave blank to
    allow a blank required date.

Purchase Order Information

2. Enter a ’1’ to allow Purchase Orders             ____________
    to be created.

3. Enter the Parts List Status Code to              ____________
    signify that a Purchase Order has
    been created.

4. Enter a ’1’ to consolidate all                   ____________
    messages onto one Purchase Order by
    vendor.

EM Versions

Enter the version of the following
    applications. If left blank, the



Customer Service Management

6–54 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

    version in parenthesis will be used.

1. Supplier Master – P01054 (ZJDE0001)              ____________

2. Open Order Inquiry – P430301                     ____________
    (ZJDE0006)

3. Supply and Demand Inquiry – P4021                ____________
    (ZJDE0003)

4. Item Availability by Time – P3413                ____________
    (ZJDE0002)

5. Purchase Order Entry – P4310                     ____________
    (ZJDE0001)

Export

1. Enter the Transaction Type for the               ____________
    export transaction. If left blank,
    export processing will not be
    performed.

2. Enter a ’1’ to write the before image            ____________
    for a change transaction. If left
    blank, the before image will not be
    written .

Exchanging a Piece of Equipment
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Processing Options for Work Order Routing

Process

1. Create Parts List                                ____________
      Blank = No Parts List.
      1 = Parts List.

1. Operation’s Generic Text                         ____________
      Blank = Does not copy to the work
      order routing.
      1 = Copies to the work order
      routing.

Export

1. Transaction Type                                 ____________
      Enter the Transaction Type for the
      export transaction.
      Blank = Export processing will not
      be performed.

Versions

1. Capacity Load program (P3313)                    ____________
      Blank = ZJDE0003
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Reviewing the Status History of a Service Order
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Processing Options for Service Order Status History

Process

1. Enter a ’1’ to protect the Remarks
    field. Enter a ’2’ to protect the
    Remarks field if it is not blank.
    Leave blank to allow modifications
    to the Remarks field.

      Protect Remarks                               ____________

2. Enter the Work Day Calendar to use
    for the calculation of the number of
    days for Equipment Analysis.

      Work Day Calendar                             ____________

3. Enter the primary product for this
    version. Enter a ’1’ for Equipment
    and ’2’ for CSMS.

      Select Product                                ____________

Reviewing Service Order Parts Lists
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Processing Options for Service Order Parts List Inquiry

Versions

If blank, version ’ZJDE0001’ will be
    used.

1. Purchase Order Inquiry Version                   ____________

2. Supply/Demand Version                            ____________
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Reviewing Costs by Parent Service Order
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Processing Options for Work Order Inventory Issues

Edits

1. Document Type                                    ____________

2. Work Order Status Code                           ____________

3. Material Status Code                             ____________

4. Work Order Status Code Limit                     ____________

5. Negative Quantity on Hand                        ____________

6. Item Sales History                               ____________

7. Lot Hold Codes

      a. Lot Hold Code #1                           ____________
      b. Lot Hold Code #2                           ____________
      c. Lot Hold Code #3                           ____________
      d. Lot Hold Code #4                           ____________
      e. Lot Hold Code #5                           ____________
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8. Unplanned Issues                                 ____________

9. Purchase Order Document Type                     ____________

10. Receipt Routing Route Type (FUTURE)             ____________

11. Route Type                                      ____________
      (FUTURE)

Display

1. Issue Type Code                                  ____________

2. Operation Sequence                               ____________

3. Requested Date                                   ____________

4. Lot Number                                       ____________

5. Issue Material For                               ____________

6. Apply Shrink to Issue Quantity                   ____________
      1 = Apply
      Blank = Do not apply

7. Apply Yield to Issue Quantity                    ____________
      1 = Apply
      Blank = Do not apply

Versions

1. Shortage Maintenance (P3118)                     ____________

2. Open Purchase Orders (P3160W)                    ____________

3. PO Receipts (P4312)                              ____________

4. Movement and Disposition (P43250)                ____________

Equipment Mgt

1. Equipment/Plant Management                       ____________

2. Work Order Number                                ____________

Interop

1. Transaction Type                                 ____________

What You Should Know About Processing Options
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Reviewing and Approving Inventory Journal Entries
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Posting Inventory to the General Ledger
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Processing Options for General Ledger Post Report

Print

1) Enter which Account Number to print
    on the report. ’1’ = Structured
    Account; ’2’ = Short Account ID; ’3’
    = Unstructured Account; ’ ’ =
    Default Account Format.

      Account Format                                ____________

Versions

1) Enter a version of the Detailed
    Currency Restatement (R11411) to
    execute. If left blank, Detailed
    Currency Restatement entries will
    not be created. (i.e. ZJDE0001)

      Detailed Currency Restatement                 ____________
      Version

2) Enter a version of the Fixed Asset
    Post (R12800) to execute. If left
    blank, Fixed Asset Post will not be
    executed. (i.e. ZJDE0001)

      Fixed Asset Post Version                      ____________

3) Enter a version of the 52 Period Post
    (R098011) to execute. If left blank,
    52 Period Post will not be executed.
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    (i.e. ZJDE0001)

      52 Period Post Version                        ____________

Edits

1) Enter a ’1’ if you wish to update
    Account ID, Company, Fiscal Year,
    Period Number, Century, and Fiscal
    Quarter in records being posted,
    prior to editing and posting the
    records.

      Update Transaction                            ____________

Taxes

1) Enter when to update the Tax File
    (F0018). ’1’ = V.A.T. or Use Tax
    only; ’2’ = for all Tax Amounts; ’3’
    = for all Tax Explanation Codes; ’ ’
    = no update to Tax File (Default).

      Update Tax File                               ____________

2) Adjust V.A.T. Account for Discount
    Taken. The Tax Rules file must be
    set to Calculate Tax on Gross
    Amount, including Discount and
    Calculate Discount on Gross Amount,
    including Tax. Tax explanation must
    be a ’V’.

’1’ = Update VAT only; ’2’ =                  ____________
      Update VAT, Ext. Price and
      Taxable. (for discounts taken)

3) Adjust V.A.T Account for Receipt
    Adjustments and Write Offs. Tax
    explanation must be a ’V’.

’1’ = Update VAT only; ’2’ =                  ____________
      Update VAT, Ext. Price and
      Taxable. (for receipt adjustments
      and write offs)

Process

1) Enter a ’1’ if you wish to explode
    parent item time down to the
    assembly component level. Component
    billing rates will be used. (This
    applies to batch type ’T’ only.)

      Explode parent item time.                     ____________

Cash Basis

1) Enter a ’1’ to create and post Cash
    Basis accounting entries. (Applies
    to batch types G, K, M, W, R only.)

      Cash Basis Accounting                         ____________

2) Enter units ledger type for Cash
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    Basis Accounting entries. (Default
    of blank will use ”ZU“ ledger type.)

      Units Ledger Type                             ____________

3) Enter a version of ”Create Cash Basis
    Entries“ (R11C850) to execute.
    (Default of blank will use version
    ZJDE0001.)

      Cash Basis Accounting Version                 ____________

Entering Time
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Processing Options for Work Order Time Entry

Display

1. Enter a ’1’, for the screen to be                ____________
    displayed in Order Number format. If
    left blank, the screen will be
    displayed in Employee format.

Defaults

1. Enter the Document Type associated               ____________
    with Shop Floor Activity.

Edits

1. Enter the Status Code beyond which               ____________
    Shop Floor Activity cannot be
    entered.

2. Enter a ’1’ to verify that, for a                ____________
    given operation, the total of the
    quantity completed plus scrapped
    does not exceed the ’Quantity At
    Operation’. If left blank, the
    verification is not performed.

3. Enter a ’1’ to block employee rate               ____________
    being written to screen. Leave blank
    to show employee rates.

Versions

Enter the version for each application.
    If left blank, ZJDE0001 will be
    used.

1. Test Results Revisions (P3711)                   ____________

2. Manufacturing Scheduling Workbench               ____________
    (P31225)

3. Production Status (P31226)                       ____________

4. Hours and Quantities Update (R31422)             ____________
    (Default – XJDE0001)
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Working with Hours and Quantities
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Updating Hours and Quantities
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Processing Options for Hours and Quantity Update

Interop

1. Transaction Type                                 ____________
      A specific transaction type
      Blank = No outbound transaction
      processing

2. Outbound Subsystem UBE                           ____________
      1 = The UBE will be called
      Blank = The UBE will not be
      called

CSMS

1. CSMS Journal Entries                             ____________
      1 = Create CSMS journal entries
      Blank = Do not create CSMS
      journal entries

2. Flex Accounting                                  ____________
      1= Use flex accounting
      Blank = Do not use flex
      accounting

3. General Ledger Date                              ____________
      A specific date
      Blank = Use today’s date

4. Subledger                                        ____________
      1 = Default order number
      Blank = Do not default order
      number

5. Document Type                                    ____________
      A specific document type
      Blank = Default ’IH’

Reviewing and Approving Cost Routing Journal Entries
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Print

1) Enter which Account Number to print
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    on the report. ’1’ = Structured
    Account; ’2’ = Short Account ID; ’3’
    = Unstructured Account; ’ ’ =
    Default Account Format.

      Account Format                                ____________

Versions

1) Enter a version of the Detailed
    Currency Restatement (R11411) to
    execute. If left blank, Detailed
    Currency Restatement entries will
    not be created. (i.e. ZJDE0001)

      Detailed Currency Restatement                 ____________
      Version

2) Enter a version of the Fixed Asset
    Post (R12800) to execute. If left
    blank, Fixed Asset Post will not be
    executed. (i.e. ZJDE0001)

      Fixed Asset Post Version                      ____________

3) Enter a version of the 52 Period Post
    (R098011) to execute. If left blank,
    52 Period Post will not be executed.
    (i.e. ZJDE0001)

      52 Period Post Version                        ____________

Edits

1) Enter a ’1’ if you wish to update
    Account ID, Company, Fiscal Year,
    Period Number, Century, and Fiscal
    Quarter in records being posted,
    prior to editing and posting the
    records.

      Update Transaction                            ____________

Taxes

1) Enter when to update the Tax File
    (F0018). ’1’ = V.A.T. or Use Tax
    only; ’2’ = for all Tax Amounts; ’3’
    = for all Tax Explanation Codes; ’ ’
    = no update to Tax File (Default).

      Update Tax File                               ____________

2) Adjust V.A.T. Account for Discount
    Taken. The Tax Rules file must be
    set to Calculate Tax on Gross
    Amount, including Discount and
    Calculate Discount on Gross Amount,
    including Tax. Tax explanation must
    be a ’V’.

’1’ = Update VAT only; ’2’ =                  ____________
      Update VAT, Ext. Price and
      Taxable. (for discounts taken)
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3) Adjust V.A.T Account for Receipt
    Adjustments and Write Offs. Tax
    explanation must be a ’V’.

’1’ = Update VAT only; ’2’ =                  ____________
      Update VAT, Ext. Price and
      Taxable. (for receipt adjustments
      and write offs)

Process

1) Enter a ’1’ if you wish to explode
    parent item time down to the
    assembly component level. Component
    billing rates will be used. (This
    applies to batch type ’T’ only.)

      Explode parent item time.                     ____________

Cash Basis

1) Enter a ’1’ to create and post Cash
    Basis accounting entries. (Applies
    to batch types G, K, M, W, R only.)

      Cash Basis Accounting                         ____________

2) Enter units ledger type for Cash
    Basis Accounting entries. (Default
    of blank will use ”ZU“ ledger type.)

      Units Ledger Type                             ____________

3) Enter a version of ”Create Cash Basis
    Entries“ (R11C850) to execute.
    (Default of blank will use version
    ZJDE0001.)

      Cash Basis Accounting Version                 ____________
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Billing and Paying Service Orders
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Understanding Service Order Billing in CSMS
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Processing Options for CSMS Service Order Workfile Generation

Process

1. Enter a ’1’ to run in Final mode.                ____________
    Final mode will update all records.
    If left blank, no records will be
    updated except in the following
    situation: If processing options
    were set to calculate the Actual
    Billable Amount or Actual Payable
    Amount in the Parts List or the
    Routing Instructions then those
    records will be updated with the
    calculated amount but no billable or
    payable records will be created.

2. Enter a ’1’ to write errors to                   ____________
    report. If left blank, errors will
    be written to the Work Center.

3. Bill Service Orders                              ____________
      Blank = Bill Service Orders
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      1 = Do NOT Bill Service Orders

4. Pay Service Orders                               ____________
      Blank = Pay Service Orders
      1 = Do NOT Pay Service Orders

Billables

1. Enter the appropriate value for how              ____________
    to price Parts and Routings that do
    not have Actual Billable Amounts
    yet.

2. Billable Subledger Default                       ____________
      Blank = No Default
      1 = Service Order Number
      2 = Customer Number
      3 = Site Number
      4 = Short Item Number
      5 = Contract Number
      6 = Equipment Number

3. Date Billed                                      ____________
      Blank = Use System Date
      1 = Use Estimated Start Date on
      Service Order

Payables

1. Enter the appropriate value for how              ____________
    to price Parts and Routings that do
    not have Actual Payable Amounts yet.

2. Payable Subledger Default                        ____________
      Blank = No Default
      1 = Service Order Number
      2 = Customer Number
      3 = Site Number
      4 = Short Item Number
      5 = Contract Number
      6 = Equipment Number
      7 = Service Provider Number

3. Date Paid                                        ____________
      Blank = Use System Date
      1 = Use Estimated Start Date on
      Service Order

Vertex

These processing options only pertain if
    Vertex’s Quantum Sales and Use Tax
    Software (3rd party tax software)
    has been implemented.

Billables:

1. Enter the appropriate Transaction                ____________
    Type for taxing billable Parts when
    using Vertex. If left blank,

“SERVIC” will default.

2. Enter the appropriate Transaction                ____________
    Type for taxing billable Routings.
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    If left blank, “SERVIC” will
    default.

3. Enter the appropriate Transaction                ____________
    Type for taxing Flat Rate billings
    when using Vertex. If left blank,

“SERVIC” will default

Payables:

1. Enter the appropriate Transaction                ____________
    Type for taxing payable Parts when
    using Vertex. If left blank,

“SERVIC” will default.

2. Enter the appropriate Transaction                ____________
    Type for taxing payable Routings
    when using Vertex. If left blank,

“SERVIC” will default.

3. Enter the appropriate Transaction                ____________
    Type for taxing Flat Rate payables
    when using Vertex.



Returned Material Authorization



Customer Service Management

6–104 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf



7–1OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

Returned Material Authorization

'�(�#�	����2�#�	"��'�#��	"A�#"���<(2'=�"
�������	����*	���#���
���"�	�*�	�#��

��
#���	�#��	�#�	��"����#�	��*�	��	��"#��	��������#���	�	���"	������
�
#��

�	��#�
������#��	"A�#"������-�	�*�	�#���
���"�	�#��#	��)�#���	�#�	���*�#��

"����#�	�����"
�"
��
��)������
�(�#�	����>���
�'�#��	"A�#"���<(>'=�

(�#�	������#�	"����#��	"A�#"���"�����
�#���*���"���#�
)
E

� ��##"������(2'���*��#


� ��	)"����"#��(�#�	����2�#�	"��'�#��	"A�#"��


����������	��#�����(2'�������	��#������	���
���	��	�#��	���"���#�����

�	����#�������
��
��	��	�#��
�"����	��������#���	�"�
#�����*�
�"��"����

	��������#��	����#�����������	��#�����	��"#��	��	��G�������"��"��#������#��


�
#����	��#�
���	���
���	��	
�����
��
��	��	
�-��
�##"�������	���

"�����#"��


*�	���	
"��
��*����
��	��	���#	��<73�$�=�����7�	���
���	��	���#	��<73 $�=����


���"*�"���#��
����	
"��
�"��(�#�	��2�#�	"�
�'�#��	"A�#"���(��"
"��
��	��	��

<73��5$=�



Customer Service Management

7–2 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

����*���"����	���"��"�
#	�#�
�����;������*����������������"������;"���


�	�"���	��������"#��#������
��*���2��*���#"���"#�����2���#""A�
���
#���	

�����	����#�"�*�	��#"���#��#�������#�	������"���	��	�#�����	�#���**"�"��#����

��
#C�**��#"���
�	�"����	���

�
�

,��#�"
��;���������"�
#����-�
��	���	������-�
����		��#��	���	����	���	��#��

���������
����������#�	����"#�	�#����
#���	�3�3��������#�����
#���	���


�"#�����"

����#�����
#���	�
�	�"���	��	�
��#�#"���<��(=�"
��-��#��	�
����#��

"

���-�
�������	��"��
���
��"#����		�
����"���
���#��
��"

��
�����

	�
��#"��
��,*�#�����(�"
����-��#��	�
����#���"

����#�����(������	��#���

(�#�	����2�#�	"�
�'�#��	"A�#"����-����"���#�����
#���	�����	�#�	��#���*��#�

���"#�	�����	���"�����	��������#�

CHECK BASE WARRANTY

SERVICE CALL
� “My monitor is down”
� CSR Knowledge Base:

� Make sure plugged in, check
contrast, etc.

SERVICE CONTRACT
One year
100% parts and labor
Covers Service Calls and Service
Orders

INSTALLED BASE (Inventory,
Address Book, Sales Order)

� Item Number: 1000
� Sold To: 4242

� Sales Order Number: 1550
� Description: Computer

IF CUSTOMER SERVICE REPRESENTATIVE
CANNOT SOLVE ON LINE

RMA CREATED
Purchase Order to receive old monitor,

Sales Order to send a new monitor
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Processing Options for Return Material Authorization Revisions

Defaults

1. Enter the default RMA document type.             ____________

2. Enter a ’1’ to default the Service               ____________
    Order Number to the Sales Order
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    Subledger Field.

3. Enter a ’1’ to default the Inventory             ____________
    Item Number for Receipt from the
    Service Work Order Header.

4. Enter a ’1’ to default the Inventory             ____________
    Item Number for Shipment from the
    Service Work Order Header.

5. Enter a ’1’ to default the Equipment             ____________
    Number for Receipt from the Service
    Work Order Header.

6. Enter a ’1’ to default the Equipment             ____________
    Number for Shipment from the Service
    Work Order Header.

7. Line Type For Credit Memo                        ____________

Edits

1. Enter a ’1’ if Service Order Number              ____________
    is required

2. Enter a ’1’ if Call Number is                    ____________
    required

Versions

1. Enter the version of Credit Memo                 ____________
    (P42025) to be used. If left blank,
    version ZJDE0001 will be used.

2. Enter the version of Quick Customer              ____________
    Add (P01015) to be used. If left
    blank, version ZJDE0001 will be
    used.

3. Enter the version of Work With Work              ____________
    Orders (P48201) to be used. If left
    blank, version ZJDE0002 will be
    used.

4. Enter the version of Work With Calls             ____________
    (P17500) to be used. If left blank,
    version ZJDE0001 will be used.

5. Enter the version of OnLine Invoice              ____________
    Inquiry (P42230) to be used. If left
    blank, version ZJDE0001 will be
    used.

6. Enter the version of Shipment                    ____________
    Confirmation (P4205) to be used. If
    left blank, version ZJDE0001 will be
    used.

7. Enter the version of Purchase                    ____________
    Receipts Inquiry (P43214) to be
    used. If left blank, version
    ZJDE0001 will be used.

8. Enter the version of Item                        ____________
    Availability (P41202) to be used. If
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    left blank, version ZJDE0001 will be
    used.

9. Enter the version of Item Cross                  ____________
    Reference (P4104) to be used. If
    left blank, version ZJDE0001 will be
    used.

10. Enter the version of Purchase Order             ____________
    Receipt Entry (P4312) to be used. If
    left blank, version ZJDE0001 will be
    used.

11. Enter the version of Open Order                 ____________
    Inquiry (P4310) to be used. If left
    blank, version ZJDE0001 will be
    used.
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Processing Options for Work with Return Material Authorization

Default

1. RMA Document Type                                ____________

Versions

Enter the PO version for the following
    programs. Leave blank to use the
    default version defined in
    parentheses.

1. RMA Revisions – P400511 (ZJDE0001)               ____________

2. Shipment Confirmation – P04205                   ____________
    (ZJDE0001)

3. Receipt Entry – P4312 (ZJDE001)                  ____________

4. SO Entry – P4210 (ZJDE0001)                      ____________

5. PO Entry – P4310 (ZJDE0001)                      ____________

6. Service Work Order Revisions – P17714            ____________
    (ZJDE0001)

7. On-Line Invoice – P42230 (ZJDE0001)              ____________

8. Purchase Receipts Inquiry – P43214               ____________
    (ZJDE0001)

9. PO Receipts – P4312 (ZJDE0001)                   ____________

10. Work With Work Orders – P48201                  ____________
    (ZJDE0002)

11. Work With Calls – P17500 (ZJDE0001)             ____________

12. Work With Installed Base – P1701                ____________
    (ZJDE0001)

13. Print Pick Slips – R42520 (XJDE0001)            ____________
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Running the RMA – Sales Order Update Program
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Processing Options for RMA – Sales Order Update

Process

For Inventory Items that have not been
    received.

1. Enter the Next Status to which                   ____________
    Related Sales Orders for Inventory
    Item Numbers not Received will be
    changed.

2. Enter the Next Status to which                   ____________
    Related Sales Orders for Inventory
    Item Numbers Received will be
    changed.

Versions

Enter the version of the following
    applications to call. Leave blank to
    use the default version defined in
    parentheses.

1. Sales Order Entry – P4210                        ____________
      (ZJDE0001)
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Setting Up Knowledge Management Codes
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Processing Options for Knowledge Base Codes

Defaults

1. Knowledge Type                                   ____________
      Blank = All
      1 = Symptom
      2 = Analysis
      3 = Resolution

2. Knowledge Base Code CC1                          ____________

3. Knowledge Base Code CC2                          ____________

4. Knowledge Base Code CC 3                         ____________

5. Knowledge Base Code CC 4                         ____________

6. Knowledge Base Code CC 5                         ____________
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Processing Options for Knowledge Base Symptoms, Analysis &&
Resolution

Defaults

      Calling System (blank, C or S)                ____________
      Document Type                                 ____________
      Knowledge Type                                ____________
      Knowledge Base Tree Name                      ____________
      Created by user                               ____________
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Setting Up Customer Self-Service in CSMS
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'*#�	�����
�#������
#���	
�"��#���'��	�

�1��)�
�
#����"#��'/(�������2�

"�*�	��#"����������
#�
�#�����
�	��	�*"�
�#��#�"�"#����	���
#���	
F�����

�#�

#��������	��
�
#����G��	���
#���	
��"���#�-���-��#���������"#���#��

�	�*"��

,��#���9
�	�7	�*"�����������"��"��#������
#���	F
��
�	�,�����

��	������

�	�*�	����
��
�����
����������������"A�#"���"�*�	��#"����,��#���9
�	�7	�*"��

������
#�
���"*��#�����
#���	���*C��	�"��������<>$!$5=�
��#��#����	���
#���	

��������

�����#����	��	��
�#��#������-�������"*"���*�	���-C-�
��

#	��
��#"��
�

�����������#�	���
#���	���*C��	�"������#�����-���������������*	���

-�#�����#�����������"��#"��
������
�
#���
#�	�
��	����#�
���#"��
����

��
#���	�"�*�	��#"���"��������	���������,��#�"
���������	���
#���	
�����

-�#��������"��#"��
������
�
#�����"�#�"�
�#�����		��#����#��#
��*�#��

��
#���	F
��	��	�"��#���������*"��

����
�
#�������	�#�
�����	��	�-�
������#�����
#���	�"�*�	��#"���#��#�"


"���#"*"�����	"���
"��C�������#����	����#
�#��#�#�����
#���	�����
�
�#������#�

����	��	��'��"#"������#�����
#���	�����	��"����	����#�"�*�	��#"����
�����


�	"����������"�-""#����"#���#�����	�#"�������	��	�

See Also

� �������������������������������%����������"�"��#���%����������"������

� ���������	�
���������������������!���������*�	���	��"�*�	��#"����-��#

��#�	"���-�
"�����	�

�-��)�������2���;#��
"���"�*�	��#"���*�	����	

��
#���	


� �����!��������"��#����(�����%��������������������*�	���	��"�*�	��#"��

�-��#�
���	"#�������
�	��	�*"�


Setting Up Default Branch/Plants by User ID

1��
�##"��������*��#����#"���"�*�	��#"���������

"���-	����/���#
�#�����	

��
#���	
������#"���#��#�#���������#�����	���-
"#��

��������	���
#���	
�"�?�"	������	����#
���	"�"�����������"�-""#���#���
�
#��

	�#	"���
�#���"�*�	��#"���-�
������#���-	����/���#�*	���#�����*��#

-	����/���#��

"�����#��#����
�	�,��



Setting Up Customer Self-Service in CSMS

9–5OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

$����������2��������
*'��������������#/

0	���#������
��	��	�2��������#���#��������<>3�3$=������
����*��#

@���#"�������7	"�#�	
�

$� �����	)��"#����*��#�@���#"��
�����7	"�#�	
���"�)�'���

�� �����*��#�@���#"�������'��	����������#��#���*���"���*"��
������"�)

�4E

� ��	�"��/9
�	�,�

� 1	����/7��#

����� ����������

��	�"��/9
�	�,� ������	)
#�#"���,�����-�	�



Customer Service Management

9–6 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

����� ����������

1	����/7��# '����������	"��*"���#��#�"���#"*"�
���
���	�#����#"#�

�"#�"����-�
"��

�*�	���"����������#�#��#	��)���
#
��0�	

�;��������-�
"��

���"#��"��#�-������	����
�����#"���

.�-���	�.��#����	)����#�	��-	�������	����#�

G��������

"�����-�
"��

���"#�#����������	��"���"����*";��

�

�#���������������
������*�	���	��
�
��*�	�
���
"-""#�

	���	#"����0�	��;������#���
�
#����	��"��
�	���	#
��*

�����������#
�����-������������#
�	���"��-��-�

-�
"��

���"#
�#��#	��)��?�"����#�-��	�
���
"-�

����	#���#�

����	"#��*�	�#�"
�*"��������	����#�����*	������#"��

-�
"��

���"#
�*�	���"�����������������#��	"#��

:�#�E�����
�
#����
�
�#���.�-����-�	�*�	�.��	�����#	"�


"*����������#���#�	��������"��#���'',�#�-��

Activating Customer Self-Service

����������	��#����������	�6�2@���-����"	�����#��"#��#��������	�

���"��#"��
��������
#���#"��#��#�����
#���	���*C��	�"����	���

"�����#"��
�*�	

#���*���"����	��	��
E

� ��
#���	������#	��<7$!5�$=

� ��	)��"#����
�<7$!5��=

� ��	)��"#����	�"�����	)��	��	
�<73���$=

� ��	�"�����	)��	��	�(��"
"��
�<7$!!$3=

� �?�"����#����	�����������#��	��	���<7$!�$��=�

����"*��#�����	
"����*��?�"����#����	�����������#�<7$!�$��=�"��#��

��	
"����*���	�"�����	)��	��	�(��"
"��
�<7$!!$3=�#��#�"
�
�#����*�	

��
#���	���*C��	�"���

� ��	)��"#����#"#����#�,�?�"	��<7$!� =

�����������#"��#��#����	���

"�����#"��
�*�	���
#���	���*C��	�"���*��#�	�
��#��


�
#����"
���
�����#���*"��
�*�	���
��
�	�"����	��	���#	����	��	�"�?�"	���"#��

"�*�	��#"����������
#���	�"�*�	��#"���#��#��	���
�*��#�����	���
#���	
�



9–7OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

Working with Calls on the Web

'
���	#��*����	��������F
���
#���	�
�	�"���
��#"�������������	��"�����
#���	


�	�"������	�#�����-����
#���	���*C��	�"���*�	���2�����
����	���
#���	
�#�

��#�	�	�?��
#
�*�	�#����"����

"
#������	��	����#�"�*�	��#"�����	�#��	���	#��

�	�-����#�#��"	�������"������,�
#�����*����"�����#�����������#������
#���	


�	�"������#�	���	"�����	���-�
"��

����	
�����	���
#���	�������#�	�#�������	

	��"���#���
#�#�
��*�������#�����#"���#��#�"
�������"��#���"#���#���"#"���"���

������?�����*�	���
#���	�
�	�"���

��	)"����"#����
����#�����-�"�����
�#���*���"���#�
)
E

� ��#�	"�����
����#�����-

� (��"��"�����
����#�����-

.��;�����*���"���#�
)
��	��-�
�����������	��*�	�
�������#���	��"����*�	


�*C
�	�"���"�����"����
����"	�����#���������"��#"��
��*�	�
��
#��
��������#�


�����"��#��
��#�
)
��"��#���#���		�
�����#�����	���
#��"A���
�*C
�	�"��

,�#�	��#�
"#��

Before You Begin

� D�	"*��#��#����������
�#�������	�

�-��)�	���	�
�������#���"#����2�

�;#��
"���	���	�
���
�����
�'/(�"�*�	��#"���"���	��	�*�	���
#���	
�#�

��#�	���2��"�*�	��#"���

�������������	�
���������������������!���������*�	���	��"�*�	��#"����-��#

��#�	"���-�
"�����	�

�-��)�������2���;#��
"���"�*�	��#"���*�	����	

��
#���	
�

� D�	"*��#��#����������
�#�������
�	��	�*"��#��#�"�"#
����	���
#���	F
�����



"�������	��#������#�����
#���	���*C��	�"���������G��	���
#���	��"

��#�-���-��#�����"���"#���#����	�*"��

� D�	"*��#��#����������
�#����*��#�	�
��*����2��������#�*�	��	���

"��

��
#���	���
��0�	�
#����	�������#	��������-C-�
��������#	���������
#


�#������2�����
#��#
��?����
���"
#	"-�#"���"
#
�����	��#"��
�-�*�	�����

������#�	����"�*�	��#"���



Customer Service Management

9–8 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

� G�����
#�
�#�#����	���

"�����#"��
�*�	�#���*���"����	��	��
�*�	

��
#���	�
�*C
�	�"���"���	��	�*�	����	���
#���	
�#����#�	��	�	��"�����
E

� ��
#���	������#	��<7$!5�$=

� ��	)��"#����
�<7$!5��=

See Also

� ���������
����������������*�	������#��#�
)������	���



"�*�	��#"����-��#�#�����
#���	������#	���	��	���<7$!5�$=��
���

�
���
�	"�#"��
��*�#����	���

"�����#"��


� ���"����#��$�
�����*�	������#���	���

"���"�*�	��#"����-��#�#��

��	)��"#����
��	��	���<7$!5��=��
�����
���
�	"�#"��
��*�#��

�	���

"�����#"��


� ���������	�
��������������*�	������#��"�*�	��#"����-��#�
�##"��

�����2�����
#��#
��?����
���	�����"
#	"-�#"���"
#
������	��#"��

"�*�	��#"��

Entering Calls on the Web

��	"���
#����	�������#	�����������	���
#���	
�������	���
#���	�
�	�"��

���#�	������������#�	�"

��
����"#�#���"�*�	��#"������������

���
#�	�#�-�
�-�

�����*�*�	���;"#
��
�����
�'��	�

�1��)����
#���	�2�
#�	�����,�
#����1�
��

,��#��������#	���	��	���<7$!5�$=��������������

���
���	�#��#�-�*�	���
#���	

��*C��	�"���#��#�"
��"�������	"���
#����	������	���

"���������������#"��#�

��
#���	���*C��	�"���*�	������#	��<7$!5�$=��#���
�
#����"
���
�#�����
#���	

��*C��	�"���#�-������"��
���*�	���;"#
�����#���*���"���#�-
E

� ���	

� 7	����#

� B����

� ��#�
/�"��

� ���,�*�	��#"��

� ,�
#����1�
�

� ��#���	������


� '�����#"��

,����-C-�
��������#	�����
#���	
���������"

��
�-����#�	"����"�"���

"�*�	��#"����-��#�#�������
�����
�#������	�������#���"#��F
�
�	"�����-�	�����

��-	"�*���
�	"�#"����*�#���"

����

.��;�G���������
#��"A��#�����
#���	���*C��	�"���#�-�#��*"#�#���	�?�"	����#
��*

���	���-C-�
���
��#"����"#���#��**��#"��������#	���	���

"���



Working with Calls on the Web

9–9OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

$�������
��������*�� ��

0	���#�����"����
#���	���*C��	�"���7	���

"��������<>$!$5=������
����#�	

,�?�"	��

1�
������#���
"�������#���
�
#���	�#	"���
���*��#�"�*�	��#"����-��#�#��#

��
#���	��
�����
�#���#�����������-�	�

$� �����
#���	������#	�����#�	�#���*���"���"�*�	��#"��E

� 7�����:��-�	

� ���	�:���

� ����#��


������"�������������������
�#����	��	���

"�����#"��
��#���*"	
#

������	��#�	
�*	���#������"���-.��#�����-���
����
�#�����*��#�����

*�	�#�������#���*"���

� (��
��

G��	���
#���	���������
�������	��
���*	���#����"
����

"
#�

�� �"�)��4�

����
�
#����

"��
���������-�	�-�
������:�;#�:��-�	
������"#������

��
#���	�"�*�	��#"���"
�-�
������#����
�	�
"��C�������#�����2��"�*�	��#"��

#��#��;"
#
�"��#�����
#�	�#�-�
�



Customer Service Management

9–10 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

Reviewing Calls on the Web

,��#�����	)��"#����
��	��	���<7$!5��=����
#���	
�����
��	���*�	�����


�

��"�#����"#��#��"	���
#���	����-�	
����"�����*��#�#������	�

����-�	


�

��"�#����"#��#����
�	�
"��C��
�������������#"��#����
#���	�
�*C
�	�"���*�	

�����#	��<7$!5�$=��#���
�
#����"��
���*�	���;"#
�����	����;"#
�#��#��;"
#�"��#��

��	)��"#����
�*�	������#��������#	��(��"
"��
�*�	��

.��;�G���������
#��"A��#�����
#���	���*C��	�"���#�-�#��*"#�#���	�?�"	����#
��*

���	���-C-�
���
��#"����"#���#��**��#"��������#	���	���

"���

$�������<�
��������*�� ��

0	���#�����"����
#���	���*C��	�"���7	���

"��������<>$!$5=������
��D"��

,�?�"	���#�#�
�

1�
������#���
"��C����#���
�
#���	�#	"���
�����
��

��"�#����"#��#��#���
#���	

���-�	�

$� �����	)��"#����
����#�	�?��	��"�*�	��#"���"��#���B1��*"��
��
�����



�	"�����-�	
��
#�#�
�����������#"�����#��������"�)�0"���

�� (��"���#���"�*�	��#"��������"�)��4�



9–11OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

Working with Service Orders on the Web

'
���	#��*����	��������F
���
#���	�
�	�"���
��#"�������������	��"�����
#���	


�	�"������	�#�����-����
#���	���*C��	�"���*�	���2�����
����	���
#���	
�#�

��#�	�	�?��
#
�*�	���"�#��������	�#��	���	#����	�-����,�
#�����*����"��

#����������
�#������
#���	�
�	�"������#�	���	"�����	���-�
"��

����	
�����	

��
#���	
�������#�	�
�	�"����	��	
��#�#��"	�������"�����

G��������
��#�����	
"��
��*���	�"�����	)��	��	�(��"
"��
�<7$!!$3=�������	)

�"#����	�"�����	)��	��	
�<73���$=�#��#��	��
�#����*�	���
#���	�
�*C
�	�"�������

�������	���
#���	
�#����#�	��	�	��"���#���
#�#�
��*�
�	�"����	��	
����#�����-�

��	)"����"#��
�	�"����	��	
����#�����-�"�����
�#���*���"���#�
)
E

� ��#�	"���
�	�"����	��	
����#�����-

� (��"��"���
�	�"����	��	
����#�����-

���������	�
���-C-�
���
��#"��
��	����
"�����
��#��#���
#���	
�����"�#�"#"���

����

����#�	������	��"���#��"	�
���"*"��"�*�	��#"���

.��;�����*���"���#�
)
��	��-�
�����������	��*�	�
�������#���	��"����*�	


�*C
�	�"���"�����"����
����"	�����#���������"��#"��
��*�	�
��
#��
��������#�


�����"��#��
��#�
)
��"��#���#���		�
�����#�����	���
#��"A���
�*C
�	�"��

,�#�	��#�
"#��

Before You Begin

� D�	"*��#��#����������
�#�������	�

�-��)�	���	�
�������#���"#����2�

�;#��
"���	���	�
���
�����
�'/(�"�*�	��#"���"���	��	�*�	���
#���	
�#�

��#�	���2��"�*�	��#"���

�������������	�
���������������������!���������*�	���	��"�*�	��#"����-��#

��#�	"���-�
"�����	�

�-��)�������2���;#��
"���"�*�	��#"���*�	����	

��
#���	
�

� D�	"*��#��#����������
�#�������
�	��	�*"��#��#�"�"#
����	���
#���	F
�����



"�������	��#������#�����
#���	���*C��	�"���������G��	���
#���	��"

��#�-���-��#�����"���"#���#����	�*"��

� 1�*�	������������#�	�"�*�	��#"���*�	�
#����	���	���-C-�
���
�	�"����	��	

��#	�����	"*��#��#����������
�#����#���*��#�	�
��*���	�"����	��	

2��������#�*�	��	���

"�����
#���	���
��
�����
���2�����
#��#
�



Customer Service Management

9–12 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

� ��#�#����	���

"�����#"��
�"��#���*���"����	��	��
�#���
����
#���	


�*C
�	�"��E

� ���"�?�"	�����
�	�"����	��	
��#�����	)��"#����	�"�����	)��	��	


�	��	���<73���$=�

� �����#�	�
�	�"����	��	
��#�����	�"�����	)��	��	�(��"
"��
��	��	��

<7$!!$3=�

� ���	��"����

��"�#�����	#
������?�"����#��������
#�
�#�#��

�	���

"�����#"��
�*�	�#����?�"����#����	�����������#��	��	��

<7$!�$��=�#����#"��#����
#���	���*C��	�"���

(�*�	�����#�����	
"����*�#����?�"����#����	�����������#��	��	��

#��#�"
�
�#����*�	���
#���	���*C��	�"���"��#�����	�"�����	)��	��	

(��"
"��
��	��	���<7$!!$3=�

See Also

� �������������������������*�	������#��#�
)������	���

�"�*�	��#"��

�-��#�#�����	�"�����	)��	��	�(��"
"��
��	��	���<7$!!$3=�����#��

��	)��"#����	�"�����	)��	��	
��	��	���<73���$=���
�����


��
�	"�#"��
��*�#����	���

"�����#"��
��

��"�#����"#����	�"�����	)

�	��	�(��"
"��
�<7$!!$3=

� ���������	�������������������������*�	������#��"�*�	��#"��

�-��#�
�##"��������2�����
#��#
��
�	�"����	��	��"
#�	���������#"�"#�

	��
�*�	�
�	�"����	��	


Entering Service Orders on the Web

��	"���
#����	��
�	�"����	��	���#	���"*����"

��������#�-��	�
�����-���

���
�#��#��
"���#�����	�"����	��	�2��������#�
�
#���"�����-"��#"����"#��#��

4��������2��������#�
�
#�������	�#	�"������	
�����������#�	���
�	�"��

�	��	�#��
������#����"�"���#��	���"	�#����	�-���

,������-����"	�����#�����	���
#���	�������#�	���
�	�"����	��	�������#"����

�	��"���#����?�"����#����-�	���������
���#��
�

,��#�����	�"�����	)��	��	�(��"
"��
��	��	���<7$!!$3=����
���	�#��#�-�*�	

��
#���	���*C��	�"���"
��"�������	"���
#����	��
�	�"����	��	���#	�����

�	���

"���������������#"��#����
#���	���*C��	�"���*�	���	�"�����	)��	��	

(��"
"��
�<7$!!$3=��#���
�
#����"
���
�#�����
#���	���*C��	�"���#�-������"��


��	�������*�	���;"#
���
�����
�#���*���"���#�-
E

� ��
#���	/,�
#����1�
�

� �#�#�
/'

"�����#


� ��

"*"��#"��



Working with Service Orders on the Web

9–13OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

� '�����#"��

� '##������#


��
#���	
���������
�	�"����	��	
�-����#�	"����"�"����"�*�	��#"����-��#

�	�-��
��"#��#���"#����
�����
�#���"#��F
�
�	"�����-�	�������-	"�*���
�	"�#"��

�*�#���"

����

.��;�G���������
#��"A��#�����
#���	���*C��	�"���#�-�#��*"#�#���	�?�"	����#
��*

���	���-C-�
���
��#"����"#���#��**��#"��������#	���	���

"���

�����������#�	���
�	�"����	��	��#���
�
#����	��#�
���	���	��"��#�����	)��	��	

2�
#�	�#�-��<03��$=������
�
#����
���	��#�
�#�����	�"����	��	��;#��
"���#�-�

<03�$!=�#��
#�	��"�*�	��#"���#��#�"
���	#"���#�����#����2��
�	�"����	��	
�

$������������
������������*�� ��

0	���#�����
#���	���*���	�"���7	���

"��������<>$!$5=������
����	�"�����	)

�	��	���#	��

$� �����	�"�����	)��	��	�(��"
"��
�������#��#���*���"���*"��
E

� ���#��#�:���

� 7����

1�
������#����
�	�,���#���
�
#���	�#	"���
���*��#�"�*�	��#"����-��#

#�����
#���	��
�����
�#���#�����������-�	�



Customer Service Management

9–14 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

� �#����	����	�"��


�#����	��
�	�"��
��	����
�#��*�
�	�"��
��
�����
��"���������	

(��#"���,�
���#"����#��#�������*"����
�
#����	��"��#���-"��*

��#�	"������	��#"���"�
#	��#"��
��0�	��;������"*�������*"�������"

��������
���
#����	��
�	�"��������������*"���#�����#�	"�������-�	

#��#�����	"
��#����"��������

��������	���
#���	���#�	
���
�	�"����	��	�������#�	
�#����"

�������
�	�"����#���
�
#������
������	"��
���	#
������-�	�-�
��

���#����	���

"�����#"���
���#"���

� (�?��
#�����	�"�����#�

,*����������#�"
�*"���-��)��#���
�
#����
�
�#����F
���#���
�#��

��*��#���#��

� ��
�	"-��7	�-��

������"�������������������
�#����	��	���

"�����#"��
��#���*"	
#

������	��#�	
�*	���#������"���-.��#�����-���
����
�#�����*��#�����

*�	�#�������#���*"���

� ��	"��:��-�	

1�
������#����
�	�,���#���
�
#���	�#	"���
��?�"����#��

��"�#��

�"#��#��#���
#���	��G��������
��#����"
����

"
#�"*�����

�	��

�� �"�)��4�

����
�
#����	��#�
���
�	�"����	��	������
�	�"����	��	��������#�#�������


�	�"���#�����	��-�
������#����	���

"�����#"��
��	���
#���	�"�*�	��#"���

Reviewing Service Orders on the Web

����������	���
#���	
�#��	��"���#���
#�#�
��*���
�	�"����	��	����#�����-�����

�����
������	
"����*���	)��"#����	�"�����	)��	��	
�<73���$=�#��#�"
�
�#����*�	

��
#���	���*C��	�"���

�����������#"��#����
#���	���*C��	�"���*�	���	)��"#����	�"�����	)��	��	


<73���$=��#���
�
#����"��
���*�	���;"#
�����	����;"#
�#��#��;"
#����#���
#����	�

��	)��"#����	�"����	��	
�*�	��

.��;�G���������
#��"A��#�����
#���	���*C��	�"���#�-�#��*"#�#���	�?�"	����#
��*

���	���-C-�
���
��#"����"#���#��**��#"���
�	�"����	��	��	���

"���



Working with Service Orders on the Web

9–15OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

$�������<������
������������*�� ��

0	���#�����"����
#���	���*C��	�"���7	���

"��������<>$!$5=������
��D"��

��	�"�����	)��	��	
�

1�
������#����
�	�,���#���
�
#����"
���
���
�	�"����	��	
��

��"�#����"#��#��#

��
#���	����-�	�

$� �����	)��"#����	�"����	��	
����#�	�?��	��"�*�	��#"���"��#���B1��*"��
�


�����
�
�	"�����-�	
��
#�#�
�����������#"�����#��������"�)�0"���

�� (��"���#���"�*�	��#"��������"�)��4�



Customer Service Management

9–16 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf



9–17OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

Reviewing Service Contracts on the Web

��
#���	���*C��	�"���*�	���2�����
����	���
#���	
�#��	��"���#��"	�
�	�"��

���#	��#
����#�����-����"
�"
��
�*��"��	��"��"�����"����?�"����#�"
�����	��

����#����;�"	�#"�����#�
��*�#�������	����

.��;�����*���"���#�
)�"
�-�
�����������	��*�	�
�������#���	��"����*�	


�*C
�	�"���"�����"����
����"	�����#���������"��#"��
��*�	�
��
#��
��������#�


�����"��#�"
�#�
)��"��#���#���		�
�����#�����	���
#��"A���
�*C
�	�"���,�#�	��#


"#��

Before You Begin

� D�	"*��#��#����������
�#�������	�

�-��)�	���	�
�������#���"#����2�

�;#��
"���	���	�
���
�����
�'/(�"�*�	��#"���"���	��	�*�	���
#���	
�#�

��#�	���2��"�*�	��#"���

�������������	�
���������������������!���������*�	���	��"�*�	��#"����-��#

��#�	"���-�
"�����	�

�-��)�������2���;#��
"���"�*�	��#"���*�	����	

��
#���	
�

� D�	"*��#��#����������
�#�������
�	��	�*"��#��#�"�"#
����	���
#���	F
�����



"�������	��#������#�����
#���	���*C��	�"���������G��	���
#���	��"

��#�-���-��#�����"���"#���#����	�*"��

See Also

� �����������������
���������*�	�"�*�	��#"������
#����	�����#	��#���#	�

$�������<������
��
����
�����*�� ��

0	���#�����"����
#���	���*C��	�"���7	���

"��������<>$!$5=������
��D"��

��	�"������#	��#
�

1�
������#����
�	�,���#���
�
#����"
���
���
�	�"������#	��#
��

��"�#����"#�

#��#���
#���	����-�	�

$� �����	)��"#����#"#����#�,�?�"	�����#�	�?��	��"�*�	��#"���"��#���B1�

*"��
��
�����
��	����#�����������	����#�*��"��������"�)�0"���



Customer Service Management

9–18 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf

�� (��"���#���"�*�	��#"��������"�)��4�



Appendices



Customer Service Management

9–20 OneWorld Xe (9/00)
To access English documentation updates, see

https://knowledge.jdedwards.com/JDEContent/documentationcbt/overview/about_documentation_updates.pdf



A–1OneWorld Xe (9/00)

Appendix A: Setting Up Advanced Pricing for CSMS
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Setting Up Price Adjustment Definitions
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Appendix B: Billing for CSMS
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Generating the Invoice Workfile
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Processing Options for Invoice Generation

Defaults

1. Document Type                                    ____________
      Blank = Use document type from
      Billing Constants

2. G/L Date                                         ____________
      Blank = Use system date

3. Invoice Date                                     ____________
      Blank = Use system date

Select

1. Bill From Date                                   ____________
      Blank = No From Date used

2. Bill Through Date                                ____________
      Blank = Use system date

Process

1. Invoice/Pay Item Structure Key                   ____________
    (Required)

2. Invoice Journal Generation Version               ____________
    (R48131)

OR

3. Create A/R Entries Version (R48199)              ____________

Print

1. Invoice Print Version (R48504)                   ____________

Currency

1. Exchange Rate Date Basis                         ____________
      1 = Use invoice date (Default)
      2 = Use G/L date
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Printing Invoices
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Processing Options for Invoice Print Selection

Select

1. Invoice Format Type (Required)                   ____________

Print

1. Invoice Version UBE                              ____________

AND

2. Invoice Version                                  ____________

OR

3. Invoice Format Name                              ____________

Currency

1. Currency                                         ____________

Blank = Print monetary amounts in
    currency mode of invoice
    0 = Print monetary amounts in
    domestic currency of invoice
    1 = Print monetary amounts in
    foreign currency of invoice

Working with A/R and G/L Entries
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Reviewing Preliminary A/R and G/L Entries 
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Creating Final A/R and G/L Entries 
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Processing Options for Billing Invoice A/R G/L Journal Generation

Default

1. Retainage Pay Status                             ____________
      Blank = Use ’H’ to hold the
      retainage

2. Retainage Due Date                               ____________
      Blank = use the last day of the
      century year

Versions

1. Invoice Journal Generation Version               ____________
    (R48131)
      Blank = XJDE0001

2. A/R Batch Draft Version (R03B671)                ____________
      Blank = XJDE0007
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Reviewing and Posting Journal Entries
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Appendix C: Voucher Processing for CSMS
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Appendix D: Working with Prepayments

���#	��)����	���
#���	F
�������#
�#��#��	���������C*	��#�����������
�

�	�������#��	���

"������
#���	
������	�����-���
"�����
�������)���	��	��"#

��	���,*�����
#���	���
��	�������"��*�	���
�	�"������#	��#��	�
�	�"����	��	��#��

"���"���	�*��#
�#��#�#������#	��#��	�
�	�"����	��	���
�-�����	���"��

��	)"����"#���	�������#
�"�����
�#���*���"���#�
)
E

� '�#��	"A"����	�������#�#	��
��#"��


� ��	)"����"#���	�������#�#	��
��#"��


� ��##"����	�������#�#	��
��#"��


� (���"���#���'/(��	�*#�����#"���*�	�7	�������#
��	��	��

� (��"��"����	�������#�.��	�����#	"�


� (���"���#���7	�������#��	��
��#"���	���	#

���	���	��#���#���
��*��	�������#�#	��
��#"��
E

$<�E�������������� ���C��	#���	�������#
��	��#��"������
���	�����)

#	��
��#"��
�#��#�����	�-�#����������������	���
#���	�

���������	��	�"
��	���"���"#����
���	�������)��#��


�
#���"��"��#�
�#����	�������#�*�	���#	��
��#"�������

#�#�����#���"���"���

$*���E�������������� ��	��C��	#���	�������#
��	��#��"�����	��"#���	�

#	��
��#"��
�#��#�����	�-�#�������������	���
#���	�����

#����	��"#���	����������

,��#���
�
#����#���#	��
��#"���"
�������#	��"��#	��
�"

"��

�*�#	��
��#"���"�*�	��#"���-�#��������	�-��)��#����	��"#

��	���������������#����	��"#���	���	���

�	�

�����	�������#��	���

"���
�
#����	��"��
����"�#�	*����-�#����������	�

���"��#"��
�������
��	F
���
"���#����	��"#���	���	���

�	���"#��#����	�������#

�	���

"���
�
#������������"�#��	�#���	��"#���	����#��	"A�#"��
�����*"��


�##����#
��"#�����	�-�
"��

��	���

�
�



Customer Service Management

D–2 OneWorld Xe (9/00)

0�	�#�	��C��	#��������#�#	��
��#"��
�����������	�
����
���#��	��"����"�����	�

�	��	��"#���	��#	��
��#"����	���

�	
��,���	��	�#�������#���	��"#���	�

�	�������#��	���

�
��������
#�
���#����	��"#���	���	���

�	����#�"	�C��	#�

�����	���	����"�����	��
��#"����"#����"�����������#	��
�"#�"�*�	��#"��

-�#����������	���#����	��"#���	������������������	�-��)�

See Also

� ���������	�!��	�(�����!����������"��#������������������������������
*�	�"�*�	��#"����-��#�
�##"������
#�#�
�*�����	�������#�#���
�����

��#��	"A�#"�������
�##����#�����


� 
��������
��������!��	�(�����/�����������

� 
����������������������!��	�(�����/�����������

Authorizing Prepayment Transactions

0	���#���7	�������#�7	���

"��������<>$!�8=������
��'�#��	"A��7	�������#

�	��
��#"��
�

�����������#�	����	�������#������
�	�"����	��	��	����#	��#���������#�	��#��

��
#���	F
��	��"#���	��#	��
��#"���"�*�	��#"�������#	��
�"#�#����	��	������#

#�	��������	��"�����	��
��#"�������	��"#���	���	���

�	�������	���

�	�#���

����)
�#�����	�����	F
�������#
�*�	����"�-��*���
���������
������

�?�"����#�#��#����	�������#������#����#�����
#���	F
��	��"#�"���������	��"#

��	���	���

�	�#����	�#�	�
�#�����#��	"A�#"��������#�������

���������	���#���#	��
��#"�����#��	"A�#"����	��	����#���
�
#���	���
����	�#��

#	��
��#"���#�-�������	���
�"�#����-�#������*�#����	�������#�#	��
��#"��
�#��#

�	���#�(�����#��'�#��	"A��
#�#�
������
�
#����

"��
������-�#��������-�	�����

�����#	��
��#"����"#�"��#���-�#�����
�#���1�#���:��-�	�*"������#���7	�������#

�	��
��#"���#�-���,*�#�����#��	"A�#"���"
�
����

*���#���
�
#�������#�
�#��

#	��
��#"��
�
#�#�
�"��#���7	�������#��	��
��#"���#�-��

�����#���-�#���"
�
�##����#���
�
#�������#�
�#���1�#���6����	�	���	������#��

"��"�"�����	�������#�#	��
��#"���	���	�
�#��'�#��	"A���
#�#�
����##��

#	��
��#"��
��	����#��"�"-��*�	�������
���������#�
�

Processing Options for Authorize Prepayment Transactions

Defaults

Enter the Next Status Override Code for:

1. Authorized Lines                                 ____________

Holds

1. Authorization Hold for Prepayment                ____________
    Processing
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Settling Prepayment Transactions
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Processing Options for Settle Prepayment Transactions

Defaults

Enter a Next Status Override Code for:

1. Settled Lines                                    ____________

Holds

1. Settlement Hold for Prepayment                   ____________
    Processing

Running the A/R Draft Collection for Prepayments Program
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Processing Options for A/R Draft Collection

Proof / Final

1. Enter a ’1’ to run in the Final Mode.
    Default of blank will print the
    report only.

                                                    ____________

As Of Date
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2. Enter the “As of” date to process.
    All drafts due on or before this
    date
    will be processed. If left blank,
    the current system date will be
    used.

                                                    ____________

G/L Date

3. Enter the G/L date for the Journal
    Entries. If left blank, the system
    date will be used.

                                                    ____________

4. Enter a ’1’ to calculate the G/L Date
    by adding the Float Days for the
    bank account to the Net Due Date.
    Leave blank to use the option above
    to calculate GL Date

                                                    ____________

5. Enter a “1”, if you want to calculate            ____________
    G/L Date entering Float days and to
    select drafts by pay instruments. If
    you use this option, all of the
    option above will be ignored.

6.Enter number of float days to add the
    the Drafts Due Date to calculate G/L
    Date.If you select option above, you
    must enter number of float days.

                                                    ____________

7.Enter payment instrument type to
    select drafts by Pay Instruments. If
    option ’5’ is selected, you must
    enter a valid Pay Instruments Type.

                                                    ____________

Pay Status

8. Enter the Pay Status to update the
    the draft records. If left blank,
    the pay status will be updated with

’P’ (Paid).

      Pay Status Code                               ____________

9. Enter a ’1’ to update the pay status
    of the draft in the Journal Ledger
    File without closing the Drafts. A
    blank would close the Draft.

                                                    ____________

Exchange Rate

10. Enter the currency exchange rate to
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    be used. This rate is between the
    currency being processed and the
    currency of the bank account. If
    left blank, the rate will be derived
    from the exchange rate information.

      Exchange Rate Override                        ____________

Reviewing Prepayment Journal Entries
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See Also
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Running the Prepayment Transaction Report
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Processing Options for Prepayment Transaction Report

Purge

1. Purge Prepayment Transactions                    ____________
      Blank = Prepayment transactions
      will
      not be purged.

’1’ = Settled Prepayment
      Transactions will be purged.
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Appendix E: Vertex Quantum for Sales and Use Tax
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J.D. Edwards Components
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Interface Considerations
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Setting Up the J.D. Edwards/Quantum Interface
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What You Should Know About
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Assigning GeoCodes Globally to Address Book Records
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Assigning GeoCodes Manually to Address Book Records
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Calculating Taxes for Related Addresses
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Accounts Payable - Sales Tax
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Accounts Receivable - Sales Tax
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Sales Order Management - Sales Tax
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Procurement - Use Tax
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CSMS - Service Contract Sales Tax
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CSMS - Service Order Use Tax
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CSMS - Call Sales Tax
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Contract/Service Billing - Sales Tax
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Working with Quantum Taxes
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Overriding GeoCodes on a Sales Order
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Overriding GeoCodes on a Purchase Order
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