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Overview

Customer Service Management Overview

The J.D. Edwards Customer Service Management System (CSMS) allows your
manufacturing and distribution company to deliver excellent customer service efficiently,
accurately, and consistently. CSMS allows you to manage all aspects of customer service,
including:

¢ Receiving and responding to calls

e Scheduling equipment repair

e Generating service contracts

e Tracking customer purchases and service

Customer service is critical to the long-term survival and success of every company for the
following reasons:

e The level of service that your customers receive before, during, and after the original
sale significantly affects your customers' next purchase. This concept applies to your
product offerings as well as service offerings, and ultimately determines your position
in the market.

o The efficiency and effectiveness of your service operations directly affect your
organization's bottom line. Efficient service processes increase overall profit by
minimizing product support costs and creating customer confidence, which often
results in ongoing service contracts.

The Customer Service Management System allows your organization to meet its service
goals by:

e Providing world-class customer responsiveness
e Operating efficient and cost-effective customer service processes

e Achieving maximum service revenue

System Features

The Customer Service Management System consists of five modules:

¢ Installed Base Management

e Service Contract Management
e Call Management

e Service Order Management

e Knowledge Management



The following graphic illustrates how you can achieve maximum service revenue. The levels
of CSMS features build on each other when your customer purchases a product. CSMS uses
customer and product information that you enter once in order to operate efficient and cost-
effective service processes.

Resolutions Knowledge Base

Maintenance and Repair Service Order Management

Customer Service

Call Management

Product Warranties Service Contract Management

Product Registration Installed Base Management

Installed Base Management

The Installed Base Management module allows you to enter and manage product registration
and product master records. You can create and track current and historical information
associated with each product or piece of equipment that you manufacture or sell. Key product
information that you can track includes the following:

e Product registration

¢ Recall management

¢ Depreciation schedules

e Preventive maintenance scheduling
e Product maintenance history

e Product life analysis and costing

Service Contract Management

The Service Contract Management module allows you to record and manage service contract
agreements. You can configure multiple types of contracts to fit your company's needs. A
contract is a written agreement between a customer and a provider (contractor).

This module also provides features to accommodate various pricing methods, including
advanced pricing, and helps you manage contract renewals by automatically generating new
contracts when contracts expire. Key features of this module include the following:

e Configurable service packages
e Base and extended warranty information
e Contract Renewals

¢ Flexible billing



¢ Integrated entitlement processing
e Prepayment processing

e Advanced pricing

Call Management

The Call Management module provides the features and functions to record contact between
customers and consultants. It is the central point of contact for all customer interaction. This
module allows you to store and track customer issues. An issue is a question or problem for
which a customer wants a solution. You can track the ownership of the issue, the dates and
times that an issue is received and completed, the root cause analysis, and the client data
throughout the life of the issue. Key features of this module include the following:

e Calllog and disposition history
e Statistical reporting

o Call queues

o Entitlement checking

e Service billing

¢ Front end to Knowledge Management

Knowledge Management

The Knowledge Management module allows you to review and associate symptoms,
analyses, and resolutions with calls and service orders. Key features of this module include
the following:

e Database of problems, research and testing, and solutions
e Reusable units of knowledge

o Knowledge management transactions, in which you can associate a symptom from a
call or service order with multiple analyses and resolutions

Service Order Management

The Service Order Management module allows you to create a service order to process
customer requests that cannot be resolved over the phone. You can create a service order to
request that work be performed at the customer site or at a repair depot. Service orders
provide the central database for all service and repair information and events associated with
an equipment record, inventory item number, or product model. Key features of this module
include the following:

e Planning for labor, parts, and product maintenance
¢ Online service order approval process

e Estimating service capability

o Entitlement checking

e Service Billing



The system also provides the method for managing Returned Material Authorizations
(RMAs), which are authorizations from the supplier for the customer to return inventory for
credit, replacement, or repair.

System Integration

To simplify your processes and facilitate communication within your organization, the
Customer Service Management system integrates with other J.D. Edwards systems,

including:

Financials
Acco.unts The Accounts Receivable system allows you to receive payment for services provided
Receivable or for product purchases.
Accounts The Accounts Payable system allows you to pay service providers.
Payable
General _ The General Accounting system allows you to review, approve, and post inventory
Accounting journal entries to the general ledger.

Fixed Assets The Fixed Assets system allows you to depreciate company-owned equipment, which

may be used for loaners, leases, or rentals.

Human Resources and Payroll

Human Resources and

The Human Resources and Payroll Foundation system allows consultants
Payroll Foundation

to record time spent assisting a customer on a call.

Manufacturing

Plant and Equipment The Plant and Equipment Management system allows you to set up

Management maintenance schedules for your products.
Work Orders The Work Orders system contains records that you create in the Service
Order Management module.

Service Billing The Service Billing system allows you to generate and print invoices for
contracts, service orders, and calls.

Distribution

Advanced Pricing  The Advanced Pricing system allows you to apply complex pricing methods to service
contracts, service orders, and calls.

Inventory The Inventory Management system allows you to record item information and to issue

Management inventory to a service order.



Sales Order
Management

Procurement

The following graphic illustrates how added features for each of the CSMS modules work with
existing features of other systems, all based on the OneWorld architecture, for a complete

solution.

The Sales Order Management system allows you to update the Installed Base

Management module to create installed base records for new pieces of equipment.

The Procurement system allows you to purchase spare parts and supplies.
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Setup

General Setup

Before you can use certain features of Customer Service Management, you need to define
the information that is critical for system processes.

General setup tasks are the tasks that you must perform to set up any or all of the modules
that comprise the Customer Service Management system (CSMS).

Topics

Setting up system constants

Setting up user defined codes for CSMS

Setting up next numbers for CSMS

Setting up product family and model combinations

Setting up customers and service providers

Setting up inventory information

0O 0O 0 0 O

Setting up automatic accounting instructions for CSMS

Setting Up CSMS Constants

CSMS constants define the default information for the entire system. Constants control the
types of information that you track and the rules that the system uses to perform certain
calculations.

See Also
Q Setting Up Call Management Constants
a Setting Up Service Order Constants
a Setting Up Contracts Constants
Q Setting Up Installed Base Constants

» To set up CSMS constants

From the Customer Service Setup menu (G1740), choose Customer Service Constants.
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On the General tab of CSMS System Constants Revisions, enter the customer
address book number in the following field for customer-specific base warranties:

e Customer Number for Base Warranties

If you leave this field blank, base warranties are created using the Sold to Address
Book Number on the sales order or the owner address book number on the Installed
Base record as the customer number.

If you enter an address book number in this field, the base warranties that are
created using the Installed Base Update program and the Installed Base Revisions
are created with this address book number as the customer number.

To specify the type of organizational structure to use in the address book when
searching for parent/child contracts, complete the following field:

e Parent/Child Structure Type

To specify the code that is used in the Work Day Calendar to indicate holidays,
complete the following field:

e Day Type Code for Holidays

The system uses this information during the entitlement checking process.
To enable CSMS, click the following option:
e CSMS Installed

To validate combinations of product models and families, click the following option:

7



¢ Validate Product Family/Model Combination
When you turn on this option, the system allows users to enter only the combinations
that have been set up in the Product Family/Model Master table (F1790).

6. To use the customer number to automatically check for previous calls or service
orders when you are entering a call or service order, click the following option:

e Check for Previous Calls and Service Orders on Customers

7. To use the equipment number, inventory item number, or product model to
automatically check for previous calls or service orders when you are entering a call
or service order, click the following option:

e Check for Previous Calls and Service Orders on Piece of Equipment

8. To require users to choose knowledge base codes from the knowledge tree, click the
following option:
o Use Knowledge Base Tree for Selecting Knowledge Base Codes

If you do not turn on this option, the system allows you to choose symptoms,
analyses, and resolutions from the Knowledge Base Codes Search & Select program
(P17761S).

9. To use workflow to approve a knowledge base for reuse, click the following option:
o Use Workflow for Approving Knowledge Base for Re-Use
10. To integrate with the graphical parts book, click the following option:

e Use Graphical Parts Book

If you are using Enterprise Asset Management (EAM), this constant controls the
interface between the Manufacturing Work Order Parts List program (P3111) and
Intelligent Graphic Solution (IGS). IGS is a graphical tool that can illustrate
equipment, buildings, and inventory item assemblies. This integration allows you to
link between EAM and IGS to locate parts and documentation for work orders.

11. To choose whether to perform system-wide entitlement checking for service orders
and calls by using the customer (owner) or site number (location), click the
appropriate option:

e Customer

e Site

12. Click OK.

Setting Up User Defined Codes for CSMS

User defined codes (UDCs) enable you to customize the Customer Service Management
System for your particular business needs. Although a number of pre-defined codes are
provided with the CSMS system, you can revise them and set up new codes.



Topics

UDCs for Installed Base Management
UDCs for Service Contract Management
UDCs for Call Management

UDCs for Service Order Management
UDCs for Work Orders

UDCs for Knowledge Management

0O 0O 0 0 O

See Also

e User Defined Codes in the OneWorld Foundation documentation for additional
information about setting up user defined codes

UDC:s for Installed Base Management

You can access most of the following UDCs from the Installed Base User Defined Codes
menu (G17411).

12/C1 Major Accounting Class
12/C2 Major Equipment Class

::2;23 through Equipment Category Codes 3 through 10
2/C0O

12/F1 through category Codes F/A 11 through 20
12/F0

12/21 through  cateqory Codes F/A 21 through 23
12/23

17/B1 through | st5)led Base Category Codes 1 through 10
17/B0

17/PA Product Family codes. Use to categorize and group Installed Base records based on the
type of product (for example, inkjet printers, laser printers, and dot matrix printers).

17/PM Product Model codes. Use to categorize and group Installed Base records based on a
specific model within a product family.

See Also

Q User Defined Codes in the Enterprise Asset Management documentation for more
information about equipment category codes

UDC:s for Service Contract Management

You can access most of these UDCs from the Service Contract User Defined Codes menu
(G17441).



52/CS Contract Status
s1/CT Contract Type
17/CN Cancellation Reason Code

17/81 through 17/S5 geryice Types 1 through 5

17/C1 through Coverage Category Codes 1 through 5

17/C5

17/H1 through Contract Header Category Codes 1 through 10

17/HO

17/D1 through Contract Detail Category Codes 1 through 5

17/D5

00/ E)_( (from the Tax Explanation Codes. You set up tax explanation codes to attach to your customer
Service Contract master records to calculate taxes in conjunction with the customer's tax area, as
Setup menu, applicable. For example, you can set up tax explanation codes for Value Added Tax
G1744) (VAT) as it applies to your Canadian customers.

HO1/TZ Time Zones

UDCs for Call Management

You can access these UDCs from the Call User Defined Codes menu (G17431).

17/PR Call Priority

17/CR Call Reason

17/sC Call Source

17/ST Call Status

17ICT Call Type

17/EN Environment
17/GR Geographic Region

HO1/TZ Time Zone

17/WT Work Type

17/CB Call Back

17/TN Task Name

17/01 Call Category Codes 1 through 10
through

17110

10



00/RR Object In Use Application ID. Use this user defined code table to check when objects are in
use in specific applications and to allow only one person at a time to access a record.

Set this user defined code to check access in the Customer Call Entry program (P17501). To
activate record locking, the first character of the special handling code is 1. If you do not want
to perform record locking, the first character of the special handling code is 0.

40/RN Returned Material Authorization Status. If you are using the Returned Material Authorization

(RMA) module, you must also set up the RMA status user defined codes

UDC:s for Service Order Management

You can access the following UDCs from the Service Order User Defined Codes menu
(G17421):

17ISG  gervice Group

1T7TWT  Time Entry Hour Type

UDCs for Work Orders

You can access these UDCs from the Work Order User Defined Codes menu (G4842).

00/TY Type Codes
00/PR Priority Codes
00/SS Status Codes
00/W1 Phase or Matter

00/W2 through 00/WS jser Codes 2 through 5

UDC:s for Knowledge Management

You can access the following UDCs from the Knowledge Management User Defined
Codes menu (G17451).

48/K1 through 48/KS  Knowledge Management Codes CC 1 through 5

11



Setting Up System Next Numbers

When you enter a document, such as an invoice, a voucher, a work order, or a journal entry,
you can assign a document number or let the Next Numbers program assign one. Next
numbers is an automatic numbering feature. The Next Numbers program assigns numbers to
documents using either or both of the following types of numbers:

e Standard next numbers. The system finds the next available number in the Next
Numbers - Automatic table (F0002) and assigns that number to the document.

e Next numbers by company and fiscal year. The system finds the next available
number by company and fiscal year, or by company only, in the Next Numbers by
Company/Fiscal Year - Automatic table (F00021).

Next numbers work in conjunction with the data dictionary. Each data dictionary item that
uses next numbers contains a next numbering index value that corresponds to the line
number containing the next number value for that data item.

J.D. Edwards makes several important recommendations to set up next numbers. J.D.
Edwards recommends that you:

e Do not change a next number. Changing the numbers can result in duplicates as well
as the inability to locate previously added numbers. If you must change a next
number, change it to a greater value only.

¢ Do not delete next number values. If you delete a next number value, you might get
unexpected results.

¢ Do not change the sequence of the next numbers in the table. Each next number
must remain on its current line because programs reference a specific line in the
table. For example, in the General Accounting system, the next number for journal
entries must be on the second line. .

e Do not use blank as a next number value.

You can have the system assign check digits for any set of standard next numbers. Check
digits prevent errors caused by transposition during data entry. For example, activating check
digits in the address book for suppliers prevents a voucher from being assigned to the wrong
supplier if digits are transposed during voucher entry.

J.D. Edwards recommends that you use check digits for next numbers only if a transposition
during data entry is likely to create errors.

» To review next numbers

From the General Systems menu (G00), choose Next Numbers.

You can review the next numbers that the system assigns to invoices and other documents.
You can also have the system assign check digits for any set of standard next numbers.
Check digits prevent errors caused by transposition during data entry.

1. On Work With Next Numbers, scroll down to find the system that you want to review,
or use the following query by example field to find the system:

e System

2. Choose the system that you want to review and click Select.

12
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3. On Set Up Next Numbers by System, verify information in the following field:

e NextN

umber Range 1

4. Choose the Check Digits Used option for each number that you want to activate
check digits.

Note

J.D. Edwards recommends that you use check digits for next numbers only if a transposition
during data entry is likely to create errors.

5. Click OK.

Setting Up Product Family and Model Combinations

Product family and model combinations are user defined codes that allow you to categorize
and manage your assets, as well as link to the Knowledge Base to track failures.

You can set up product family and model combinations to assign each product model to the
appropriate product family. A family is a larger group, which can contain many models. A

model is a more specific group, which only can belong to one family.

For EAM, an example of family and model combinations might be a Forklift family, with
models of Gas Engine and Electric Engine. For CSMS, an example might be a Printer family,
with models of Laser and Ink Jet.

13



» To set up product family and model combinations

From the Customer Service Setup menu (G1740), choose Product Family/Model
Revisions.

1. On Work with Product Family/Model Revisions, click Add.

PeopleSoft.
SelectWorkspace W

Active Foundation Personalize | Crangs ole | Sion ot

i 7 ]

o
B X k&

K Cancel Tools
Product Family | Q
Product Model

Responsible BU for Service

2. On Product Family/Model Revisions, to create a UDC for a product family, complete
the following field:

e  Product Family
3. To create UDCs for product models within this family, complete the following field:
e Product Model

4. To define the default responsible business unit for this product family and model
combination, complete the following field and click OK:

¢ Responsible BU for Service

The system uses the value from this field only if you have set up your CSMS
constants to use the responsible business unit by product family and model.

5. Repeat steps 2 through 4 for each product family and model combination that you
need.

14



Setting Up Customers and Service Providers

You can use the Address Book system to create a database of information about your
customers and service providers, including their addresses and phone numbers. The system
creates a table, the CSMS Address Book Information table (F1797), which is an extension of
the Address Book Master table (FO101) and which stores the additional CSMS address book
information.

For EAM, you must define CSMS information in business units and in the address book
records of employees who create or revise service orders. The installed base record uses the
business unit to represent the primary site and owner of the asset.

Topics
O Setting up customer records

O Setting up service provider records

Setting Up Customer Records

You must create an address book record for a customer before you can use Customer
Service Management to create contracts, enter calls, or enter service orders for them.

» To set up customer records

From the Customer Service Setup menu (G1740), choose Address Book Revisions.

1. On Work With Addresses, click Add.

PeopleSoft.

SelectWorkspace: |Actwe Foundation j

Active Foundation | personsize | change Role | sign out

i 7 W
oK Cancel Form  Tools

B X 0O &

Address Number ooz |
(O o e e e e

Alpha Name

I on
Long Address Mumber

Tax|D
Search Type I'e} Customers
Business Unit 1 Financia¥Distribution Company
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2. On Address Book Revision, complete the steps to enter a customer record.

See Working with Address Book Records in the Address Book documentation.

3. Click the Additional tab, and then click the following option to indicate whether you
accept receivables from this customer:

e Receivables Y/N

PeopleSoft.
SelectWorkspace: |Actwe Foundation j
Active Foundation | personsize | change Role | sign out
Book Re 0 i 7 |
0K Cancel Form  Tools
2]
Address Number 1002
- Additional ]f ]f W
Payables YiNM N ¥l Receivables vi
[ Erplayes YiM [T User Code
[T ARIAP Netting (v) [ Subledger Inactive Code
HRM Recards Exist Workflow
AddlInd Tax ID E-mail Preference
Tax Exempt Certificate Shorteut Client Tvpe ’7
PersoniCarporation Code
Credit Message
Language
Industry Classification 5200 Senices

4. To create contracts, enter calls, or enter service orders for your customer, you must
also add Accounts Receivable information to the customer record. On Address Book
Revision, choose A/R from the Form menu, complete the Customer Master Revision
form, and click OK.

See Creating Customer Records in the Accounts Receivable documentation.

5. On Address Book Revision, choose CSMS from the Form menu.

16
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6. On Working With Customer Service Management Information, click Add.

Note

If you need to delete a customer, click Delete on the Working With Customer Service
Management Information form. The system only deletes the CSMS information from
the F1797 extension table and does not affect the F0101 master table.
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7. On Customer Service Management Information, click Customer.
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On Customer Information Revisions, complete the following fields:

Contracts

Enter the adjustment schedule that you want the Advanced Pricing system to use
to price contracts.

Service Orders

Enter the adjustment schedule that you want the Advanced Pricing system to use
to price parts and labor to bill service orders.

Calls

Enter the adjustment schedule that you want the Advanced Pricing system to use
to price a call.

Default Service Provider

The system retrieves this information when you enter a service order for this
customer.

Geographic Region

The system retrieves this information when you enter a call for this customer.

Service Order Service Type

The system retrieves this information when you enter a service order for this
customer.

Time Zone

This required field contains the time zone of the customer. It is used to calculate
commitment date and time for calls and service orders.

Daylight Savings Rule

This field applies to the time zone of the customer.

Work Center

The system uses the work center for entitlement checking and to retrieve the
workday calendar. If you do not set up your work center, you must set up a
workday calendar that is set for ALL.

The following fields are reserved for future use: Default Dealer, Standard Carrier, and
Shipment Tracking.

After you complete the fields on Customer Information Revisions, click OK.
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Setting Up Service Provider Records

Service providers enter calls and fulfill your service orders. By maintaining records on service

providers, you can also track customer satisfaction regarding each service provider. For

example, a service provider can be a consultant on a call, a technician on a service order, or

an authorized dealer. Set up service providers in the address book.

» To set up service providers

From Customer Service Setup menu (G1740), choose Address Book Revisions.

1.
2.

On Work With Addresses, click Add.
On Address Book Revision, complete the steps to enter a customer record.
See Working with Address Book Records in the Address Book Guide.

Click the Additional tab and complete the following field to indicate whether the
service provider receives payments from your company:

e Payables Y/N/M
If the service provider is also a customer, you must complete the following field:
e Receivables Y/N

From the Form menu, choose CSMS.

On Working With Customer Service Management Information, click Add.

Note

If you need to delete a service provider, click Delete on the Working With Customer

Service Management Information form. The system only deletes the CSMS

information from the F1797 extension table and does not affect the FO101 master

table.

On Customer Service Management Information, click Service Provider.
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On Service Provider Revisions, to view service providers as active or inactive for
reporting purposes, click the following option:

e Inactive
Complete the following fields:

e ACD Extension

The ACD (Automatic Call Distribution) Extension field is an extension of the

phone system for the provider. When a call is assigned to a service provider, the

system retrieves this extension into the call.

e Mail Box Designator

When a call is assigned to a service provider, the system places the call into this

mailbox in the Message Center.

If you leave this field blank, the queue that is defined in the mailbox appears as

the default value.

e Pager/E-mail Address

If you enter a pager or e-mail address, the system notifies the service provider by
page or e-mail when a call or service order is assigned to that service provider.

e Work Center
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10.

11.

12.

13.

14.

The system uses the work center for entitlement checking and to retrieve the
workday calendar. If you do not set up your work center, you must set up a
workday calendar that is set for ALL.

e Time Zone

This required field contains the time zone of the service provider, which is used
to calculate commitment date and time for calls and service orders.

e Daylight Savings Rule
This field applies to the time zone of the service provider.
The Service Group field is reserved for future use.
On the Default Account Number tab, complete the following fields:
e Home Business Unit
e Object Account

e Subsidiary

The system retrieves the G/L account number for time entry purposes when you
enter time for a call.

On the Adjustment Schedules tab, complete the following field:

e Claims

Enter the adjustment schedule that you want the Advanced Pricing system to use
to price parts and labor for paying service providers.

On the Payment/Pricing tab, to indicate the pricing method to use to pay the service
provider, click one of the following options:

e Flat Rate
e Time and Materials
e None

To indicate that you are paying the service provider for parts used for a repair, click
the following option:

e Pay Service Provider for Parts

After you complete the fields on Service Provider Revisions, click OK.
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Foundation

Address The Address Book system contains addresses, tax IDs, adjustment schedules, and pricing
Book information for customers and service providers.

Setting Up Inventory Information

Customer Service Management uses the Inventory Management system to store CSMS
related information about items in inventory. When you use CSMS with the Inventory
Management system, you must create an item master and assign the item to a branch/plant
location. The information that is specific to a CSMS item master includes product family and
product model information.

Topics
O Creating an item master

O Assigning an item to a branch/plant

Creating an ltem Master

You must enter master information for all stock and non-stock items. Master information
includes the item number, item name, description, and other general information about the
item. The system uses this information to identify each item in the distribution and
manufacturing systems.

You may want to enter one item that you can use as a template when you enter additional
items. On your item template, you can enter field values that are common to the other items
that you want to add. When you add the new items, you locate the item template and then
modify field values as necessary.

When you enter a new item, the system creates an item master record in the Item Master
Information table (F4101) and stores information specific to CSMS in the ltem Master -
Customer Service Extension table (F4117). After you have created the item master record,
you cannot delete master information for the item if any of the following information exists:

e ltem branch records

Bills of material

Item cross-reference numbers

Supplier relationships

Sales prices

Before You Begin

O Enable access to Customer Service information by clicking the CSMS Installed option
on the CSMS System Constants Revisions form. See Setting Up System Constants.

o Verify that the processing options for Item Master (P4101) are set with item defaults,
versions, and display options when you add an item to the system.
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See Entering Item Master Information in the Inventory Management Guide for
detailed descriptions of the processing options for the Iltem Master program (P4101).

» To create an item master

From the Inventory Master/Transactions menu (G4111), choose Item Master.

@ 1tem Master - [Work With Item Mastet Erowse] : Jo ] o4
£ IFle Edit Preferences Form Row ‘Window Help . = =]
* £
ﬁ;éct F%-d Jj C?JY QE... g;‘se Segg... Mg-r Dﬂ” Aﬁ J Links w ltem.. [@OLE.. [@]Internet
ih let;r;'er Description Description 2 S(;

1001 Bike Rack - Trunk Mount Bike, Rack
—_@Ml Mountain Bike, Red Bike, Mauntain

230 Youth Sport Bike Bike, Youth Spo
| 220 Touring Bike, Red Bike, Tour
| 2 Tauring Bike, Blue Bike, Tour
| 232 Tauring Bike, Green Bike, Tour
| 2001 Cro-hMoly Frame, Red Bike, Frame, Pz
| 2002 Cro-mMoly Frame, Twwo Tone Bike, Frame, Pg
| 2003 Cro-Moly Frame, Green Bike, Frame, Pz
| 2004 cro-Moly Frame Bike, Frame
| 2005 Chain Stay Bike, Stay
[ |z006 Tauring Fork Bike
[ |z007 Battarn Bracket Bike =
[T o
i 1 \Wiork YWith Itermn Master Browse

1. On Work with Item Master Browse, click Add.
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On ltem Master Revisions, complete the steps to enter item master information, then
return to the Work with Item Master Browse form.

See Entering Item Master Information in the Inventory Management Guide.

From the Row menu, choose Addl. System Info.

On Additional System Information, click the Customer Service tab.
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Complete the following fields:

e Product Model

e Product Family

¢ Responsible BU for Service
e Cost Type

o Field Disposition Code

e Mfg Disposition Code

e Disposition Code 3

e Disposition Code 4

o Disposition Code 5

Click one or both of the following options:
e Returnable

e Repairable

When you click the Repairable option, the system sends the item to a repairable
warehouse if an RMA is issued. If repairable is not checked, the product, if
returned, is sent to a scrap warehouse.
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You can choose Model/Family Search from the Form menu to search for a product
model and family combination.

7. Click OK.

Assigning an Item to a Branch/Plant

You can assign an item to a branch/plant to indicate where the item is located. The
information about an item might differ from warehouse to warehouse. For example, taxes
might be applicable to an item in one warehouse but not in another. You might also have
different quantity requirements for items, depending on the warehouse. Every J.D. Edwards
system that retrieves item information searches for the item branch/plant information before
using item master information.

When you add branch/plant information, the system creates a record in the Item Branch table
(F4102) and stores information specific to CSMS in the Item Branch - Customer Service
Extension table (F41171).

Before You Begin

o Verify that the processing options for Item Branch/Plant Information program (P4102)
are set with item defaults, versions, and display options when you attach an item to a
branch/plant in the system.

See Also

Q Entering Branch/Plant Information in the Inventory Management documentation for
detailed descriptions of the processing options for the Item Branch/Plant Information
program (P4102).

Q Working with Item Locations in the Inventory Management documentation for
descriptions of fields on Item Branch Revisions and Additional Item Branch
Information

» To assign an item to a branch/plant

From the Inventory Master/Transactions menu (G4111), choose Item Branch/Plant.

1. On Work With Item Branch, click Add.
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On ltem/Branch Plant Info., complete the following fields and click OK:
e Branch/Plant

e Item Number

For non-serialized items in CSMS, complete the following fields:

e Lot Process Type

e Serial No. Required

e Shelf Life Days

For more information, see Entering Branch/Plant Information in the Inventory
Management Guide.

Return to the Work With Item Branch form.
From the Row menu, choose Addl. System Info.

On Additional System Info, click the Customer Service tab.
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Revise the following fields or accept the system default values:

e  Product Model
e Product Family
e Business Unit

e CSMS Cost Type

The system retrieves this value into the parts list on a service order and also

uses it with costing.
Complete the following fields:
o Field Disposition Code
¢ Mfg Dispostion Code
e Disposition Code 3
e Disposition Code 4
e Disposition Code 5
Click one or both of the following options:

e Returnable
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e Repairable

10. Click OK.

The system retrieves item information from the ltem Master, but you must click OK to update
the database. If you click Cancel, information from the form is not saved in the database.

Setting Up Automatic Accounting Instructions

To record financial transactions, you must identify information about your account structure
and specific account values in order to process transactions properly. You define your
account structure and specific account values by using automatic accounting instructions
(AAls). The system stores the AAl values in the Automatic Accounting Instructions table
(F40905). Whenever a program performs an accounting function, it accesses the Automatic
Accounting Instructions table. The system uses AAls to determine how to distribute G/L
entries that the system generates.

You must create AAls for each unique combination of company, transaction, document type,
and G/L class that you anticipate using. Distribution AAls define the rules by which the
Customer Service Management system and the general ledger interact. Accounting AAls
define the rules by which the CSMS, Accounts Payable, and Accounts Receivable systems
interact. When you define AAls, you establish how the system processes transactions for
various programs.

Based on the key fields, such G/L Category Code, Document Type, Company, and Cost
Type, the system writes transactions to an account based on the specified business unit,
object account, and optionally, subsidiary.

You can indicate a specific branch/plant for the object account and subsidiary to which the
system creates journal entries. Or you can leave the branch/plant blank. The system
identifies the appropriate branch/plant according to the system constants.

Contract-related distribution AAls consist of the following:

e 1750, Contract Revenue
e 1751, Contract Short-Term Revenue
e 1752, Contract Long-Term Revenue
e 1753, Contract Cancel Fees
Service work order-related distribution AAls consist of the following:
e 1742, Service Orders
o 1782, Service Order Claims
Inventory-related distribution AAls consist of the following:
e 4124, Expense or COGS
o 4122, Inventory

Routing-related distribution AAls consist of the following:

e 3122, Routing Service Costs
e 3401, Accruals

Call-related distribution AAls consist of the following:

30



e 1747, Call Center Revenue
e 1792, Call Center Expense
e 1793, Accrued Call Center Expense
e 1794, Call Center Goodwill Expense

See Also

Q Setting up AAls for Service Contracts for system-specific information about specifying
GI/L codes, search hierarchies, and responsible branch/plants for service contract
transactions

a Setting Up AAls for Service Orders for system-specific information about specifying
GI/L codes, search hierarchies, and responsible branch/plants for service order
transactions

a Setting Up AAls for Calls for system-specific information about specifying G/L codes,
search hierarchies, and responsible branch/plants for Call Management transactions

» To set up automatic accounting instructions

From the Call Setup menu (G1743), choose AAls - Billing.

1. On Work With AAls, choose the row that contains the AAI table that you want to set
up.

@ aaTs - Billing - [Work With AAIs] =lOl x|
C:I File Edit Preferences Form FRow Report  Window Help ;lilll

v B O+ @ x T £ & 8,
inks
Select Find Add Del. Close Seq. Mew.. Dis. Abo v Accou.. [BOLE...  [8) intemet

Skip To Al 1700 Customer Service Management

@l Nu‘::t:er Description Description - 2

1700 Customer Service Management CSMS Costs
1740 Revenue CSMS Billing
1742 Service Orders

1747 Calls

17580; Cantracts

1751 Confract Short-Term
1752: Contract Long-Term
1753 Cancel Fees

1780; Expense CSMS Payables
1782 Serice Order Claims

1792: Call Center Expense
17593 :Accrual Call Center Cost

%

S22

2. From the Row menu, choose Details.
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On Account Revisions, scroll down to the bottom of the form, complete the following
fields, and click OK:

e Co

e DoTy

e G/LCat

e Cost Type

e Branch Plant
e ObjAcct

e Sub
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Installed Base Management

Installed Base Management

The Installed Base Management module provides you with the means to enter and manage
product registrations and product master records. You can use this module to create and
track the current and historical information for every product or piece of equipment that you
manufacture or sell.

For example, you can capture information such as distribution dates, distribution channels,
product registrations, product owners, and product locations. By capturing this information,
you provide your consultants with immediate access to the critical data that customers expect
them to have. This data is also critical for supporting outbound direct marketing initiatives.

The Installed Base Management module also provides a database to track all contract and
warranty registration information for sold or serviced products. When you add a product or
piece of equipment, the system can create a base warranty in the Installed Base. The system
uses a set of defaults that define the conditions of the warranty.

Most Installed Base updates are created from information derived from sales orders. You
can, however, create Installed Base records from product registration cards or fixed assets.
The following graphic illustrates the process of creating Installed Base records from a variety
of sources:

Non-Serialized items Basic and Advanced Product Registration Cards
Serialized Items

v
Installed Base Management
A

4

Call Management
Service Order Management
Service Contract Order Management

You can then update the Installed Base by using any of the following methods:

e Global update

Global update makes changes for multiple transactions.

e Installed Base Revisions (P1702)
e Call Management

o Contract Management

e Service Order Management

Installed Base Revisions, Call Management, Contract Management, and Service
Order Management make changes to single records in the system.
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Topics

O Setting up Installed Base records

0O 0O 0 O

Creating Installed Base records
Working with the Installed Base
Scheduling maintenance for installed equipment

Reviewing the Customer Reference report

Terms and Concepts

You should be familiar with the following terms and concepts related to Installed Base

Management:

Installed Product or equipment items that are included in the Installed Base.

equipment

Installed The comprehensive database of installed products. The Installed Base includes tables that

Base identify products, the base warranty, and the point of origin, such as a sales order.

Product Any item or piece of equipment that you want to track.

Product A group of products that have common characteristics and share classification criteria.

family

Customer The address book number of the customer who owns or leases installed equipment.

number

Site Number  Thg 5ddress book number of the site where a piece of equipment is located. The site
number can be the same as the customer number, but it might differ if the customer has
multiple sites.

Base The warranty that is associated with the equipment. Base warranties are typically included in

warranty the purchase price of the equipment. Included in a base warranty are the service type and

Service types

Contract
coverage

Service
package

length of time that the product is covered.
A form of support offered to the client for post-sales maintenance of equipment. Examples of

service types might include telephone support, on-site service, or repair and return service.

The days of the week and hours of each day during which the service package is in effect.
For example, the coverage term 5 X 8 refers to a contract that covers equipment five days a
week, Monday through Friday, for eight hours each day.

The combinations of service type and contract coverage that specify the service support to
which the customer is contractually entitled.
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Setting Up Installed Base Records

Before you can use certain features of the Installed Base Management module, you must set
up information about the equipment that you want to track. For example, you need to define
warranty characteristics for each piece of equipment that you want to track in your Installed
Base.

If you own equipment that you lease to customers, you need to perform a variety of setup
tasks associated with Equipment/Plant Maintenance. For more information, refer to the
Equipment/Plant Maintenance Guide.

Topics
O Setting up Installed Base constants

O Setting up base warranty defaults

Before You Begin

O Set up general CSMS information and system constants. See Setting Up System
Constants.

O Whether you sell or lease equipment to a customer, you must set up equipment
constants. See Setting Up Fixed Asset Constants in the Fixed Assets documentation.

O Set up the depreciation default and asset cost account. See Setting Up Depreciation
Default Values.

Caution

You must have the depreciation default set correctly for a valid asset cost account and a
responsible business unit, or the setup will fail.

See Also

Q Setting Up Equipment in the Enterprise Asset Management documentation for more
information about identification numbers, AAls, and so on

Q Understanding User Defined Codes in the Enterprise Asset Management
documentation for more information about setting up category codes for equipment
information tracking and Installed Base Management.

a Setting Up PM Schedule Information in the Enterprise Asset Management
documentation for more information about setting up standard maintenance
procedures and rules for scheduling maintenance

Setting Up Installed Base Constants

To define default information for the entire system, you set up system constants. Constants
control the types of information that you track and the rules that the system uses to perform
certain calculations. You can also define whether the system uses the asset, unit, or serial
number as the default primary number that displays for the Installed Base item. The
information that you enter for the primary number overrides the primary number information
stored in the company constants.

35



» To set up Installed Base constants

From the Customer Service Setup menu (G1740), choose Customer Service Constants.

1. On CSMS System Constants Revisions, click the Installed Base tab.

PeopleSoft.
SelectWorkspace W

Active Foundation | personsize | change Role | sign out

i 7 ]

K Cancel Tools

o
=]

ﬁﬁlau Equipment Master hd I

Constants

¥ Push Site Change To Confract
[¥ Fush Installation Date Change to Base Warranty Contract

[¥ Fush Inventory Nurnber Change to Contracts

¥ Push Customer Change to Base Warranty Contract
SAVH Non-Serfalized

@ Creats One-to-One " Create Many-to-One

2. Complete two of the following fields:
e Symbol to Identify Asset Number
e Symbol to Identify Unit Number

e Symbol to Identify Serial Number

One of the above three fields must be left blank. The blank designates the
primary number that is used in Installed Base. J.D. Edwards strongly
recommends that symbols be used as valid values instead of letters. J.D.
Edwards also recommends that these primary number settings be in synch with
the Fixed Asset constants.

3. To update the site number on all contracts related to installed base record installation
site changes, click the following option:

e Push Site Change To Contract

If site number has changed, that change is applied to all contracts for the item.

4. To update the start and end dates on base warranty contracts only related to
installed base record installation date changes, click the following option:

36



e Push Installation Date Change to Base Warranty Contract
Date changes do not apply to billable contracts.

5. To update the inventory number on all contracts related to installed base record
installation inventory number changes, click the following option:

e Push Inventory Number Change to Contracts

6. To create installed base record for non-serialized items when you run the Installed
Base Update - Unified program (R17024), click one of the following options:
e Create One-to-One

When you click this option, the system creates a serialized number in the user
defined code table (40/SN) for each unit of one in the Basic Serial Numbers table
(F4220) and creates an installed base record for the single item.

o Create Many-to-One

When you click this option, the system creates a single installed base record for
the item, regardless of the quantity.

Note

This option works in conjunction with the Serial Number Required Flag in the ltem
Branch/Plant program. For non-serialized items that you want to track in CSMS, the
Serial Number Required field on the Item Branch/Plant Info. form must be set to 6 in
order for you to create installed based records for non-serialized items.

7. Click OK.

Setting Up Base Warranty Defaults

You must provide the system with information about the warranty that you offer for each
product or piece of equipment in your Installed Base, such as the length of time for which the
warranty is valid and the type of service package provided by the warranty. You can set up
default warranty information based on a number of variables. For example, you can set up
base warranty information based on a product model and product family, and then modify the
warranty, based on additional criteria such as the customer or country.

In addition, you must add a sequence of one or more rules for using variables such as
customer number or branch/plant, to determine the default warranty values that apply to a
specific Installed Base item.

The following graphic illustrates the tables that store base warranty default information:
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Coverage Types Service Types
(F1724) (F1725)

Line Type Control
Constants (F40205)

CSMS Line Type
Constants (F1793)

Service
Package
(F1729)

Topics
O Setting up warranties

O Setting up warranty rules

» To set up warranties

Line Types

Base Warranty

Defaults

(F17111)

From the Installed Base Setup menu (G1741), choose Warranty Default Entry.

1. On Work with Warranty Defaults, click Add.
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On Warranty Defaults Revisions, complete the following fields:
e Service Package
e Warranty Life In Days

e Line Type

Line Type must be a CSMS line type that is identified as a base warranty line
type.

Complete the following optional field:

o Warranty Float in Days

Warranty Float in Days are additional days that are added to the base warranty
to allow for shipping time.

To define the criteria for assigning a base warranty, complete any of the following
optional fields and click OK:

e Customer Number
e Country
e Branch/Plant

e Inventory Item Number
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e Product Model

e Product Family

You can quickly search for a product family and its associated models by choosing
Model/Family Search from the Form menu.

Only service package and length of time differentiate base warranties.

» To set up warranty rules

From the Installed Base Setup menu (G1741), choose Warranty Default Entry.

You use warranty rules to determine how the system applies warranties to a specific Installed
Base item. The sequence in a warranty rule indicates the order for using variables, such as
customer number, or branch/plant, to determine the default warranty values that apply to a
specific Installed Base item.

1. On Work with Warranty Defaults, choose Warranty Rules Seq. from the Form menu.
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2. On Warranty Defaults Rules Sequence, complete the following fields for each
sequence number and click OK:

e Sequence Number
e  Customer Number

e Country
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e Branch/ Plant
e Inv. Item Number
e Prod. Model

e Prod. Family

J.D. Edwards recommends that you set up warranty rules from the most specific to
the most general. The more fields that are checked Y in a sequence, the more
specific the warranty rule.

Creating Installed Base Records

You can create Installed Base records manually for those products that are not processed
through sales orders.

When you create installed base records, the system creates records in the following tables
when you run this process:

o Asset Master table (F1201)

e Equipment Master Extension table (F1217)
¢ Installed Base Location History (F1731)

e Status History (F1307)

e Parent History (F1212)

Depending on how you have set up your processing options and whether you are creating a
base warranty, the system also creates records in the Contract Detail table (F1721). Based
on the sales contract, the system automatically generates warranty entitlement information
for the product.

Topics

Creating a single Installed Base record

O

Entering product registration
0 Running Installed Base Update

O Creating Installed Base records from fixed assets

Creating a Single Installed Base Record

You can use the Work with Installed Base form to create an Installed Base record for
products that are not captured by the Installed Base updates.

» To create a single Installed Base record

From the Daily Installed Base Processing menu (G1711), choose Installed Base Entry.

1. On Work with Installed Base, click Add.

If you are revising an existing record, you might not be able to revise certain fields on
the form.
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On Installed Base Revisions, complete the following fields:

e Site Number
e Owner Number
e Serial Number
Serial Number is a required field depending on processing options.
e Inventory Number
Inventory Number is a required field depending on processing options.
e Acquired Date

e Installation Date

The system date is the default value for the date fields. The system retrieves the

description from the inventory item number.
Complete any of the following optional fields:
e Equipment Status

e Unit Number

e Proof of Purchase
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If the Proof of Purchase field is blank, the Date field is enabled. If a non-blank
value is entered, the dates are disabled. If you write a billable contract for an
installed base item, the Proof of Purchase and date fields are protected.

e  Product Model
e Product Family
e Parent Number

To specify whether the piece of equipment is owned by the company, click the
following option:

e Company Owned

When you click OK, the system validates that the serial number and product model
combination is unique.

Click the Classification 1 tab.

PeopleSoft.
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Major Equipment Class .
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Model Year
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Category Code 6
Category Code 7
Category Code 8

Category Code 9

100000040

Rate Group

Complete any of the fixed asset category code fields as appropriate.

You can access the remaining 13 equipment category code fields by clicking the
Classification 2 tab.

Click the Classification 3 tab.
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8. Complete the following optional field:
e  Product Component

9. Complete any of the Installed Base category code fields as appropriate.
10. Click the Accounting tab.
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11. Complete the following required fields:

e Company

o Responsible Business Unit

e Account Number

These fields might already contain default values from processing options.

12. Complete the following field with a value other than blank to prevent transactions

from being applied to this record:

e Subledger Inactive Code

13. Click the Service tab.
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14. Complete the following fields:
e Service Provider
e Service Technician
e Lease Start Date
e Lease End Date
e Leased From
15. Click OK to create the record.
Processing Options for Work with Installed Base Entry (P1701)
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
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value.

1. Installed Base Revisions
P1702 (ZJDE0OOO1)

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 (ZJDEOOO3)

7. Bill of Material Inquiry
P30200 (ZJDEO001)

8. Service Contracts
P1720 (ZJDE0OO1)

9. Call History

P17500 (ZJDEO003)

10. Inventory Master
P4101B (ZJDE0O0O01)

11. Supplemental Data
P00092 (ZJDEO005)

12. Installed Base Related Orders
P17023 (ZJDE0O001)

13. Installed Base Parent/Child
P12017 (ZJDE0002)

14. Location Information
P1201 (ZJDE0OOO1)

15. Location Inquiry
P12215 (ZJDEO001)

16. Location Transfer
P12115 (ZJDEO001)

Entering Product Registration

You can use the product registration program to enter installed base records quickly. For
example, if you sell bike helmets, you don't have to create installed base records for each
bike helmet that you sell. But you can include product registration cards with each helmet and
customers can send you product and customer information. You might use this program to
track new product promotions, product life cycles, and customer demographics.

The Quick Product Registration program (P1705) is not a browse/inquiry form. The fields on
the tab headers can be default entry values for multiple entries to the grid. As you create
multiple product registration entries, the system adds the entries to the grid area. For
example, you can enter information from registration cards that have been sorted by item. If
you enter the item information on the Product Defaults tab once, you are able to enter
multiple site and owner numbers. Conversely, if you would like to create multiple product
registration entries for a single customer, you can enter the customer information once and
then enter multiple items and branch plants.

Before You Begin

0 You must enter the customer information in the Address Book system. See Working
with Address Book Records in the Address Book documentation.
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O You must ensure that items that you enter in the product registration entry form have
defined CSMS information.

» To enter product registration

From the Daily Installed Base Processing menu (G1711), choose Product Registration
Entry.

You can only use the Quick Product Registration form to enter customer and product
information. To review installed base entries, you must inquire using the Installed Base Entry
program (P1701).

You can enter information in the tab header fields that are default entry values that apply to
multiple product registration entries. For example, you can enter product information on the
Product Defaults tab once, and enter multiple site and owner numbers. As you create multiple
product registration entries, the system adds the entries to the grid area.

PeopleSoft.
SelectWorkspace W

Active Foundation | personsize | change Role | sign out

Q Pro Re atio i 7 W

oK Delete Cancel Tools

=]
Customer Defaults
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Installation Date

Cut ricl

1. On Quick Product Registration, click the customer Defaults tab and complete the
following fields for customer information:

e Site Number

e  Owner Number

You can enter both a site number and an owner number. If you enter either a site
number or an owner number, the system uses the value as the default for the
other address book number.

e |Installation Date
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2. Click the Product Defaults tab to complete the following fields for product information:

e Branch

e Inventory Number

Based on the inventory number, the system retrieves values for product family
and product model information.

The system creates a product registration entry in the grid area.

3. In each grid row, complete the following required fields for each registration entry:

e Add Row

e Serial Number

The serial number is only required if you set the serial number processing option

to Required.

4. You can tab to the next row or place your cursor in the next row to continue entering

customer and product information.

5. Click OK.

The system creates installed base records for each of the grid rows.

Note

You can enter serial number, product, and customer information directly into the grid without
entering customer or product information in the tab header area. If you leave the fields in the
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tab headers blank and enter the customer and product information in the first line, the system

uses these values to populate the grid rows that follow.

Processing Options for Installed Base Revisions (P1702)

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 application)

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 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 ZJDEQOO1.

Work with Contracts Version

2. Enter the Version of the Scheduling Workbench (P48201) when the related option is used. Leave
blank to call version ZJDE00O02.

Scheduling Workbench Version

3. Enter the Version of the Status History (P1307) when the related option is used. Leave blank to call
version ZJDE00O2.

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 ZJDEQ0O2.

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 ZJDE00O02.

Equipment PM Schedule Version
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6. Enter the Version of the Cost Summary (P122101) when the related option is used. Leave blank to
call version ZJDE0O0O3.

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 ZJDE0OO1.

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 ZJDEOO0O1.

Quick Customer Add

9. Enter the Version of the Calls (P17500) when the related option is used. Leave blank to call version
ZJDEOQO003.

Calls

10. Enter the Version of the Inventory Master (P4101B) when the related option is used. Leave blank to
call version ZJDEQOO1.

Inventory Master

11. Enter the Version of the ltem Branch/Plant (P41026B) when the related option is used. Leave blank
to call version ZJDEOOO1.

Iltem Branch/Plant

12. Enter the Version of the Installed Base Related Order (P17023) when the related option is used.
Leave blank to call version ZJDE0QOO1.

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 ZJDE0QO02.

Installed Base Parent / Child

14. Enter the Version of the Supplemental Data (P00092) when the related option is used. Leave blank
to call version ZJDEOO0OS5.

Supplemental Data

15. Enter the version of the Location Information (P1201) when the related option is used. Leave blank
to call version ZJDEOO0O1.

Location Information

16. Enter the version of the Location Transfer (P12115) when the related option is used. Leave blank
to call version ZJDEOOO1.

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

Running Installed Base Update

You use the Installed Base records to create and track the current and historical information
for every product or piece of equipment that you sell. Using the manufacturing and
distribution systems, you can track items from raw materials through the manufacturing and
distribution cycle to finished goods, using key features such as lot processing, serial number
tracking, parts list, and purchase orders and receipts.

With CSMS, you can continue to track those items after the item has been shipped to the
customer and the sales order is complete. For example, if you use features such as lot
processing and serial number tracking, you entered lot and serial number information at
various points of the manufacturing and distribution cycle, such as the parts list, works
orders, purchase order receipts and sales orders. The system captures the information when
you create an Installed Base record.

When you run the Installed Base Update, the system creates multiple installed base records
from sales orders for serialized items (basic and advanced) and CSMS non-serialized items.

51



The system retains sales, purchasing, and manufacturing information for each installed base
record. You can access that historical data in order to guarantee parts and maintenance
service.

Topics
O Understanding installed base records for serialized and non-serialized items

O Updating the installed base

Understanding Installed Base Records for Serialized and Non-Serialized ltems

You can create Installed Base records for each item that you sell. Installed Base records are
created after shipment confirmation based on lot and serial number information in the Item
Branch Plant Information table (F4102).

When you enter item information in the Item Branch Plant Information form, you must identify
the requirement for serial numbers, in the following fields:

e Serial Number Required
e Lot Process Type

You can define the serial number information in the Item Branch Plant Information table
(F4102) to indicate whether the item is a serialized item or a non-serialized item in the CSMS
system.

Serialized ltems

During the manufacture, procurement, and sales order entry cycles, you might be required to
enter serial number information based on the item information. After you confirm the
shipment of the item and send it to your customer, you can continue to use the serial
numbers to create Installed Base records in the CSMS system for warranty and service
information.

Basic Serial Number Processing

If you do not require a serial number for your items, but you want to assign serial numbers for
product tracking, customer service, or new product promotions, you can use the features of
basic serial number processing. ltems with assigned basic serial numbers have the following
item information assigned in the ltem Branch Information table (F4102):

Serial Number Required: Y

Lot Process Type: Blank. When you leave this option blank, you can manually assign
serial numbers to the item, but the serial number is not required. Additionally, you can
assign a serial number to items regardless of the quantity.

The system stores basic serial numbers in the Serial Numbers table (F4220).

Advanced Serial Number Processing

During the manufacture, procurement, and sales order entry cycle, you might be required to
enter serial number information according to item specifications. You can use advanced
serial number processing to track items through multiple processes. The system stores
advanced serial numbers in the Sales Order Detail table (F4211) and other tables, such as
Lot Master (F4108) and Work Order Header (F4801).
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Items that follow advanced serial number processing are identified by the following item
information that is assigned in the Item Branch Plant Information table (F4102):

Serial Number Required: N. For advanced serial number processing, the system
does not use this field. To specify serial number requirements, you must use the lot
process type.

For the lot process type, choose one of the following:

4 If you specify 4, serial numbers are optional except at shipment confirmation. You can assign a
serial number for quantities greater than one.

S If you specify 5, serial numbers are required. The system assigns the serial number, using the
system date (YYMMDD) format. Quantities must not exceed one.

6 If you specify 6, serial numbers are required. The system assigns the serial numbers in ascending
order using Next Numbers. Quantities must not exceed one.

7 If you specify 7, serial numbers are required. You must manually assign the serial numbers.
Quantity must not exceed one.

Note

When advanced serial numbers are required, you must specify a value in the Shelf Life Days
field in order for the system to calculate expiration dates. If you do not enter a value for the
shelf life days, the system prompts you to enter an expiration date at every point that serial
number verification or entry is performed.

Non-Serialized ltems

If you do not require a serial number for your items, you can still create installed base records
to use for product tracking, customer service, or new product promotions. Non-serialized
items have the following item information assigned in the ltem Branch Plant Information table
(F4102):

Serial Number Required: 6. Use the Serial Number Required Field on the ltem
Branch Plant form to indicate that this item is a non-serialized item in the CSMS
system.

Lot Process Type: Blank.

When you create an Installed Base record for non-serialized items, you can create a record
for each single unit in the order detail line or one Installed Base record for the entire quantity.
For example, a sales order detail line exists for 50 bicycles. You can create 50 Installed Base
records for this order detail line, one Installed Base record for each bicycle, or a single
Installed Base record for the order detail line.

When you run the Installed Base Update - Unified (R17024) program, the system first verifies
your serial number requirements, and then checks the Installed Base option for Non-
Serialized Items on the Installed Base tab in the CSMS Constants:

e If you click the option, Create One-to-One, the system creates an Installed Base
record for each single unit of the order detail line.
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e If you click the option, Create Many-to-One, the system creates a single Installed
Base record for the item, regardless of the quantity.

The following graphic illustrates the Installed Base Update process.

Sales Order Entry

Item Branch/Plant
Stocking Type
Lot Processing Type
Serial Number Required

Basic Serial Numbers
220

(F4220)
Sales Order
Detail (F4211)
Basic Serialized Items
Ship Confirm

Create Installed
Non-serialized Items Base record

A CSMS Constants (P17001)

One to One/ Many to One

Advanced serial numbers
1 -

Installed Base Update
(R17024)

Updating the Installed Base

From the Daily Installed Base Processing menu (G1711), choose Installed Base Update -
Unified.

You can automatically update your Installed Base records directly from sales orders. When
you run the Installed Base Update program, the system creates Installed Base records for all
your products, based on the Serial Number Required and Lot Processing Type fields for each
item.

During Installed Base Update, the system creates entries in the following tables:

o Asset Master table (F1201)

¢ Equipment Master Extension/CSMS Tag table (F1217)
¢ Installed Base Location History (F1731)

e Status History (F1307)

e Parent History (F1212)

Depending on how you have set up your processing options and whether you are creating a
base warranty, the system also creates records in the Contract Detail table (F1721).

The following graphic illustrates the process when you create Installed Base records for a
variety of serialized items:
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When you run the Update Installed Base, the system creates an installed base record for
order detail lines, based on the serial number requirements and lot process type. Additionally,
the system retains pertinent manufacturing or purchase order information, based on the item
stocking type. In this way, you can access historical data for customer service.

For manufactured items, the system retrieves manufacturing information from the following
tables:

e Lot Master table (F4108)

e Item Branch Plant Information (F4102)
e Cardex (4111)

e  Work Order Master (F4801)

e ECO Parts List table (F3013)

The system identifies manufactured goods in the Item Branch Plant Information form
to be those items with a stocking type code that has M in the Description 2 field of the
user defined code table (41/1).

For purchased goods, including raw materials, the system retrieves purchasing information
from the following tables:

e Purchase Order Detail (F4311)
o Lot Master table (F4108)

e Item Branch (F4102)

e Cardex (4111)

The system identifies purchased goods in the Iltem Branch Plant Information form to
be those items with a stocking type code that has P in the Description 2 field of the
user defined code table (41/1).

Processing Options for Installed Base Update - Unified (R17024)

Process Tab

These processing options define the processing that the system performs for this version of
Installed Base Update. You can choose whether the system generates a base warranty and
whether base warranty information is required. Additionally, you can choose whether to
create mailing data.
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1. Generate Base Warranty

Blank = Do not generate BW Contracts

1 = Generate Base Warranty Contracts

Use this processing option to specify whether you want to generate a base
warranty.
Valid values are:

Blank Do not generate base warranty.

1 Generate base warranty.

2. Require Base Warranty

Blank = The BW will not be required

1 = The BW will be required

Use this processing option to determine whether a base warranty is required
for an Installed Base item.
Valid values are:

Blank The base warranty is not required for an installed base item.

1 The base warranty is required for an installed base item.

3. Create Mailing Data
Blank = Do not Create Mailing Data
1 = Create Mailing Data
Use this processing option to determine whether the system creates mailing
data when an Installed Base item is created.
Valid values are:
Blank Do not create mailing data.

1 Create mailing data for Installed Base item.
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During sales order entry, you might ship a product to an address that is
different from the address that exists in the system. When you create an
Installed Base item, and you have activated this processing option, the system
verifies the sales order number that is associated with the Installed Base
item.

If there is an associated sales order number, the system verifies the address
information in the Business Unit Master table (F4006). If address information
exists in this table, the system creates mailing data for this Installed Base
record.

If an address record does not exist in the Business Unit Master table (F4006)
or a sales order number does not exist, the system retrieves mailing

information from the Address Book.

4. Print Detail Lines

Blank = No Detail lines will be printed
1 = Print only when an error occured

2 = Print All Detailed lines.

Use this processing option to specify how the system prints detail lines on
the report.
Valid values are:

Blank Do not print detail lines.

1 Print detail lines only when an error occurs.

2 Print all detail lines.

Defaults

These processing options define the defaults that the system uses when you update the
Installed Base. The defaults for Installed Base Update program are used for journal entries.
When you create an Installed Base record for CSMS, the system uses the company,
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business unit, and asset cost account information and creates entries in the Fixed Assets
table (F1201).

1. Company
A Specific Company

Use this processing option to specify the company that is responsible for the
costs of the Installed Base Item. This value is used in validating the

depreciation defaults associated with the asset cost account.

2. Business Unit
A Specific Business Unit

Use this processing option to specify the business unit responsible for the
costs of the Installed Base item. This value is used in validating the

depreciation defaults associated with the asset cost account.

3. Asset Cost Account - Business Unit
A Specific Business Unit

Use this processing option to specify the business unit component of the asset
cost account that is used for tracking costs associated with the Installed
Base item. The asset cost account is used to determine which depreciation

default accounts are validated.

4. Asset Cost Account - Object
A Specific Account Object

Use this processing to specify the object component of the asset cost account
that is used for tracking costs associated with the Installed Base item. The
asset cost account is used to determine which depreciation default accounts

are validated.

5. Asset Cost Account - Subsidiary
A Specific Subsidiary
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Use this processing option to specify the subsidiary component of the asset
cost account that is used for tracking costs associated with the Installed
Base item. The asset cost account is used to determine which depreciation

default accounts are validated.

6. Equipment Status
A Specific Status

Use this processing option to specify the initial status assigned to the
Installed Base item.
You must enter a value that has been set up in user defined code table

(12/ES).

7. Status Code - Next

Use this processing option to specify the status value that is used to update

the sales order detail line with its next status. After the detail line has

been successfully processed, the system updates the status codes on the sales
order detail line. The Status Code - Last field is updated with the previous

value for the Status Code - Next, and the Status Code - Next is updated with
the value from this processing option.

You must specify a user defined code (40/AT) that has been set up in the Order

Activity Rules based on the order type and the line type that you are using.
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Versions

These processing options define the versions that the system uses when creating Installed
Base records using this version of Installed Base Update - Unified. If you choose to generate
contracts when you create Installed Base records, the system uses the processing options
from this version to identify contract information.

1. Installed Base Revisions (P1702)

Blank = ZJDE0001
Use this processing option to specify the version of Installed Base Revisions
(P1702). The system uses the processing options from this version, such as
serial number requirements and base warranty defaults requirements when
creating Installed Base records.

If you leave this option blank, ZJDE0QO1 is used.

2. Work With Contracts (P1720)

Blank = ZJDE0001
Use this processing option to specify the version of Work With Contracts
(P1720). If you choose to generate contracts when you create Installed Base
records, the system uses the processing options from this version to identify
the contract document type and the version information for Contract Revisions
(P1721) and Contract Print (R1733).
If you leave this option blank, ZJDE0OO1 is used.

Select

This processing option indicate which records the system selects when creating installed
base records.

1. Country

A Specific Country Code
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Use this processing option to select sales order detail lines for customers in
this country. The Country code is a user defined code (00/CN). If you leave
this field blank, no additional data selection is performed. If a valid value

is entered, the system only selects sales order detail lines for customers in

this country.

Creating Installed Base Records From Fixed Assets
You can create an Installed Base record from an existing record in the Fixed Assets system

database. Depending on the how you set the processing options, the system generates base
warranty contract details.

P To create Installed Base records from Fixed Assets

From the Periodic Installed Base Processing menu (G1721), choose Create Installed
Base from Fixed Assets.

@ Create Installed Base from Fized Assets - [Create C5MS from Fixed Assets] P o] 4
€ VFle Edit Preferences Row ‘Window Help 18|

J" B x I & & \@JLinks w Asset.. [S)OLE.. [3)Internet

Select Find Close Sed.. Mew.. Dis.. Aho

D

- Additional Selections —| CatCodes 1-10 | CatCodes 11-20 —| CatCodes 4| ¥

Inventary Number I

Equipment Status I*

Serial Number I*

Asset Mumber I*
Unit Mumber I*

Inventory
Number

Eq Serial Description Assy
St Number Numb

ii | Create CEMS fram Fixed Assets |

1. On Create CSMS from Fixed Assets, enter information in the fields on the tabs to
narrow the search criteria, and click Find.

2. Choose a record and choose Create CSMS from the Row menu.
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3. On Installed Base Revisions, complete the following fields and click OK:
e Site Number
e Owner Number
e Inventory Number
e Serial Number
e Product Model
e Product Family
e Acquired Date

e Installation Date

Processing Options for Create CSMS from Fixed Assets (P17021)

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 ZJDE0OO1.

Installed Base Revisions

2. Enter the version of the Installed Base Revisions (P1702) when the related option is used. Leave
blank to call version ZJDE0OO1.

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 ZJDE0QO1.

Contracts
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Working with the Installed Base

Regardless of how you initially create the installed base record, you can review and update
the information using a variety of features in Installed Base Management.

Q Installed Base Entry - [Work with Installed Base] =] 3]
C:' File Edit Preferences Row ‘Window Help =1

v B £ B @ x I £ &£ B J i isi

Links w Revisi.. OLE .. Internet

Select Find Add Copy Del.. Close Seq.. Mew.. Dis.. Abo @ @

Serial Mumber Iﬁ zl

Equipment Number I*

Unit Murmber I*

Product Model I*

Inwentory ltem Mumber

Site Mumber

Owner Mumber

i Serial Description Owner Site Product Product

Humber Humber Humber Family Model

i 1 Work with Installed Base

=2

s=

Topics

Searching for installed base records

0O 00 0 O

Updating the Installed Base
Creating base warranty contracts

Revising owner and site history

Working with installed base item status

Searching for Installed Base Records

Working with parent and component information

Many of the daily tasks that you perform with Installed Base Management require the ability

to locate a specific record quickly. To locate an installed base record or group of records, you
can use a variety of search criteria. After you locate the records, you can perform most tasks

related to the Installed Base without accessing other menus or programs.

If you frequently search for similar records, you can use processing options to specify default
values for the first 10 fixed assets category codes.
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» To search for installed base records

From the Daily Installed Base Processing menu (G1711), choose Installed Base Entry.

1. On Work with Installed Base, complete any combination of the following fields:
e Serial Number
e Product Model
¢ Inventory Item Number
e Site Number
e  Owner Number

2. To further narrow your search, complete any combination of fields in the Query by
Example row, and then click Find.

The system displays all installed base records that match your search criteria.

Processing Options for Work with Installed Base (P1701)

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

1.
. Category Code 2 (Equipment Class)

. Category Code 3 (Manufacturer)

. Category Code 4 (Model Year)

. Category Code 5 (Usage Miles or Hours)
. Category Code 6

. Category Code 7

. Category Code 8

. Category Code 9

OCoOo~NOOTWN

Category Code 1 (Accounting Class)

10. Rate Group

Versions

Enter the version for the following programs. If left blank, the version in parentheses will be the default
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 (ZJDEOOO1)

9.

Call History

P17500 (ZJDE0003)

10. Inventory Master

P4101B (ZJDE0O0O1)

11. Supplemental Data

P00092 (ZJDEO005)

12. Installed Base Related Orders
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P17023 (ZJDEOOO1)

13. Installed Base Parent/Child
P12017 (ZJDEO0002)

14. Location Information
P1201 (ZJDE0OO1)

15. Location Inquiry

P12215 (ZJDEO001)

16. Location Transfer

P12115 (ZJDEOOO1)

Updating the Installed Base

To make changes to multiple installed base records at one time, you can use the Installed
Base Global Update program. For example, you might use this program to update your
installed base records when you ship multiple items to one location A and four months later
all of the items are transferred to location B, which is another company branch or location.
When the records were initially entered, the items reflected location A as the site of the
equipment. Because the equipment was transferred to location B, you need to update the
information with the new site number to indicate that location B is the location of the
equipment.

Before You Begin

O Setup installed base constants. See Setting Up Installed Base Constants.

» To update the Installed Base

From the Periodic Installed Base Processing menu (G1721), choose Installed Base
Global Update.
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PeopleSoft.

Select Workspace: | Active Foundation hd

Active Foundation

| Personalize ‘ Changs Role | Sign Out

Select Find  Close Row  Todls

v @ X B B

i 7 ]

EE‘E! Equipment Master Search = I

Customer Number Q,
Site Number ]
Inventary Itermn Mumber ’7
Froduct Model ]
Product Family ’*7

Default Dealer ’7
Assessor Number ]

Computerized Branch Exch. Queu

Date Acguired
Installation Date

Order Number

—
—
—

No records fetched.

Installation
Date

Product
Model

Product
Family

On Installed Base Global Update, complete the following field:

e Customer Number

To limit the scope of your search, complete any of the following fields:

e Site Number

e Inventory Number
e Product Family

e Product Model

e Acquired Date

e Installed Date

e Order Number

Click Find.

To make date changes, click the Date Change tab and complete the following fields:

e Acquired Date

e |nstalled Date
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5. To indicate a location change for your equipment, click the Site Change tab and
complete the following fields:

e Site Number
o Effective Date
o Update Children

6. To change the parent serial number for your equipment, click the Parent Number tab
and complete the following fields:

e Parent Number
o Effective Date

7. Choose all the records that you are changing.
8. From the Row menu, choose Update.

The system processes the changes and displays the updated information.

Processing Options for Installed Base Global Update (P17022)

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

Creating Base Warranty Contracts

When you create installed base records, you can set the processing options for Installed
Base Revisions (P1702) so that the system generates base warranty contracts when you add
an installed base item. However, if the system does not generate base warranty contracts at
the time that an installed base record is created, you can create a base warranty contract
after you create an installed base record.

With Create Base Warranty Contracts (P17212), you can inquire on all installed base records
that do not have base warranty contracts in the Contract Detail table (F1721).

» To create base warranty contracts

From the Periodic Installed Base Processing menu (G1721), choose Create Base
Warranty Contracts.

1. On Create Base Warranty Contract, complete the search criteria and click Find to
inquire on all installed base records that do not have base warranty contracts.
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PeopleSoft.
SelectWorkspace W

Active Foundation | personsize | change Role | sign out
H a3

Find  Close Row  Tools

Site Number ,mi aQ Continental Incomorated

Owmer Nurmber ’7

Order Nurmber ,*7

Product Family ,««7

Froduct Model F ]

Inventary Mumber ,7

Customize Grid

Installed Inventory
Description Date Humber

[ming [NRA] Deluxe Pager 3333 3333 02i02/00 02/02100 7205 FG
[ming & Deluxe Pager 3333 3333 02i02/00 02/02100 7205 FG
[ming NB Deluxe Pager 3333 3333 02/02/00 02/02/00 7205 PG

il | »

The B/W Avail field identifies whether base warranty default information exists in the
Base Warranty Defaults table (F17111).

Note

You can only create contracts if there are base warranty defaults for the installed
base item. The B/W Avail field must display a Y.

2. Select one or more rows.
3. From the Row menu, choose Create B/W Contract.

The system creates a base warranty contract in the Contract Detail table (F1721).

Revising Owner and Site History

You can easily revise information about equipment owners or locations. This information is
especially useful if the equipment is often transferred or resold prior to warranty expiration.
You can enter current location dates or dates that become effective in the future.

» To revise owner and site history

From the Daily Installed Base Processing menu (G1711), choose Installed Base Entry.

1. On Work with Installed Base, complete the steps to locate a specific installed base
record.
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See Searching for Installed Base Records.

Alternatively, if you know the equipment number of the installed base record, you can
choose Installed Base Location Revisions directly from the Daily Installed Base

Processing men

u.

To revise current and historical owner and site location information, choose the
record, choose Installed Base from the Row menu, and then choose Change Site.

PeopleSoft.
Select Warkspace W
Active Foundation Personalize | Change Role Sign Out
ocation Revisio A A ™
OK  Cancel Form  Tools
]
Current Location
Equipment Mumber |31455 Fhone Switch
Customer Number |3334 Lewis Enterpiises
Site Number |3334 Lewis Enterpiises
Equil Location
Customer Number || Q
Site Number [
Location Code F] All
Start Effective Date W
Start Effective Time W
Remark |
|

The system displays the Equipment Location Revisions form. Current owner and site

information appears in the upper portion of the form.

Complete the following fields to enter new owner and site information:

e Owner

e Site Number

If applicable, override the following fields:

e Location Code

e Start Effective Date

e Start Effective Time

Complete the following optional field:

e Remark
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6. Click OK.

Working With Parent and Component Information

You can establish a hierarchy of parent and component relationships among the equipment
in your Installed Base. You can track up to 25 levels of component relationships for a
particular piece of equipment. After you establish such a hierarchy, you can do the following:

e Report on equipment costs and activity at the parent or component level

e Track all components that have been assigned to a parent, or the parents to which a
specific component has been assigned

Topics
O Reviewing and revising parent information

O Reviewing current equipment components
Reviewing and Revising Parent Information

If you track parent information for equipment components, you can easily review and revise
parent information when component equipment moves from one parent to another. For
example, assume that you warranty a drive train component for a parent piece of equipment.
If the drive train component is exchanged for warranty service, you can indicate a new parent
for the subsequently repaired drive train.

When you initially inquire on a parent piece of equipment, the system displays all of the
parents to which a component has been assigned. You can toggle the view format to review
a history of other components that have been assigned to the parent upon which you
inquired. If the history records are extensive, you can limit the information that displays
according to specific dates.

After you review parent information for a component, you can access Asset Master Revisions
to indicate a new parent for a component piece of equipment.

» To review and revise parent information

From the Daily Installed Base Processing menu (G1711), choose Installed Base Entry.

1.  On Work with Installed Base, complete the steps to locate a specific installed base
record.

See Searching for Installed Base Records.
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. Installed Base Entry - [Work with Installed Base]

3003 3003 HEAD EARSET

To review parent information, choose the record. From the Row menu, choose
Installed Base, Parent Information, and Parent History.

PeopleSoft.
SelectWorkspace: | Active Foundation i

Active Foundation

Personslize | ChangeRols | Sign Out

Select Find  Delste Close Form  Row  View  Tooks

v @ W X 0 B &' B

Asset Number

Q The Manufactwing Company

Date Fram l:l Date Thru |:|

Begin Ending
Parent Humber Description Date Date Durati

[T 24801 The Manufacturing Campany 015011059

[T 24801 The Manufacturing Campany 0321103 158
[T 24801 The Manufacturing Campany 0321103 03121903 a
[~ 24601 The Manufacturing Company 03/21103 1203104 651
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3. On Work With Parent History, choose either Parent Format or Component Format
from the View menu.

4. Complete the following optional fields to limit the information that appears and click
find:

e Date From
e Date Thru

5. To revise the parent information for a component, choose the component record, and
then choose Asset Master from the Row menu.

PeopleSoft.
SelectWarkspace |Actwe Foundation j
Active Foundation | Personalize ‘ Change Role | Sign Out
0 i 7 2

0K Cancel Form  Tools

B X 0O &

‘ Asset Number 24601 Last Asset Mumber Entered ‘

Asset Information
Identification Description

Aszset Number 24601 [The Manufacturing Company
Unit Mumber 1200 Q ‘Cumpany 200
Serial Mumber [ [
Parent Number 24601
Campany Mumber  [gozon Manuiacturing/Distripation Co,
Responsible BU 200 Manufacturing/Distripution CO
Account Mumber ‘ 200.2020 Buildings
Date Acguired 03621/02 Date Disposed AFE
Status . Date 01/01/05 Time 00:00:00
Subledger Inact. Active Subleciger
Employee 200 Manufacturing?Distibution Corm ¥ Allgw'Wo
Inventory Number ‘

6. On Asset Master Revisions, complete the following field with the new parent number
and then click OK:

e Parent Number
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PeopleSoft.
SelectWorkspace W

Active Foundation

Personslize | ChangeRols | Sign Out

e Date A i M

oK Cancel Tool

Update Parent

Enter the Date this Asset Changed Parent :

Effective Date [08iz6/03]

7. On Parent Change Date, complete the following field and click OK:

¢ Effective Date
The system displays Work With Parent History.

8. To review your changes, click Find.
Reviewing Current Equipment Components

You can display up to 25 levels of component information for a selected piece of equipment.
This information is particularly useful to track the Installed Base for complex equipment
assemblies such as a bridge crane. The system displays the components of a piece of
equipment in a tree structure. You can expand the tree to reveal lower-level components and
choose a component to review. For example, after you choose a component, you can access
the following forms:

Installed Base You can revise information for the selected component, including its parent.
Revisions

Work With Cost You can review costs associated with the selected component either by cost
Summary account or repair code.

Work With Work You can review all of the service orders associated with the selected component.
Orders
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» To review current equipment components

From the Daily Installed Base Processing menu (G1711), choose Installed Base
Parent/Child.

PeopleSoft. —++ 7 v {4 =
SelectWorkspace W

Active Foundation | personsize | change Role | sign out
Bro il R

Select Find Close Row  Todls

v @ X B B

Parent Egquiprment Nurmber ’24501— The Manufactiing Company ‘

(o] <24 24601 The Manufacturing Company

o D 24613 Western Manufacturing Center

o D 24627 Morhern Manufacturing Center

e} 425 24635 Eastern Manufacturing Genter

o {21 24851 Paint Center

o {21 24731 Machine Center

o] {C1 24800 Forkift EZ200 Forklit Master Parts List

(o] D 24643 Central Manufacturing Center

E

1. On Parent/Child Browse, complete the following field and click Find:

e Parent Equipment Number
The system displays the parent piece of equipment in the left pane.

2. To expand the tree and view all of the parent's next-level components, click the plus
(+) sign in the left pane, under the Parent No. column.

The tree expands to reveal the next level of the parent/component hierarchy. You

can continue to expand the tree for each component that also serves as a parent of
other components.

Processing Options for Equipment Master Parent/Child (P12017)

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)
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Working with Installed Base Item Status

You can review the history of an installed base item by the statuses that have been assigned
to it, such as available, down, working, and standby. This information is especially useful to
maintain an audit history of operational statuses and to determine the amount of time that an
installed base item has been idle due to downtime.

When you access Work With Status History, in addition to the statuses that have been
assigned to an installed base item, you can also review:

e The ending time (if applicable) and beginning time for each status, as well as the
associated dates

e The total hours associated with each occurrence of a particular status

o The lifetime meter reading at the time of the status change for any of the statistical
accounts that you have defined, such as hours, fuel, or miles

e The cumulative hours for all occurrences of a particular status over the life of the
equipment

o Remarks entered when you changed the status of the equipment

From Work with Status History, you can access Downtime Analysis, from which you can
determine the mean or average time between product failures. This information is especially
useful when comparing actual product downtime with warranty expectations.

Processing options allow you to revise existing remarks for any status change, enter a new
remark, or protect the remarks field from future revisions.

When you track the mean time between failures for equipment, the system calculates the
total time that the equipment is operational.

Topics
O Reviewing status history

O Tracking mean time between failures for equipment

» To review status history

From the Daily Installed Base Processing menu (G1711), choose Installed Base Entry.

1.  On Work with Installed Base, complete the steps to locate a specific installed base
record.

See Searching for Installed Base Records.

2. To review status history information, choose the record, choose Installed Base from
the Row menu, and then choose Status History.
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PeopleSoft.
SelectWorkspace W

Active Foundation

Personalize ‘ Changs Role | Sign Out

H a3
oK Find Cancel Form  Tools

5]

W.0. Number

Eguipment Number

@, The Manufacturing Company

Cu id
& Status Begin [ Ending Ending atus
Status Description Date Time Date Time Remark Hours
(ol 01/01/05 D0:00:00 00:00:00
o 03/21/03 00:00:00 01/01/05 00:00:00 :

154
| »

3. On Work with Status History, complete the following field and click Find:

e Equipment Number

You might enter the Serial Number or Item Number in the Equipment Number
field, based on the installed base constants.

A complete history of every status assigned to the installed base item appears.

» To track mean time between failures for equipment

From the Daily Installed Base Processing menu (G1711), choose Installed Base Entry.

1. On Work with Installed Base, complete the steps to review status history.

2. On Work With Status History, choose Analysis from the Form menu.
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PeopleSoft.
SelectWorkspace W

Active Foundation | personsize | change Role | sign out

Do A a ™

Cancel Tools

/A Warnings
Issues (click each label for mare infarmation):
b \tarning - Status Occurrence Mot Found
Please look for the highlighted fields, correct the entries, and resubmit your reguest.

Eguipment Number 24601

Start Effective Date 03721103
Ending Effective Date 08/26/03
Eguipment Downtime Status DM Doven - On Site

Mean Time Between Failures 0.00

3. On Downtime Analysis, complete the following fields and click OK:
e Start Effective Date
¢ Ending Effective Date

¢ Equipment Downtime Status

The mean time between failures appears for the product.

Processing Options for Status History (P1307)

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
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Scheduling Maintenance for Installed Equipment

You can use the Preventive Maintenance features in the Equipment/Plant Management
system to create preventive maintenance (PM) schedules and schedule maintenance for your
installed product. For example, you can use PM schedules to schedule warranty service and
routine maintenance tasks for each piece of equipment in your Installed Base. You can
access the features necessary to create and track PM schedules directly from the Installed
Base Revisions form or from the Work With Installed Base form.

PM schedules allow you to define the type and frequency of each maintenance task for each
product in your Installed Base. The preventive maintenance cycle refers to the sequence of
events that make up a maintenance task from its definition to its completion. Since most
preventive maintenance tasks are commonly performed at service intervals, such as dates,
miles, or cycles, the parts of the preventive maintenance cycle repeat, based on these
intervals. In addition, PM schedules provide information about the last time that each
maintenance task was performed.

For any maintenance task that you assign to a piece of equipment, you can attach a model
work order to the PM schedule. The model work order provides standard instructions (routing
instructions) and the parts list that is necessary to complete the maintenance task.
Before You Begin
O Set up the following user defined codes:

e Preventive maintenance service types (12/ST)

¢ Preventive maintenance status (12/MS)

See Customizing User Defined Codes in the OneWorld Foundation documentation

for more information about setting up user defined codes.

Set up standard procedures for preventive maintenance

Set up maintenance rules

See Also

Q Setting Up PM Schedule Information in the Enterprise Asset Management
documentation
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» To schedule maintenance for installed equipment

From the Daily Installed Base Processing menu (G1711), choose Installed Base Entry.

. Installed Base Entry - [Work with Installed Base]

1. On Work with Installed Base, complete the steps to locate a specific Installed Base
record.

See Searching for Installed Base Records.

2. Choose the record for which you want to schedule maintenance from the Row menu,
and choose Inventory, and then Maintenance.
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Select Find  Add  Copy Delele Close Row Form  Tools
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Eguipment Number m (s} AAS Motor Grader ‘

Service i Service WO
Description Miles Description
[} 200-001 Replace Intake Fil T o
[} 200-010 0il Change 500.00 o1 450095 Oil Change

On Work With Equipment PM Schedule, click Find to display all of the maintenance
tasks that have been defined for the equipment.

To schedule maintenance for a new task, click Add.
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PeopleSoft.
SelectWorkspace W

Active Foundation Personalize | Change Role | Sign Out
H a3
QK  Cancel Form  Todls
=]
Eguipment Nurmber |1EIEH Ana Motor Grader
Senice Type M a
Interval Last C
Hours ] Hours ]
Miles Miles
Fuel Fuel
Days Date 01/01/03
Sehedule Date ,7 PM Generation and Planning
Freguency Indicator Model WO
Multiple Frocedure
Occurrences

On Equipment PM Schedule, complete the following field:
e Service Type

For each service type that you enter, complete the following optional fields in the
Schedule Interval portion of the form:

e Schedule Date
e Frequency Indicator
e Multiple

For each service type for which you did not enter a schedule date, complete any of
the following fields in the Schedule Interval portion of the form:

e Hours
e Miles
e Fuel

e Days

You can enter a service interval based on days and schedule date. If you entered a
value in the Frequency Indicator field, you cannot enter a service interval based on
days.
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10.

11.

12.

13.
14.

You can enter service types for unscheduled maintenance that do not have schedule
dates or intervals associated with them. Service types for unscheduled maintenance
tasks must, however, include a model work order number.

Complete the following PM generation and planning fields:

e Occurrences

Depending on how the processing options are set, you might not be able to
manually enter a value in the Occurrences field.

e Procedure
If you use model work orders, complete the following field:

¢ Model WO

If you enter a value in the Procedure field and a model work order number, the
system displays a warning message indicating that the work order might have its
own procedure that could conflict with the procedure that you entered.

If the maintenance task for the piece of equipment has been performed but this is the
first PM to be applied to the equipment, complete the following fields in the Last
Completed portion of the form:

e Hours
o Miles
o Fuel

e Date

To add the record, click OK, and then click Cancel.

The Work With Equipment PM Schedule form appears.

On Work With Equipment PM Schedule, click Find to display the record for the PM
schedule you created.

Choose the record for the PM schedule you created and click Select.

On Equipment PM Schedule, choose PM Classification from the Form menu.
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PeopleSoft.
SelectWorkspace W

Active Foundation Personalize | Change Role | Sign Out

i 7 ]

oK Cancel Tool

5]

Maintenance Priority [ |

Dawintime:

Business Unit [
PM Cat. Code 1 [

PM Cat. Code 2 ,_

Equipment Mumber |1[|IJ1 AnD Motor Grader

Remark |

15. On PM Classification, complete the following optional fields and then click OK:
e Maintenance Priority
e Downtime
e Business Unit
e PM Cat. Code 1
e PM Cat. Code 2
e Related Equipment

e Remark

Related Tasks

Linking service
types

For eac

For more information about linking service types, see Linking Service Types in the
Equipment/Plant Maintenance Guide.
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Processing Options for Equipment PM Schedule (P1207)

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

Reviewing the Customer Reference Report

From the Daily Installed Base Processing menu (G1711), choose Customer Reference
Report.

You can print and review a report that lists all of the equipment that you have installed at a
customer's site or sites. In addition, the report provides mailing support for manufacturers in
the event of product recalls or retrofit campaigns.

You use data selections such as state, model, and user defined codes to specify the
information that you want to retrieve and print.

The system draws information for this report from the following tables:

e Asset Master (F1201)
e Equipment Master Extension (F1217)
e Address Book Master (FO101)

See Also

O Customer Reference Report (R17022) in the Reports documentation for a sample of
this report
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Service Contract Management

Service Contract Management

Service Contract Management provides you with a way to record and manage service
contract agreements. It also allows you to configure multiple types of contracts to fit your
company's needs.

A contract is a written agreement between a customer and a provider (contractor). The
customer requests a service. The contractor bills the customer for the services provided
under the contract. The agreement can be changed to include extra services. Service
packages are used to define the services extended by your company to your customer as
outlined in the contract.

The Service Contract Management module allows you to create and maintain multiple types
of contracts including:

Base warranty
Extended warranty
Maintenance agreement
Blanket

Coterminous

Evergreen

Free contract

You are also able to support the following pricing flexibility:

Topics

[ R S

Advanced pricing
Discounts

Price overrides

Setting up service contracts
Managing service contracts

Billing contracts

Working with the amortization process

Reviewing service contract reports
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Service Contract Management Process

The following graphic shows the various interfaces to Service Contract Management:

Sales Order Entry Direct Entry File Import
I
= el | ——— I —
[[Dﬂ [Emmasiny «— == —
DD DD
_|EH =R
Install Base 83{]‘{;23
> ¢ Pricing/Billing
|
Inventory Financial Customer

Terms and Concepts

You should be familiar with the following terms and concepts related to Service Contract
Management:

Contract A written agreement between a customer and a provider (contractor).

Warranty An assurance by the manufacturer or seller that the equipment will perform as specified

for at least a specific period of time.
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Base warranty

Extended
warranty

Contract
coverage

Service types

Service package

Blanket contract

Coterminous
contract

Evergreen
contract

Free contract

Preventive
maintenance
contract

Amortization

A warranty associated with the equipment, typically included in the purchase price of the
equipment.

An optional warranty that can be purchased by the customer to cover the performance of
the equipment beyond the terms of the base warranty.

The days of the week and hours of the day. For example, the coverage term 5 X 8 refers
to a contract that covers equipment five days a week, Monday through Friday, for eight
hours each day.

The various services that you perform. For example, you can set up different codes to
differentiate an on-site repair from an exchange.

The combination of service type and contract coverage that specifies the support to
which the customer is contractually entitled.

A contract that covers all items at a specified price. The pricing is usually by the
contract, not by detail lines.

A contract that is canceled as soon as all of the detail lines have expired.

A contract that renews at a designated time, such as annually. The contract is renewed
at the adjusted price.

A contract that is issued at no cost to the customer.

A contract used when regularly scheduled maintenance should be completed for the
equipment.

A method of moving long-term revenue to short-term revenue, and then short-term
revenue to recognized revenue. Long-term revenue is contracted for more than a 12-
month period. Short-term revenue is contracted within a 12-month period. Recognized
revenue is contracted from the beginning of the contract through the end of the
amortization period.
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The following graphic illustrates an example of how you can achieve maximum service
revenue with CSMS functionality. CSMS utilizes customer and product information that you
enter once in order to operate efficient and cost effect service processes.

In this example, an installed base record was created when you sold a television set to
customer 4242. The customer opted to purchase a service contract for a year. Every 90 days,
the customer receives a service call to replace parts, based on a product maintenance (PM)
schedule. When a service call is due, the system creates a service order, maintenance is
performed, the service order is closed, and the customer is billed, based on terms of the
contract.

INSTALLED BASE

(Fixed Asset - Leased Equipment)
S Item Number: 2000

S Sold To: 4242

S Sales Order Number: 2550

S Description: Color TV

l l

SERVICE CONTRACT EQUIPMENT PLANT MAINTENANCE
S Service Call every 90 days S PM due (G1315)
S Replace Parts based on PM S Service Order is created
Schedule
S Product Data Management
S Service Call every 90 days S Bill of Material
S Routing

|

\4
> CONTRACT BILLING

S $1200 Contract Cost

S Bill $300 per Quarter

S Response Time based on entitlement

\ 4

Maintenance Complete and
Service Order closed

Setting Up Service Contracts

Before you can use any of the features of Service Contract Management, you need to define
the critical information that the system needs for processing. You also specify information that
is used when you enter data throughout the system.

You also need to set up user defined codes for service contract management. See Setting Up
User Defined Codes for CSMS for more information.

Topics

O Setting up contract constants
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Setting up customer service line types
Setting up billing frequency

Setting up tax rates

Setting up daylight savings rules
Entering contract coverage information
Entering service type information
Setting up cost type percentages
Entering service package information
Setting up entitlement dates

Setting up contract duration ranges

o 00000 00D 0 D0 D

Setting up MailMerge documents for contract renewal letters

Setting Up Contracts Constants

To define default information for the entire system, you set up system constants. Constants
control the types of information that you track and the rules that the system uses to perform
certain calculations.

» To set up contract constants

From the Customer Service Setup menu (G1740), choose Customer Service Constants.

1. On CSMS System Constants Revisions, click the Contracts tab.

PeopleSoft.

SelectWorkspace: |Actwe Foundation j

Active Foundation | Perzonalize ‘ Change Fole | Sign Out

H d &

Ok Cancel Tools

ﬁHIHI Contracts = l

Defaults

Responsible BU Location ,1_ Inventony (FAT17F4i171)

Constants

[ Recognize CreditWhen Entered
[ Use Base Price

¥ Use Contract BU if Responsible BU is Blank
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2. If applicable, make changes to the following field:

o Responsible BU Location

If the business unit in the AAls is left blank, Service Contract Billing and Amortization
use this value to locate the responsible Business Unit to which revenue will be
booked.

3. To move the credit amount to recognized revenue, click the following option:

¢ Recognize Credit When Entered

If you turn this option off, the credit amount is recognized over the life of the contract.

4. Click OK.

Setting Up Customer Service Line Types

Each contract that you enter must contain details about the services included. For each
service, you must enter a line of detail information that describes the contract. The system
processes the detail line based on a line type. The line type for a detail line also determines
the cycle through which the system processes the line.

» To set up customer service line types

From the Service Contract Setup menu (G1744), choose Service &Warranty Line Type
Revisions.
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1.

@ Customer Service Line Type Revisions - [Work With Line Types] ;Iglll
€ IFle Edit Preferences Row ‘Window Help = =]
* ]
5;gct F%d atd C[Em QE... g;(se 59%1_. ur;:\,‘v Dﬁi‘z.. Aﬁ Hilis: <7 ES10E... [LOLE... |Eijlin s
Sale or Use Tax M A N A M THTH
A Asset Moverments b M M M M [Ifele]
B GIL Account & Item Mumber-Bulk iB A M A M M540
BF Freight, Ins & Exp - Brazil ¥l Ad ke Ad I FTED
BM Mon-Stock - Brazil M N hd Y M ME40
BS Stack - Brazil Y Y Y Y N IM30
By Base YWarranty N A N A Ny IM30
B Taxes - Brazil M A N A M N30
= Credit hd hd Y hd N [Iglt=le]
cD Ship To Credit- Brazil hd N hd Y M IM30
CR Ship Fram Credit - Brazil b Ay A hd M N30
8451 Commingled Stock N A N M M
CT Container Transactions h A N Y M [Ifele]
o Direct Ship Item ] N hd Y M [It=te]
EA External Agaregates N A N A I+ IME8
EC Container DepositRefund I Ay A Ay M IS99
#

On Work With Line Types, click Add.

PeopleSoft.

SelectWorkspace: |Actwe Foundation

=

Active Foundation

| Personalize ‘ Changs Role | Sign Out

oK Cancel Form  Tools

B X 0O &

i 7 |

Line Type

|

¥ GiL Interface
¥ AR Interface
[ 4P Interface

Inv. Interface
GiL Offzet
Include in Tax 1

¥ 5AiM Interface Sales Joumal Col

[~ Text Line

‘Iﬂa?l

Inventony tlem

Inventony

L1 i not SUbj 10 applic taes

Mo Column

[ Reverse Sign

[ apply Freight

[ Apply Retainage

[” Generate Warkarder

[~ Include in Cash Discount

[~ Include Sales/COGS for Gross Profit
[~ Voucher Match Variance Account
[ Edit ltem Master for Non-Stack ltem
[ Pratect Price on Sales Order

[ Generate Purchase Order

[ Call materials Issue

[ Procurernent Receipt Required
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2. On Line Type Constants Revisions, complete the following fields:
e Line Type
e Description

e G/L Offset

The G/L Offset field is required, but the value entered is not used by the CSMS
system.

3. Toindicate that this line type interfaces with the CSMS system, complete the
following field and click OK:

e CSMS Interface

4. Choose CSMS Attributes from the Form menu.

PeopleSoft.
Select Workspace: | Active Foundation hd
Active Foundation | Perzonalize ‘ Change Fole | Sign Out
e Cohsta Revisio H a3
OK  Cancel Tools
8 X &
‘ Contract Line Type B Base Warranty ‘
e I )
Contract Detail Line Attributes
¥ Base Warranty ¥ Allowe User To Madify Start Date
[~ Blanket Gontract ¥l Allow User Ta Madify End Date
[ Free Contract ¥ Allow User To Madify Duration
[ Require Active Contract ¥ Allow Entitiement
Start Date Default ,T Header Start Date
End Date Default [z Heacfer End Date
Defaults
Responsible Business Unit 230 LA Senice Canter

5. On the Contracts tab of CSMS Line Type Constants Revisions, complete the
following options:

e Base Warranty
e Blanket Contract
e Free Contract

e Require Active Contract
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e Allow User To Modify Start Date

e Allow User To Modify End Date

e Allow User To Modify Duration
6. Complete the following fields:

e Start Date Default

e End Date Default

7. If you have set up the system constants for Contracts to retrieve the Responsible
Business Unit based on Line Type, then complete the following field:

o Responsible Business Unit

8. On the Service Orders tab, if a service order is entitled by a contract, then this
document type allows the accounting of calls or service orders to vary by the type of
contract covering the service:

e Service Order Document Type

9. On the Calls tab, if a call is entitled by a contract, then this document type allows the
accounting of calls or service orders to vary by the type of contract covering the
service:

e Call Document Type

The Call Document Type is used in the Distribution AAls to differentiate between
calls that are covered under a base warranty, extended warranty, or maintenance
agreement.

10. Click OK.

See Also

a Setting Up Order Line Types in the Procurement documentation for more information
about line types

Setting Up Billing Frequency
The Service Contract Management module integrates with the Property Management system

to set up billing frequencies. The system allows you to define the periods that you want to bill
at a particular billing frequency.

» To set up billing frequency

From the Service Contract Setup menu (G1744), choose Billing Frequency Codes.
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. Billing Frequency Cades - [Work with Billing Frequency Cades]

Annual - December
Manthly

Guarterly

YWeekly

Yearly

e

1. On Work with Billing Frequency Codes, click Add.

AT

PeopleSoft.
SelectWorkspace: | Active Foundation i
Personalize | Change Role | Sign Out

Active Foundation
i 7 2|

oK Cancel Tools
H X B
Billing Frequency Code s
Periodic
Description £ weekt
eekly

Fiscal Date Pattern El

[~ Per1 [ Per2 [TPer3 [T Pera [TPers [ Pers [ Per7

[ pers [ Perg Crertn Crernt [¥ Per12 [Crer1a [rertd
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2. On Billing Frequency Code Revisions, enter the code that you are using to define
your billing cycle in the following field:

¢ Billing Frequency Code

3. Enter a description of the billing cycle in the following field:
e Description

4. Enter the code to define the date pattern in the following field:
e Fiscal Date Pattern

5. To define a periodic pattern, choose the following option:

e Periodic

Contract Entry does not allow a 52-period billing feature.

6. You can choose periods 1 through 14 as applicable.

When you choose periodic billing frequency, you can choose the periods in which
you want to bill the customer.

7. Click OK.

Setting Up Tax Rates

You set up tax rate areas to accurately calculate taxes for your customers based on their
geographic locations. When you set up a tax rate area, you can apply the tax code to your
customer's master record. You can run a report to review all of the tax areas that have been
set up and applied to a customer's record.

» To set up tax rates

From the Service Contract Setup menu (G1744), choose Tax/Rate Areas.
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@ Tax/Rate Areas - [Work With Tax Rate /Areas]

=lo1]

i 'Fle Edit Preferences Row Report Sindow Help = =]
* £
ﬁ;éct F%-d Jj C?JY QE... g;‘se Segg... Mg-r Dﬂ” A: Links w Aftach.. [S)OLE.. [@]Internet
|
& Tax Tax Area Effective Expiration Tax Rate Tax Rate =
Rate/Area Description Date Date 1 2
WILSOMN Japanese Supplier 10/20/98 10/20009 20.500
| co Colorado State & Regional Tax 01s01/97 12131006 3.800
" |DEN Denver, CO SalesiUse Tax 01/01i87 12131106 3.500 3.500
EXENTO Exento 01/01/87 1213110
[ |FRIva French IvA 20.6% 01/01/39 12131105 20.600
e Wil 2% 01/01/87 1213110 21.000
an State of lowa Sales Tax 01101487 12131106 4.100
_JPDD Japan Consumption Tax 0% - AP 010198 12031009
_.JF'D3 Japan Consumption Tax 3% - AP 01701798 126315049 2.000
_JPDS Japan Consumption Tax 5% - AP 01/01/98 12031009 f.000
_JRDD Japan Consumption Tax 0% - AR 01/01/98 12131409
_JRDS Japan Consumption Tax 3% - AR 010198 12031009 2.000 b
_JRDS Japan Consumption Tax 5% - AR 01501798 12131409 5.000 -
T | 5
| i )
i 1 \Work With Tax Ratelfreas

On Work With Tax Rate/Areas, click Add.

PeopleSoft.

SelectWorkspace: |Actwe Foundation

=

| Personalize ‘ Changs Role | Sign Out

Active Foundation
e/ ea Revisio A0S
O Cancel Form  Tools
B X 0O &
Tax RatefArea |CO Effective Date 0
Description ’m Expiration Date ’W
Tax
Address Tay Authority GIL Offset Tax Rate
W Coiarado State Treasurer W W
] [ [ [CcompoundTax
] [ [ [CvaTExpense
] [ [ [CvaTExpense
] [ [ [CvaTExgense
TOTALTAX W
[ v Order
Itarn Nurnber ’7 Mairnurm Unit Cost ,7

96



10.

11.
12.

13.

On Tax Rate/Area Revisions, enter the code to calculate taxes for your geographic
area in the following field:

e Tax Rate/Area

Enter the description for the tax area in the following field:

e Description

Enter effective dates in the following fields:

o Effective Date

o Expiration Date

Enter the address number of the tax authority for your area in the following field:

e Tax Auth

You can enter up to five tax authorities.

To indicate the tax account for general ledger entries, complete the following field:
e G/L Offset

Enter the percentage for the tax rate in your area in the following field:

e Tax Rate1

For Canadian companies, choose the following option to indicate tax on a tax:

e Compound Tax

For Canadian companies, click the following option to indicate that a tax is not
recoverable:

o VAT Expense

For inventory and sales order information, complete the following fields and click OK:
e Item Number

e Maximum Unit Cost

Click OK.

To run the tax report, choose Tax Area Report from the Report menu on Work With
Tax Rate Areas.

On Work with Batch Versions, choose the version that you want to print and click
Select.
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Processing Options for Tax Rate/Areas (P4008)

ltem#/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

Set up daylight savings rules to define when to convert to the daylight savings rule. You can
use the following criteria to define this:

e Month
e Day of the week
e Hour
Calculations are based on the daylight savings rule setup used in conjunction with the time

zone.

» To set up daylight savings rules

From the Service Contract Setup menu (G1744), choose Daylight Savings Rules.

@ Daylight Savings Rules - [Work With Daylight Savings Rules] - IEllll
i 'Fle Edit Preferences indow Help =1

v B &+ B @ 9 x I £ @ \@JLinks w Displ.. [S]OLE.. [#)Intemet

Select Find Add Copy Del. Close Seq.. Mew.. Dis.. Abo

Rule Description Rule s

Name T Description
ALISTRALIAT MEWY, Victoria, Cap. Terr., S 01 By Day of Week Instance
ALISTRALIAZ Tasmania 01 By Day of Week Instance
EUROPE1 EEC Standard 01 By Day of Week Instance
LISA LS. Daylight Savings 01 By Day of Week Instance

222

2
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1.

On Work With Daylight Savings Rules, click Add.

PeopleSoft.
SelectWorkspace W

Active Foundation Personalize | Crangs ole | Sion ot

Add Da 3 Rule A i M

oK Cancel Tool

=]

Rule Name 1 Q. Rule Type

Description & By Day of Week Instance
© By Day ofthe manth

Daylight Savings starts on

the ‘ | of | at

\ L

Davlight Savings ends on

the ‘ | of at

On Add Daylight Savings Rule, complete the following fields:

¢ Rule Name

e Description

Click one of the following options under the Rule Type heading:
e By Day of Week Instance

e By Day of the month

Define the start and end dates of your daylight savings rule.
Click OK.

Entering Contract Coverage Information

Contract coverage information allows you to define the days of the week and hours of each
day. For example, the coverage term 5 x 8 refers to a contract that covers equipment five
days a week, Monday through Friday, for eight hours each day.

You can use contract coverage information in conjunction with the Work Day Calendar to
create contracts that show the days that the contract covers. For example, you might set up
contracts that cover only Monday through Friday and do not cover weekends or holidays.
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» To enter contract coverage information

From the Service Contract Setup menu (G1744), choose Contract Coverage Entry.

=lo1]
=1=1%]

@ Contract Coverage Entry - [Work With Contract Coverage]
i 'Fle Edit Preferences indow Help
V@.+ﬂ>¢§&%’€3k@JUnks-
w Displ... OLE ... Internet
Select Find Add Del.. Close Seq.. Mew.. Dis.. Abo P @ @
Coverage Type Ii £|
Coverage Coverage Time Rule Sunday Sunday Mon
Type Zone Hame Begin End Beqg
0

Description

5 days/8 hours

T davsl24 hours

235059

=

5

1.

i 1 Work With Contract Coverage

On Work With Contract Coverage, click Add.
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PeopleSoft.
SelectWorkspace W

Active Foundation | personsize | change Role | sign out
: H A [
QK Cancel Tooks
=]

Coverage Type 550 Cescription ‘
Time Zone Rule Marme ‘
Coverage Hours
SUN MON TUE WED THU FRI SAT HOL
Beginning Time [oo:0o00 | [os:00:00 |[og00:00 | [os:0o00 | [os:0o00 [jog:o0:00 | [0e:0o:00 | [pooc:oo
Ending Time [oo:ooo0 | [17:00:00 |[1700:00 | [170m00 | 170000 [[17:00:00 | [0o:00:00 | [ooc:oo

2. On Revise Contract Coverage, complete the following fields:
¢ Coverage Type
o Description
e Time Zone

e Rule Name

If you leave the Time Zone field blank, the system uses the time zone from the
customer's address book record to calculate the commitment date and time for the
contract.

3. By weekday, enter the hours that the coverage includes in the following fields:
e Beginning Time
e Ending Time

4. Click OK.

Processing Options for Work with Contract Coverage (P1724)

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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Entering Service Type Information

To charge customers for your services, you need to set up service types. Service types allow
you to define the various services that you perform. For example, you can set up different
codes to differentiate an on-site repair from an exchange. You can choose a default pricing
method (T&M or flat rate).

» To enter service type information

From the Service Contract Setup menu (G1744), choose Service Type Entry.

@ Service Type Entry - [Work With Contract Services] - IEllll

3

i 'Fle Edit Preferences indow Help =1

v B O+ @ 9 x*x I L &R JL- " -
Displ. [S]OLE . [S]internet
Select Find Add Del. Close Seq. New. Die.. Aps |—e ¥ Displ. [3 Bl

Service Type li_zl

Service Service Type Covered Hon-Covered Method of Thres
Type Description G Code GIL Code Pricing

Call =3 11] 820

W T
H Depot Repair caan 555 T
b On-site Repair CEa0 CEES T
Z Advanced Exchange CET0 CETS F

r)

E

i 1 \Wiork With Contract Services

1. On Work With Contract Services, click Add.
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PeopleSoft.
SelectWorkspace W

Active Foundation | personsize | change Role | sign out

i 7 ]

o
=]

K Cancel Tools
Service Type i Orrsite Repalr
GL Codes
Covered GIL Code C560 Onsite Covered
Non-Govered GIL Code C565 Onsite Nor-Covered
of Prici
Threshold Hours 0.00
C FlatRate
Mon-Covered Response Time g
@ Time And Materials

2. On Revise Contract Services, complete the following fields:
e Service Type
e Covered G/L Code

e Non-Covered G/L Code

The Covered G/L Code and Non-Covered G/L Code fields are used by Service Order
Management and Call Management for recording billing or costs for this type of
service. This allows your accounting to direct covered or non-covered costs and
revenue to different accounts.

3. Choose one of the following pricing methods:
e Flat Rate
e Time And Materials

4. To calculate the commit time covered by the contract, enter an hourly amount in the
following field:

e Threshold Hours

For example, your covered day is set up from eight until five, and you set up your
threshold at two hours. If you receive a call at four, the call is received within the two-
hour threshold of the end of the covered day, and completion of the call for that day
is not required since your work day ends in an hour. The commitment time then starts
to calculate the response time at the beginning of the next covered day.
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5. Click OK.

Setting Up Cost Type Percentages

You set up the cost type percentage table to define the percent covered for each cost type
within a coverage group. This entire coverage group can then be attached to a service
package. It is used when billing and costing is done for service orders and calls that are
entitled to service under a contract. When you perform billing and costing for service orders
and calls, the system retrieves the percentage covered from this table based on the coverage
group that is covering the service and the type of item (such as parts, labor, or freight) that
you are billing or costing. If a coverage group is not specified for a service package but the
service is covered under a contract, the system treats the call or service order as 100%
covered.

» To set up cost type percentages

From the Service Contract Setup menu (G1744), choose Cost Type Percentages
Revisions.

@ Cost Type Percentages Revisions - [Work With Cost Type Percentages] o |EI|5|
& ) Fle Edit Preferences Window Help 181 x|

v B o4+ @ x I & & K e gpiep BlOE.  [§intemet

Select Find Add Del. Close Seg.. Mew.. Dis.. Abo

Coverage Group |5050 A0% partsra0% labor
Cost Type Ii zl

Percentage
Covered

se8

1 wiork With Cost Type Percentages

1. On Work With Cost Type Percentages, click Add.
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PeopleSoft.
SelectWorkspace W

Active Foundation Personalize | Crangs ole | Sion ot

i 7 ]

oK Cancel Tool

=]
Coverage Group | Qa
Cost Type

Percentage Covered

2. On Cost Type Percentages Revisions, complete the following fields:
e Coverage Group

e Cost Type

The service order connects the cost type to the coverage group.

e Percentage Covered

3. Click OK

Entering Service Package Information

You enter service package information to define the services extended by your company to
your customer as outlined in the contract. Within the service package, you can specify the
following:

e Type of service, such as on-site repair, exchange, repair and return, support, or
installation of the product

e Contract coverage support, such as eight hours a day Monday through Friday or 24
hours a day seven days a week (to indicate a 24-hour day, enter 00:00:00 through
23:59:59)

e Turnaround repair times
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For each service package that you set up, you can have multiple contract coverage types and
service types.

» To enter service package information

From the Service Contract Setup menu (G1744), choose Service Package Entry.

@ Service Package Enkry - [Work With Contrack Service Package] - IEllll
€ IFle Edit Preferences Row ‘Window Help =1

v B O+ @ 9 x*x I L &R JL- "
attach . [B]OLE..  [S]internet
Select Find  Add Del.. Close e New. Die.. Ap |-me ¥ Atiach.. [31 Bl

Service Package Ii zl Base Warranty

& Senvice Service F_'a(_:kage Service Senﬂict_a T_ype Coverage =
Package Description Type Description Type
: ity u :
BASE “Base Warranty Wy 538
] BASE Base \Warranty ® Depot Repair ]
| BASE Base \Warranty hd On-site Repair X8
| BASE Base \Warranty £ Adwanced Exchange ]
ELITE Elite Package W Call HOLIDAY
B ERE Elite Package W Call TH24
| ELITE Elite Fackage ® Depot Repair ]
ELITE Elite Package Ay On-site Repair HOLIDAY b
] ELITE Elite Package A On-site Repair TH24 -
o | o

r)

E

i 1 Work With Contract Service Package |

1. On Work With Contract Service Packages, click Add.
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PeopleSoft. —++ 7 v {4 ok
SelectWorkspace W

Active Foundation | personsize | change Role | sign out

A i M

oK Delete Cancel Tools

Service Package BASE

GiL Class ’7

rid

’Wi Maintenance Request ]xai 5 days/8 hours |2 0o
&l . H Depot Repair a8 5 days/8 hours 4.00 10050
&l Y COn-site Repair 88 5 days/8 hours 2400
&l z Advanced Exchange X8 5 days/g hours 0.00
e
4 ; »

On Revise Contract Service Package, complete the following fields:
e Service Package

e Description

o Type of Service Description

e Type of Service Description

e Coverage Type

o Coverage Type Description

e Response Time

The system adds the value in the Response Time field to the start time and date to
create the commit time. The commit time is the time, displayed in hours and minutes,
that you are required to respond to the customer.

The commit date and time overrides any date and time that the Call Management
system may have calculated.

To define coverage at greater than 0% but less than 100%, complete the following
field:

e Coverage Group

To base the G/L class on the service package, complete the following field:
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e G/L Class

If this field is left blank, the system uses the G/L code from the Inventory Item
Number when you bill contracts. You use this field only when you bill contracts.

5. Click OK.

Setting Up Entitlement Dates

You set up entitlement dates to specify the date to begin verifying for each transaction if
something is entitled. Any transactions prior to that date are assumed to be entitled.

You can enter and update entitlement dates for a combination of the following:
e Product family
e Product model
e Inventory item number
e Branch/Plant
e Customer number

e Country

» To set up entitlement dates

From the Service Contract Setup menu (G1744), choose Entitlement Date Revisions.

@ Entitlement Date Reyisions - [Work with Entitlement Date] : - ol =l
& ) Fle Edit Preferences Form Window Help 181 x|

v o @ x I G ® @JLinks w Entitle... [S]OLE .. [@]Internet

Select Find Add Del. Close Seg.. Mew.. Dis.. Abo

Customer Mumber Iannm Computerized Branch Exch. Gueu
Country li—£|
Branch/Plant I—*
Inventory ltem Mumhber I*
Product Model I*i
Product Familky I*—
- I
Humher Description Description Plant

£ Work with Entitliement Date

1. On Work with Entitlement Date, click Add.
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PeopleSoft. —++ 7 v {4 ok
SelectWorkspace W

Active Foundation | personsize | change Role | sign out
ent Date Revisio A A E
oK Cancel Form  Tools
=]
Customer Murmber [ Q
Country l_ (357
Branch/Flant ]
Inventary ltem Number |
Product Model ,7
Product Family ,7

Entil Checking Date

Entitlernent Start Date

On Entitlement Date Revisions, complete the following fields:

e Customer Number

e Country

e Branch/Plant

¢ Inventory Item Number

e Product Model

e Product Family

e Entitlement Start Date

The system searches for a date based on rules that you specify. To review or revise

these rules, from Work With Entitlement Date, choose Entitlement Rules from the
Form menu.
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4. On Entitlement Rules Sequence, define the order that the system will use to search
for a date. The system uses a hierarchical search method, from most specific to most
general. To include or exclude fields in the hierarchical search, complete the
following fields with a Y or N:

e Sequence Number
e  Customer Number
e Country

e Branch/ Plant

e Inv. Item Number
e Prod. Model

e Prod. Family

5. Click OK.

Setting Up Contract Duration Ranges

Use contract duration ranges to prorate a contract. For example, you set up prices in
advanced pricing using 12 (for 12 months) for a duration. You then set up a billing duration
range from 1 to 12. with a billing duration of 12. If a 6-month contract is entered, the system
prices the contract based on the 12-month duration that you set up by dividing the extended
price by 12 and then multiplying the result by 6.
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» To set up contract duration ranges

From the Service Contract Setup menu (G1744), choose Contract Duration Ranges.

PeopleSoft.
SelectWorkspace W

Active Foundation | personsize | change Role | sign out

ontract Duration Range i 7 W

Find  Delete Cancel Todls

oK
| @

From Billing Thru Billing
Duration Duration

On Contract Duration Ranges, complete the following fields:

e From Billing Duration
e Thru Billing Duration

e Billing Duration

See Also
Q Setting Up Advanced Pricing for CSMS

Setting Up MailMerge Documents for Contract Renewals

When contracts are expiring, you can generate renewal letters for customers based on
existing contract information. Use the MailMerge Workbench to set up the contract renewal
documents. The MailMerge Workbench is an application that merges Microsoft Word 6.0 (or
higher) word processing documents with OneWorld records to automatically print business
documents, such as contract renewal letters.
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Use the MailMerge Workbench to add or change text in the contract renewal letter, to create
new documents, and to delete documents.

This task explains how to add a document using MailMerge Workbench. For information
about business functions and data structures, see the Development Tools Guide.
See Also

Q MailMerge Workbench in the OneWorld Foundation documentation for complete
information about changing MailMerge Documents

O Changing MailMerge Documents in the OneWorld Foundation documentation for
more information about changing the content properties of a MailMerge document,
such as the business text, document description, and queue name

Q Deleting MailMerge Documents in the OneWorld Foundation documentation for
complete information about removing MailMerge documents

» To add MailMerge documents for contract renewal letters

Multiple application suites use the MailMerge Workbench as part of their workflow
process. You can access MailMerge Workbench (P980014) from the Service Contract
Setup menu (G1744) or HRM Setup menu (G05B4).

On Service Contract Setup (G1744), choose MailMerge Workbench Setup (P980014)
1. On Work With MailMerge Documents, click Add.

The MailMerge Document form appears.

@ MailMerge Workbench Setup - [Mail*erge Document] o |EI|5|
& 1 Fle Window Help 181 x|

v X & JL. k :
oK Gom.. D Ago || LMk w Displ.. [#]0LE .. [#]Intemet

Dacurment Name REMEWLTR1

Description

Queue Mame OLEQLIE

Drata Structure Mame D1 7010104

L

2.  On MailMerge Document, complete the following fields, and then click OK:

112



Document Name

Enter the name that you want for your MailMerge document, which must be 10 or
fewer characters long.

Description

Enter a text description of the MailMerge document.

Queue Name

Enter OLEQUE into this field, which is a path location already set up for you in
OneWorld. This entry is the location where your MailMerge documents will be
stored. If you use a queue other than OLEQUE, you should set it up on a central
server so that others in the enterprise can access your MailMerge documents.
The path information for OLEQUE is stored in the Media Object Queues
(FO8MOQUE) table.

Data Structure Name

For Service Contract Renewal Letters, use the data structure D1701010A. If you
do not use this data structure, enter the name of the data structure that you want
to use with your MailMerge document. The data structure contains all of the
possible fields that you can use in your MailMerge document.

The Header Record Delimiters form appears. Use this form to specify what text
symbol that OneWorld should recognize as the delimiter between fields in the header
file. MailMerge uses the header file to identify the fields that you used in your
MailMerge document. OneWorld automatically creates the header file.

Header Aecord Delimiters E

Data Figlds must ke separated From each other by a character called a Field
delrmiter, Sinlarly, data records must be separated by arecord demiter,
Use the lists below to select the appropriate delimiter,

Field deimiter: Record Jelimiter:

1

- | {enter) ﬂ

hangeMun| sz lphald atme| szl | &
ddressLired|szA ddressLined|s
[ZipCodePostal|szCountoy s25al
il EDuLUIjLiCJIlLIuULSluILDuLUlIIIIquj

(a4 | Cancel |

On Header Record Delimiters, enter the pipe | character into the Field delimiter field,
and click OK.

Repeat step 3.

A new Microsoft Word document appears within the Edit MailMerge Document form.

Type the text of your document using Microsoft Word formatting controls and tools.

See Microsoft Word documentation for information about how to use Microsoft Word.
You can enter MailMerge fields into your document as you type the document text.
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@ MailMerge Workbench Setup - [Edit Mailerge Document] Hi=] B3 I

Edit “iew Insert Format Tools Table Help

v X & \@JLinks i
J OK  Can.. Now.. Dis.. Aba w Displ.. [S]OLE .. [8]Internet

Document IRENEWLTR1

Description |Cumract Renevral Letter

33|

NER=N =R e A R N = >
J Insert Merge Field + | Insert Word Feld + |<§g>€| I 4 | 1 | | | | B By 25 perges., |ﬁ |
- R R L

Ol SERNEREE ERREREES ERENEEEE. ! [ERRRRERE RN~

August31,-2005

J Mormal -

My David Lewis
International Ventures
- Customer Service Division
- PO-Box-33478
i Lawrence, Kansas-a0778

- DearMr. Lewis:
Ourcompany has beern-plessed to-provide-Customer Suppott-Services to International Ventures for-the 1

~ year.We continally-strive to- offerthe be st-service-in-owr marketplace & fee-schedule for-the next-ve:
) setrviceis-attached foryourreview.

w|o|w|

- This-is-not-atinvoice. - This-is-aletterto remind-you of wvourupcoming expiration-date & s -part-of our
- ongoing-service commitment, we-would liketo-take this-opportunityto-reviewwour current-service:
=|=[z]=]4

|LI

6. From the Microsoft Word toolbar, on the Insert Merge Field menu, choose a field.
The data structure that you designated for your document determines what fields are
available.

7. Click OK when you have finished entering text and fields into your MailMerge
document.

See Reviewing Contract Renewal Letters for information about generating letters to
your customers when renewing contracts are expiring.

For this new MailMerge document to work with the contract renewal letters, you must specify
the new document in the processing options.

Managing Service Contracts

The programs to manage service contracts allow you to create and track service contracts for
your customers. You can make changes to a contract if the terms of the contract change or if
the service package changes, as long as the contract has not been billed. You can also track
contract dates and specify the lead times necessary to prepare renewal letters and contracts.

Topics
O Entering service contracts
O Defining the Entitlement Rules Sequence

O Reviewing Entitlement Information
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Canceling and suspending contract information
Crediting contract detail lines

Creating contract prepayment transactions

0O 0O 0 O

Reviewing contract renewal letters

Entering Service Contracts

When you enter a service contract, you are accessing the starting point of the contract
programs. You can enter detailed information about the contract such as service packages,
item numbers, and billing information.

You can create a contract using the following methods:

e Direct entry

¢ Installed Base Management
o Copy an existing contract

e Renew an existing contract

You can enter and update contracts through either the contract header or the contract detail
forms. On the header form, you can choose whether to view all detail lines of a contract on
the detail form.

A version number is associated with each contract. When you renew a contract, you can
create a new version of the existing contract rather than create a new contract.

Note

The system default values now appear after each row entry instead of after each field entry.

Topics
Entering service contract header information

Entering service contract detail information

0 Reviewing service contract information
O Renewing a service contract
O Copying a service contract

Before You Begin

O Create an address book record for customers for whom you want to create a
contract. The system creates an extension table (F1797) to the address book that
stores additional CSMS address book information. See Working with Address Book
Records in the Address Book Guide.

O Add accounts receivable information to the customer record. See Creating Customer
Records in the Accounts Receivable Guide.

O To price contracts, set up advanced pricing information. See Schedules and
Adjustments in the Advanced Pricing Guide.

O To price contracts, set up advanced pricing information. See About Schedules and
Adjustments in the Advanced Pricing Guide.
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P To enter service contract header information

From the Daily Service Contract Processing menu (G1714), choose Enter Contract
Header.

. Enter Contract Header - [Work With Contracks]

1. On Work With Contracts, click Add.
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PeopleSoft.

Select Workspace: | Active Foundation hd

| Personalize ‘ Changs Role | Sign Out

Active Foundation
envice Co A @ &
QK  Cancel Form  Todls
=]
Business Unit M30
Contract 26 ] 00200 Wersion 001 Company 00200
Contract Header
Description Start Date 02/18/39
Contract Type W Sewice Contract End Date 0241 7i00
Customer 2004 Pacific Company, The  Cancel Date
Site 2004 Faciiic Company, The  Cantract Status an Renewal Lefter Sent
Bill T 2004 Pacific Company, The [ Base Warranty Flag
Send To 2004 Faciiic Company, The  Adjustment Schedule SCHCOMN
Currency
Currency UsD Base UsD Fareign
E

On the Contract Header tab of Service Contract Header, enter the description and
type of contract in the following fields:

e Description

e Type

Enter customer information in the following fields:

e Customer

e Site
e BilTo
e SendTo

Enter the contract dates in the following fields:

e Start Date

e End Date

The default value for the Status field is set in the processing options.

To include the base warranty under this contract when running the Installed Base
Update from Ship Confirm program, click the following option:
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e Base Warranty

Only one contract per customer can have the base warranty option turned on.
6. Complete the following field:
e Adjustment Schedule

7. If you are using multi-currency, review the values in the following fields and override
them if necessary:

e Currency
e Base
e Foreign

8. Click the Additional Information tab.

PeopleSoft.
Select Workspace: | Active Foundation hd
Active Foundation | personsize | change Role | sign out
ervice Contract Heade ————
OK  Cancel Form  Tools
B X 0O k&
Business Unit M30
Caontract 26 ] 00200 “ersion 001 Company 00200
Additional Information
Payment Terms Net 30 Days Parent Contract Number
Payment Instrument Defatlt (AR & AF) Parent Contract Type
Renewal Flag 0 Parent Contract Company
Froforma Invoice [C—
Tax Expl Code Cancellation Notice Period
Tax RatelArea Factor Type C3
Cancel Fee [

9. Complete the following fields as applicable:
e Payment Terms

e Payment Instrument

If this contract is being prepaid, enter a value in the Payment Instrument field to
indicate the type of prepayment.

e Renewal
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10.

Proforma Invoice

Tax Expl Code

Tax Rate/Area

Parent Contract Number
Parent Contract Type
Parent Contract Company
Cancellation Notice Period
Factor Type

Cancel Fee

Click the Category Codes tab.

PeopleSoft.

ORE

Select Workspace: | Active Foundation hd

Active Foundation

| Personalize ‘ Changs Role | Sign Out

¥ Cancel Form Tools

o
=]

i 7 ]

Business Unit

001 Company

Contract 26 ] 00200 Wersion

M30

00200

Category Codes

Category Code 01

—
e
—
e

Category Code 02
Category Code 03
Category Code 04
Category Code 05
Category Code 06
Categaory Code 07

Category Code 08
Category Code 09

Category Code 10

11. To further categorize this contract, complete any of the category code fields.

12. Review the contract header information to ensure that it is correct, and click OK

twice.

The system displays the Contract Revisions form.
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13. To enter the detail information associated with this contract, see step 2 of the next
topic, Entering Service Contract Detail Information.

P To enter service contract detail information

From the Daily Service Contract Processing menu (G1714), choose Service Contract
Detail.

@ service Contract Detail - [Work With Contracts] B ] 51
£ IFle Edit Preferences Form Row ‘Window Help =1
v B o+ B x I & & 8 J i i :
Links - Entitle... OLE .. Internet ~

Select Find Add Copy Close Seq.. Mew.. Dis.. Abo @ @ =

|»

- Product Information :' Contract Dates :' =

Contract I26 ICM IUU?DU v Display Contract Detail in Revisions
Customer I
Site |
I Include Canceled Contracts I Include Suspended Contracts v Include All Contract Lings
Contract Contract Contract q Customer Cus I
& Humber Type Description ERTID Address N £
26iCM Software - 10 Additional Agent ao1 3004 Pacific Company,
2E:CM Software - Teaching Tool o1 3004 Facific Company,
26:CM Softwara - Call Routing o1 3004 Pacific Company,
26:CM Software - Agent Reporting o1 3004 Facific Company, '|

i | o

| i, |

i i

1. On Work With Contracts, locate the appropriate contract.

2. Choose the contract and click Select.
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Active Foundation | personsize | change Role | sign out
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Currency UsD Base usD Foreign Contract Total 4,100.00
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ol 0,005 B
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On Contract Revisions, enter a description of the contract in the following field:

Description

Complete or review the following fields (you can override most defaults):

Site Number

Customer PO Number

This field contains informational text which you can modify after the contract is
billed, if necessary.

Equipment Number

Install Date

The install date updates the installed base date and warranty and turns on the
Proof of Purchase parameter.

If the Proof of Purchase parameter is already turned on, the Install Date field is
disabled.

Branch

Inventory Item Number

The system enters the values for the Branch and Inventory Item Number fields
based on the equipment or serial number.
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Product Model

Product Family

The system enters the values for the Product Model and Product Family based
on the equipment number or based on the Inventory Item Number and Branch.

Service Package
Billable Duration
Non-Billable Duration

Duration Unit of Measure

Complete any of the Detail Category Codes, if applicable.

Complete or review the following fields:

Quantity

Unit of Measure

The system retrieves the unit of measure from inventory, and you can override
this value if necessary.

Enter the dates of the contract in the following fields:

Contract Line End Date

Contract Line Start Date

Enter billing and pricing information in the following fields:

Bill From

Bill Through

If the values in the Bill From and Bill Through date fields are in the same period
and year, this means a one-time billing. Otherwise, you must enter a value in the
Bill Code Frequency field. The system then calculates a recurring billing amount.

Bill Code Frequency
Price Effective Date
Exchange Rate
Advanced Pricing

Price By Address
The system uses Price by Address for advanced pricing from the Address Book
number.

Adjustment Schedule
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The system retrieves the value for Adjustment Schedule field from customer
information. If you are using advanced pricing, you can override the adjustment
schedule.

e Unit Price

You cannot enter a value in the Unit Price field in conjunction with advanced
pricing.

e Extended Price
e Discount Type D/P
This field determines if the system uses a discount percent or an amount.
¢ Discount Percent
e Discount Amount
e Line Total

e Recurring Billing Amount

When you are billing for a specified amount over a period of time, the system
calculates and enters the value in the Recurring Billing Amount field.

e Billed Y/N
The Billed Y/N field is updated only by the Contract Workfile Generation program.
e Bill By Site
o Bill To Address
e Send To Address
e Billing Day of Month

e Billing In Advance/Arrears

The Billing Day of Month and the Billing In Advance/Arrears fields are only used
for data selection. Use the Bill From Date and Bill Through Date fields for period
and frequency.

e Taxable Y/N
e Tax Explanation

e Tax Rate/Area

The system retrieves tax area information from the site number in the customer
address book record as the default.

Complete or review the following fields:

¢ No of Days In Contract
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10.

Daily Amortization Amount

Renewal Flag

The system uses the value from the Renewal Flag field for data selection in the
contract renewal program.

Renewal Date

Cancel Date

If the contract has been cancelled, the system displays the cancel date. See also
Canceling and Suspending Contract Information.

Cancel Reason

Suspend Date

If the contract has been suspended, the system displays the suspend date. The
system retrieves the suspend date from the Suspend Contract form.

Suspend Reason
Cancel Amount
Credit Amount

Price Cap Percentage

Click OK.

» To review service contract information

From the Daily Service Contract Processing menu (G1714), choose Enter Contract
Header or Service Contract Detail.

1.
2.
3.

On Work With Contracts, locate the applicable contract.

Choose the contract and click Select.

On Contract Revisions, choose the applicable contract and choose Contract Detail
from the Row menu.
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Active Foundation | personsize | change Role | sign out
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Inventary ltem Number ,72557

Product Model W Agent Soitware

Product Family [soFmw 1 sotware

Meter Reading 1 ,7

Meter Reading 2 ,7

Meter Reading 3 ,7

4, On Contract Detail, review the information on the following tabs, which contain
inquiry-only fields, and then click OK:

e Equipment Data
e Customer Data
e Contract Dates
e Category Codes
e Pricing Data

e Billing Data

» To renew a service contract

From the Periodic Service Contract Processing menu (G1724), choose Service Contract
Renewal.

When you run the Contract Renewal program, the system generates a report identifying
those contracts that expire soon and that require renewal contracts and letters. You can set
processing options for markup by percentage, renewal pricing, and leadtime for contract
expiration.

The Contract Renewal program uses the MailMerge function to generate renewal letters and
contracts.

» To copy a service contract

From the Daily Service Contract Processing menu (G1714), choose Enter Contract
Header or Service Contract Detail.
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You can copy a service contract to create another contract.

1. On Work With Contracts, locate the contract that you want to copy.
2. Choose the contract and click Copy.

On Contract Revisions, modify the information as needed for the new contract. You
can modify or delete any detail lines.

4. Click OK.

The system assigns a new contract number in the Contract field.

Processing Options for Contract Revisions (P1721)

Defaults Tab

The processing options on this tab define the defaults that the system uses when you enter
contracts. While you can override these values for a single contract, you can specify defaults
that is standard to most contracts that you enter in this version of Contract Revisions, such as
document type, business unit, company, line type, description, status, duration and quantity
unit of measure.

1. Default Contract Document Type

Use this processing option to have the system use this document type as the
default when you enter a contract. It is a user defined code (00/DT) that also

indicates the nature of the transaction.

2. Default Contract Key Company

Use this processing option to indicate the contract key company that the
system uses as a default when you enter a service contract.

An Order Company is a number that, along with order number and order type,
uniquely identifies an order document (such as a purchase order, a a contract,

a sales order, etc.)

3. Copy Contract Information

1 = Create a new contract number
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2 = Keep the original contract number and advance the version number

Use this processing option to specify how the system assigns the contract
number when you copy contract information.
Valid values are:

1 Create a new contract number.

2 Keep the original contract number and advance the version number.

4. Default Contract Line Type

Use this processing option to specify the line type the system uses as a
default when you enter a contract detail line.

The line type is a code that controls how the system processes lines on a
transaction. When you enter a line type for a service contract detail line,
the system verifies the line type characteristics in the CSMS Line Type

Extension table.

5. Line Increment

Use this processing option to specify the increment by which the system

numbers the order lines.

6. Contract Status

Use this processing option to specify the contract status that the system uses
as a default when you enter a service contract.
The contract status is a two-character code that provides status information

about a contract. This status is edited against user defined codes (52/CS).
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7. Default Contract Description
Blank = Header description will be defaulted to detail lines
1 = Inventory ltem Number
2 = Line Type Description
3 = Product Model

4 = Product Family

Use this processing option to specify the contract detail line description
that the system uses as a default when you enter a contract. Valid values are:
Valid values are:

Blank Contract header

1 Item number

2 Line Type description

3 Product Model

4 Product family
If you choose option 1, the system uses the item number as the detail line
description default.
If you choose option 2, the system uses the line type description as the
detail line description default.
If you choose option 3, the system uses the product model as the detail line
description default.
If you choose option 4, the system uses the product family as the detail line
description default.
If you leave this option blank, the system uses information from the contract

header.

8. Duration Unit of Measure

Use this processing option to specify the duration unit of measure that the
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system uses as a default when you enter a contract. It is a user defined code

(00/UM) that identifies the unit of measure to use in the document.

9. Quantity Unit of Measure

10.

Use this processing option to specify the unit of measure that the system uses
as a default when you enter a contract. The unit of measure is a user defined

code (00/UM) that identifies the unit of an amount or quantity.

Business Unit

Use this processing option to specify the business unit the system uses as a
default when you enter a contract. If you leave this option blank, the system
uses the value from Default Locations & Printers, which is based on either

your terminal or user ID.

1. Installed Base Update

Blank = Bypass update
1 = Prompt the user to change Customer Number associated with Installed Base

2 = Automatically update Installed Base

Use this processing option to specify whether the system verifies the customer
number in the contract against the customer number for an installed base item
on a call, a contract, or a service work order. This processing option
determines whether the system updates the Installed Base if there is an
inconsistency. Customer number checking occurs if you change the customer
number in the contract.

Valid values are:

Blank Do not edit the customer number in the contract against the
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Installed Base.
1 Prompt to update the Installed Base.

2 Automatically update the Installed Base.

2. Site Number Update
Blank = Bypass update
1 = Prompt the user to change Site Number associated with the Installed Base

2 = Automatically update Installed Base

Use this processing option to determine what happens when you change the site
number for an installed base item on a call, a contract, or a service work
order.
Valid values are:
Blank Do not update the Installed Base.
1 Prompt to update the Installed Base.

2 Automatically update the Installed Base.

3. Asset Number Checking
Blank = Bypass checking

1 = Check for the Asset (Equipment/Unit/Serial) number being on another contract
detail line

Use this processing option to determine whether the system verifies if the
Asset Number (Equipment/Serial/Unit) that you entered on a contract detail
line exists on another contract detail line.
Valid values are:

Blank Bypass checking asset numbers.

1 The system checks assets numbers on contract detail lines.

4. Subledger Default for credit processing
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Blank = No default

1 = Contract Number
2 = Customer Number
3 = Site Number

4 = Short Item Number

Use this processing option to specify which system the system uses as a
default in the subledger field when you enter a credit or cancellation in a
contract. Valid values are:

Blank Do not use a default value in the subledger field.

1 Use the contract number.

2 Use the customer number.

3 Use the site number.

4 Use the short item number.
When you create a credit or cancel a contract detail line and the cancellation
results in a credit for the contract detail line, the system creates an entry
in the Service Billing Workfile (F4812) using the specified value as subledger

entry.

5. Reprice Detail Line
Blank = Do not automatically reprice line

1 = Automatically reprice line

Use this processing option to specify whether the system updates the order
price automatically.
Valid values:
Blank Do not automatically reprice order line.
1 Automatically reprice order line.
If you change a value in a field in the the contract that functions as a price

driver, the system updates the price based on the new value. The system only
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updates the price if the contract has not been billed.
This processing option is not related to the Basket or Order Reprice function

that exists in Advanced Pricing.

6. Advance Price Flag
Blank = Do not prefill Advance Price flag

1 = Prefill Advance Price flag

Use this processing option to prefill Advance Price Flag.
Valid values are:
Blank Do not activate Advanced Pricing.

1 Activate Advanced Pricing.

Process Tab

Edits Tab

The processing options on this tab define the editing process that the system performs for
this version of Contract Revisions. When you enter quantities, the system verifies if the item
is a serialized item and whether you allow multiple quantities for serialized items.

1. Multiple Quantities for Serialized ltems
Blank = Do not allow multiple quantities for serialized items

1 = Allow multiple quantities for a serialized item.

Use this processing option to specify whether you are allowed to enter
multiple quantities (quantities that are greater than 1) for a serialized
item.
Valid values are:

Blank Do not allow multiple quantities for serialized items.

1 Allow multiple quantities for serialized items.
If you enter a serial number on the contract detail line, the quantity of the

item must be 1.
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If you enter an item number on the contract detail line, the system verifies
the serial number requirements in the ltem Branch/Plant table (F4102) and then
looks at the value in this processing option before you are allowed to enter

multiple quantities for a serialized item.

Line Type Rule Tab

The processing options on this tab define the line type processing that the system performs
for this version of Contract Revisions.

1. Days Unit of Measure

Use this processing option to specify the unit of measure that the system uses
as a default when you enter a contract. The unit of measure is a user defined

code (00/UM) that identifies the unit of an amount or quantity.

Prepayment Tab

The processing options on this tab define the prepayment processing that the system
performs for this version of Contract Revisions. You use prepayment processing if you are
billing for contracts that the customer pays before invoicing. If you activate prepayment
processing, you can choose whether this version performs authorizations, settlements, or
both.

Prepayment takes place when a seller receives a form of payment from the customer at the
time of order entry. There are many types of prepayments that a customer can use, such as
cash, check, and credit card. When you make any type of prepayment, the system records
transaction information, and indicates the payment on the invoice.

Use this processing option to specify a hold code the system uses to restrict the amount of an
item or item group that a customer or customer group can purchase.

You must set up the Product Allocation preference in the Preference Master (P40070),
activate the preference through the Preference Selection (R40400), set up the hold code
information in Order Hold Information (P42090) and then activate preference profile
processing in the P4210, Versions, Preference Profile processing option. You must enter a
value that has been set up in UDC 42/HC.

1. Prepayment Processing
Blank = Bypass prepayment processing

1 = Activate prepayment processing
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Use this processing option to determine whether to activate prepayment
processing. Valid values are:

Blank The system does not update prepayment processing files.

1 The system performs prepayment processing and updates the

prepayment processing tables.

If you leave this option blank, the system does not display a Form exit to the
Prepayment window.
If you choose option 1, the system updates the prepayment processing tables

and allows you to access the Prepayment form.

2. Authorization Process
Blank = Bypass authorization processing
1 = Process authorizations interactively

2 = Process authorizations in a batch or subsystem

Use this processing option to identify the method of authorization processing.
Valid values are:

Blank The system does not perform authorization processing.

1 The system processes the authorization interactively.

2 The system processes the authorization in batch or subsystem mode,

based on the version.

3. Settlement Process
Blank = Bypass settlement
1 = Process settlements interactively

2 = Process settlements in a batch or subsystem

Use this processing option to identify the settlement processing method.
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Valid values are:
Blank The system does not perform settlement processing.
1 The system processes the settlement interactively.
2 The system processes settlements in batch or subsystem mode, based

on the version.

4. Avuthorize Prepayment Transaction version.

Use this processing option to identify the version of Authorize Prepayment

Transaction.

5. Settle Prepayment Transaction version.

Use this processing option to identify the version of Settle Prepayment

Transaction

Versions Tab

The processing options on this tab define the versions that the system accesses when you
take row and form exists from the Contract Revisions form, using this version of Contract
Revisions.

1. Work With Installed Base (P1701)

Use this processing option to specify the version of Work with Installed Base
(P1701) that the system uses when you access Installed Base from the Row menu
on the Contract Revisions form. If you leave this option blank, the system

uses version ZJDE0O0O1.
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2. Installed Base Revisions (P1702)

Use this processing option to enter the version of Installed Base Revisions
(P1702) that the system uses when you choose Installed Base from the Row menu
on the Contract Revisions form. If you leave this option blank, ZJDE00O1 is

used.

3. Price History (P4074)

Use this processing option to enter the version of Price History (P4074) that
the system uses when you choose Price History from the Row menu on the

Contract Revisions form. If you leave this option blank, ZJDE00O1 is used.

4. A/B Modifications (P01012)

Use this processing option to enter the version of Address Book Modifications
(P01012) that the system uses when you choose Add/Modify Customer from the
Form menu on the Contract Revisions form. If you leave this option blank,

ZJDEOOO1 is used.

5. Quick Customer Add (P01015)

Use this processing option to enter the version of Quick Customer Add (P01015)
that the system uses when you choose Quick Customer Add from the Form menu on

the Contract Revisions form. If you leave this option blank, ZJDE0OO1 is used.
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Processing Options for Work With Contracts (P1720)

Defaults

These processing options indicate the defaults that the system uses when you use this
version to review contracts using the Work With Contracts form.

1. Default Contract Document Type (Required)

Use this processing option to specify the default document type that appears
on the Work with Contracts form.
You must enter a value that has been set up in user defined code table

(00/DT).

2. Default Key Company

Use this processing option to specify the default key company number.
Along with order number and order type, a key company is a number that
uniquely identifies an order document (such as a purchase order, a contract,

or a sales order).

Versions

These processing options define the versions of programs that the system uses when you
enter service contracts in the system using this version of Work With Contracts (P1720).
When you add a new contract or you review the details of an existing contract, the system
uses a version of Contract Detail Revisions (P1721) that you specify in these processing
options. You can locate the processing options for that program on the Interactive Versions
form.

1. Service Contract Revisions (P1721) version

Use this processing option to specify the version of Contract Revisions
(P1721) that the system uses when you add or copy a contract.

If you leave this option blank, ZJDE0OO0O01 will be used.
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2. Contract Print (R1733) version

Use this processing option to specify the version of Contract Print (R1733)
that the system uses when you choose the Print Contract option from the Report
menu on the Work with Contracts form.

If you leave this option blank, XJDEOOO1 will be used.

Process

This processing option defines the order in which you want to display the contract header and
detail forms.

1. Display Header or Detail first

Blank = Display Detail first

1 = Display Header first

Use this processing option to specify whether the system first displays the
header revisions form or the detail revisions form when you add or inquire on
a service contract.
Valid values are:

Blank Display the Contract Revisions form (detail) first.

1 Display the Service Contract Header form first.
If you display the detail form first, the system creates a contract header
record based on the branch/plant and customer or site information that you
enter in the detail form. You can then access the header form to override
default information as necessary.
If you display the header form first, you can enter header information before
detail information. You can edit the defaults that affect the contract as well
as add or review additional header information, such as billing instructions

or payment terms.
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Defining the Entitlement Rules Sequence

The entitlement rules sequence defines priorities when you assign entitlement rules to
contract detail lines. The hierarchy determines the order that the system uses to search for a
match between the contract and the entitiement rules. Set up the hierarchy from specific to
general. For performance reasons, J.D. Edwards recommends that you set up only
necessary sequences.

» To define the entitlement rules sequence

From the Daily Service Contract Processing menu (G1714), choose Enter Contract
Header.

Alternatively, from the Daily Service Contract Processing menu (G1714), choose Service
Contract Detail.

1. On Work With Contracts, choose Entitlement Rules from the Form menu.

PeopleSoft.

SelectWorkspace: |Actwe Foundation j

Active Foundation Personalize | Change Role | Sign Out
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oK Delete Cancel Tools
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i In In i W M #
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2. On Contract Entitlement Rules Sequence, enter Y or N in the following fields and
click OK:

e  Product Model
e Product Family

e Equipment Number
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e Branch/ Plant

¢ Inventory Item Number

Reviewing Entitlement Information

You can review entitlement information and make any changes necessary when entitiement
details for the contract change. The system allows you to review entitiement information by
customer number, item number, and serial number.

You can use this form to review the customer's entitlement and exit to the service package
that the customer has purchased. For example, if a customer purchases a computer from you
in conjunction with the service package that has the most benefits, the customer might be
entitled to having a repair person visit the site as opposed to sending the computer to you for
repair.

» To review entitlement information

From the Daily Service Contract Processing menu (G1714), choose Entitlement Inquiry.
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1. On Work With Entitlement Inquiry, complete any or all of the following fields and click
Find:

e Customer

e Site Number
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¢ Equipment Number
2. To further limit your search, complete the following fields:
e Product Model
e Product Family
e Inventory Item Number

3. To display customer or equipment children information, click one of the following
options:

e Customer Children

e Equipment Children

If you access the Entitlement Inquiry form from Service Order Management or Call
Management, the Customer Children and Equipment Children fields are disabled.

4. Click Find.

Canceling and Suspending Contract Information

You might need to cancel a contract or an individual detail line if you set it up incorrectly or if
the customer no longer wants to cover an item that is under contract.

Topics
O Suspending contracts
O Canceling contracts

O Canceling and suspending contract detail lines

» To suspend contracts

From the Daily Service Contract Processing menu (G1714), choose Service Contract
Detail.

1. On Work With Contracts, locate the contract that you want to cancel.
2. Choose the contract and click Select.

3. On Contract Revisions, choose Suspend Contract from the Form menu.
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4. On Suspend Contract, complete the following fields:
e Suspend Date

e Billing Suspension Code

When you suspend a contract, the system still displays the contract as entitled.
However, the system does not create billing records until the contract is no longer
suspended.

5. To reactivate a suspended contract, click the following option and click OK.

e Reactivate

When you reactivate a suspended contract, the system continues contract billing.

» To cancel contracts

From the Daily Service Contract Processing menu (G1714), choose Service Contract
Detail.

1. On Work With Contracts, locate the contract that you want to cancel.
2. Choose the contract and click Select.

3. On Contract Revisions, choose Cancel Contract from the Form menu.
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4. On Cancel Contract, complete the following fields and click OK:
e Cancel Date

e Cancel Reason Code

The system calculates any paid amounts that should be credited as a result of
canceling the contract.

» To cancel and suspend contract detail lines

From the Daily Service Contract Processing menu (G1714), choose Service Contract
Detail.

Instead of canceling or suspending entire contracts, you might need to cancel or suspend
specific contract detail lines in a single contract.

1. On Work With Contracts, locate the contract that you are changing.

2. Choose the contract and click Select.

3. On Contract Revisions, choose the row that you are canceling or suspending.
4

Choose Cancel/Suspend from the Row menu.

143



PeopleSoft.
SelectWorkspace W

Active Foundation | personsize | change Role | sign out
H a3
OK  Cancel Tools
=]
Contract ‘25 cM ‘00200 Wersion 001 Line Mumber  [g.gn1
Currency =S Base UsD
Cancel Data
Cancel Date | & Cancel Reason Code

Cancel Amount

Suspend Data

Suspend Date Suspension Flag Added recards and bili

Reattivate

5. On Cancel/Suspend Contract Line, complete the following fields to cancel a contract
detail line:

e Cancel Date
e Cancel Reason Code

6. To suspend a contract detail line, complete the following fields:
e Suspend Date

e Billing Suspension Code

The system calculates any amount that has been paid that should be credited as the
result of a canceled contract detail line.

7. To reactivate a suspended contract, click the following option and click OK.

e Reactivate

When you reactivate a suspended contract detail line, the system continues contract
billing.

Crediting Contract Detail Lines

You can credit a detail line on a contract or reverse a charge.
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P To credit contract detail lines

From the Daily Service Contract Processing menu (G1714), choose Service Contract
Detail.

1. On Work With Contracts, locate the contract that you are changing.
2. Choose the contract and click Select.

3. On Contract Revisions, choose the detail line that you want to credit.
4

From the Row menu, choose Credit Line.
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5. On Credit Contract Line, complete the following fields:

e Current Credit

The credit amount must be equal or less than the billed amount.

6. Click OK.

Creating Contract Prepayment Transactions

To track your customer's payments that are made up-front, you can use prepayment
processing. Customers can prepay by using cash, check, or credit card. If a customer has
already paid for a service contract, the invoice reflects that the contract has been prepaid.

Only one type of payment is allowed per contract. The prepayment must also be set up as a
one-time billing. The bill from and through dates must be in the same period and year.
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Before You Begin

O Set up the Payment Instrument user defined code (00/PY). See Setting Up User

Defined Codes for CSMS.

O Set the prepayment processing option on Contract Revisions (P1721) to prepay.

» To create contract prepayment transactions

From the Daily Service Contract Processing menu (G1714), choose Enter Contract

Header.
1. On Work With Contracts, locate the contract that you are changing.
2. Choose the contract and click Select.
On Service Contract Header, click the Additional Information tab.
PeopleSoft.
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Cancel Fee
H
4. Change the value in the following field to indicate that this is a prepayment:

e Payment Instrument

The special handling code for this pay instrument must equal 11 (cash), 12
(check), or 13 (credit card).

You cannot make this change if the contract has already been billed.

Click OK twice.
On Contract Revisions, choose Prepayments from the Form menu.

You can only enter prepayment information for the contract after you have entered
the contract detail lines.
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7. On Enter Prepayment Information, review and update the appropriate information.
8. Click OK.

Note

The contract cannot be billed yet to create a transaction.

Depending on your processing option setup, the system authorizes or settles transactions
after you create prepayments.

See Also
a Working with Prepayments

Reviewing Contract Renewal Letters

From the Periodic Service Contract Processing menu (G1724), choose Contract Renewal
Letters.

When service contracts are about to expire, you can generate renewal letters to customers.
Based on contract information and processing options, the system automatically generates
letters for contracts that are expiring.

The letters that you generate using Contract Renewal Letters (R1731) work with the
MailMerge Workbench. The MailMerge Workbench is an application that merges Microsoft
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Word 6.0 (or higher) word processing documents with OneWorld records to automatically
print business documents, such as contract renewal letters.

After you run the batch process, you can review the results in the Work Center. You can
access the Work Center from the Exit Bar on the Work with Batch Versions form. In the Work
Center, you can see a flash message in your Inbox (the flash message is indicated by the
lightning bolt). If you click the flash message icon, the system displays a World logo named
MailMerge.

Click on the World symbol to generate the letters. The system displays the merged letters.
You can review and print the letters.

Note

You must not have Microsoft Word open when you generate contract renewal letters, or you
will get a blank screen.

Before You Begin
O You must set up the MailMerge document before you can generate renewal letters.
See Setting Up MailMerge Documents for Contract Renewals for setup information.
See Also

Q MailMerge Workbench in the OneWorld Foundation documentation for complete
information about changing MailMerge Documents

Q Changing MailMerge Documents in the OneWorld Foundation documentation for
more information about changing the content properties of a MailMerge document,
such as the business text, document description, and queue name

Q Deleting MailMerge Documents in the OneWorld Foundation documentation for
complete information about removing MailMerge documents

O Reviewing the Detail Contract Renewal Report for more information about generating
a report for contract renewals

Processing Options for Contract Renewal Letters (R1731)

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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Billing for Contracts

The typical billing process includes accumulating contracts to bill, creating and printing
invoices, and recording journal entries for income and receivables.

Customer Service Management is integrated with the Accounts Receivable and General
Accounting products. The billing process in CSMS is the same whether billing for service
contracts or for service orders. Once you set up the billing details in CSMS, the system runs
the billing process and updates Accounts Receivable with invoice information and General
Accounting with revenue information.

Invoices are based on billable contracts. The first step in the billing process is to accumulate
billable contracts. When you run CSMS Contract Workfile Generation, the system gathers the
contracts eligible for billing from the Contract Detail table (F1721), and creates Billing Detail
Workfile records (F4812).

Topics

Setting up AAls for service contracts

O

Understanding service contract billing for CSMS
0 Generating the contract workfile

0 Reviewing contract billing information

Before You Begin
O Set up distribution AAls.

See Also
Q Billing for CSMS for related billing tasks

Setting Up AAls for Service Contracts

To bill contracts, you must identify information about your account structure and specific
account values to process business transactions properly. You define your account structure
and specific account values by using automatic accounting instructions (AAl). The system
stores the AAl values in the Automatic Accounting Instructions table (F40905). Whenever a
program performs an accounting function, it accesses the Automatic Accounting Instructions
table.

Distribution AAls define the rules by which the Customer Service Management system and
the general ledger interact. Accounting AAls define the rules by which the CSMS and the
Accounts Receivable system interact. When you define AAls, you establish how the system
process transactions for various programs.

Contract-related distribution AAls consist of the following:

e 1750, Contract Revenue

e 1751, Contract Short-Term Revenue
e 1752, Contract Long-Term Revenue
e 1753, Contract Cancel Fees

Based on key fields, the system retrieves the G/L account to use when creating an entry in
the Billing Detail Workfile table (F4812). The key fields are:
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e Company
e Doc Type
e G/L Category Code

Based on these key fields, the system creates journal entries using:

e Branch/Plant
e Object Account
e Subsidiary

The system retrieves the document type and company from the contract, and identifies the
appropriate G/L class code according to a search hierarchy.

Hierarchy for G/L Class Codes for Service Contracts

OneWorld identifies the proper G/L class code according the following hierarchy:

1. Based on the service package on the contract detail line, the system looks up the G/L
class code in the Service Package table (F1729). If the G/L class code is not blank,
then the system uses this value to retrieve the G/L account from the distribution AAls.

2. Ifthe G/L class code in the Service package table (F1729) is blank, then the system
uses the branch/plant and the item number on the contract detail line to retrieve the
GI/L class code from the Item Branch Plant Information table (F4102). If the G/L class
code is not blank, then the system uses this value to retrieve the G/L account from
the distribution AAls.

3. Ifthe G/L class code in the ltem Branch/Plant Information table (F4102) is blank, then
the system uses the item number on the contract detail line to retrieve the G/L class
code from the Item Master (4101). If the G/L class code is not blank, then this is the
GJL class code used to retrieve the G/L account from the distribution AAls.

4. If the G/L class code on the ltem Master (F4101) is blank, the the system uses the
line type on the contract detail line to retrieve the G/L class code from the Line Type
Constants (F40205). If the G/L class code is not blank, then this is the G/L class code

5. Ifthe G/L class code in the Line Type Constants is blank, then the system uses a
blank value to retrieve the G/L account from the distribution AAls.

After the system finds an entry in the Distribution AAls for company, document type, and G/L
class code, the system determines the responsible business unit (branch/plant) based on the
search hierarchy for responsible business unit for service contracts.

Hierarchy for Responsible Business Unit

If the business unit of AAl is blank, the system locates the responsible business unit based
on the value specified in the field, Responsible Business Unit, located on the Contracts tab in
the CSMS Constants.

In the CSMS Constants, you can choose one of the following options for the system to use to
locate the responsible business unit:

ltem Branch Master Extension ) The system uses the branch/plant and item number on the contract
(F41171) or ltem Master Extension  jetail line to find the responsible business unit in the Item Branch
(F4117) Master Extension (F41171).

If the branch/plant is blank, the system uses the item number on the
cantract detail line to find the resnnngihle hiiginess 11nit in the ltem
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Master Extension (F4117).

If the business unit exists in F41171 or F4117, the system uses this
business unit in the resulting accounting journal entry.

Product Family/Model (F1790) The system uses the product model on the contract detail line to find

the responsible business unit in the Product Family/Model table
(F1790).

If the business unit exists in F1790, the system uses this business
unit in the resulting accounting journal entry.

Equipment (F1201) The system uses the equipment number on the contract detail line to

find the responsible business unit in the Equipment Master (F1201).

If the business unit exists in F1201, the system uses this business
unit in the resulting accounting journal entry.

Customer Number (F0101) The system uses the customer number on the contract detail line line

to find the responsible business unit in the Address Book Master
table (FO101).

If the business unit for the customer exists in FO101, the system
uses this business unit in the resulting accounting journal entry.

CSMS Line Type (F1793) — only The system uses the line type on the contract detail line to find
used for contracts responsible business unit in the Line Type Extension table (F1793).

If the business unit exists in F1793, the system uses this business
unit in the resulting accounting journal entry.

Note

If you assign a project business unit to the responsible business unit in the Business Unit
Master (FO006), the system uses the project business unit as the business unit for the
account.

See Also

Q Setting Up AAls for more information about defining the account structure to process
transactions properly

Understanding Service Contract Billing for CSMS

The typical billing process includes accumulating service contracts to bill, creating and
printing invoices, and recording journal entries for income and receivables.

When you generate the service contract workfile, the system gathers the contracts that are
eligible for billing from the Contract Detail table (F1721) and creates records in the Service
Billing workfile (F4812).

After you generate the billing workfile, you must continue the standard service billing process.
See the next topic, Generating the Contract Workfile.
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To group workfile transactions and assign invoice numbers, you run the Invoice Processing
program, which summarizes one or more workfile transactions into pay item records. Pay
items are the billing lines which make up the total amount of a specific invoice.

The system stores pay item information in the Invoice Summary workfile (F4822) and
updates the workfile transaction records with the new invoice information and the sequence
and summarization key information.

After you run the Invoice Processing Program, you can print invoices for your customers.

To complete the billing process, you must create A/R and G/L entries. You first create
preliminary A/R and G/L entries using the Invoice Journal Generation program (R48131). You
then can review the resulting reports, which are the Billing Journal Register and the Invoice
Journal Generation Report, to determine whether the entries were generated with errors.

After you ensure that there are no errors within the batch, you can create the final A/R entries
using the Create A/R Entries program (R48199). Then you can post the invoices to the
general ledger.

See Billing for CSMS for detailed information and tasks about billing for service contracts in
the Customer Service Management system.

Generating the Contract Workfile

From the Periodic Service Contract Processing menu (G1724), choose Service Contract
Workfile Generation.

When you run the CSMS Contract Workfile generation program (R1732), the system
processes records in the CSMS Contract Detail table (F1721) and creates billing records in
the Service Billing workfile (F4812).

The system gathers records based on processing options, user data selections, company,
fiscal date patterns, and the billing frequencies and dates from the Contract Detail table
(F1721). When you run the generation program in final mode, the system creates records in
the Service Billing workfile. Then the Service Billing system creates workfile transactions that
are the basis for the Accounts Receivable and General Accounting systems. To bill and
invoice a contract detail line, you must run the generation program in final mode. The system
calculates the taxes during the workfile generation.

Caution: When you have billed a contract detail line in final mode, you cannot change it.

After you generate the service contract workfile, you must continue the standard billing
process, which includes:

¢ Generating the invoice workfile using the Invoice Generation Program (P48121)
e Printing invoices

e Generating the Invoice Journal using the Invoice Journal Generation program
(R48131)

e Creating A/R and G/L entries using the Create A/R Entries program (R48199).
e Posting the A/R and G/L entries using the standard G/L Post program (R9801)

See Also

Q Billing for CSMS for detailed information and tasks about billing for service contracts
in the Customer Service Management system.
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O If you are using Vertex, see Vertex Quantum for Sales and Use Tax

Processing Options for CSMS Contiract Workfile Generation (R1732)

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

Reviewing Contract Billing Information

You can review billing information for your contracts by running the Contract Workfile
Generation program in proof mode and looking at the edit report. After you run proof and final
mode, you review billing information in two ways:

e Billing/Amortization Control Inquiry
¢ Work with Billing Details form

You cannot change records after you have run the Contract Workfile Generation program in
final mode. The system updates CSMS Contract Detail table to reflect billed records. If the
records are not processed through the Service Billing program, the accounts receivable
records will not match the CSMS records.
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» To review contract billing information

From the Periodic Service Contract Processing menu (G1724), choose
Billing/Amortization Inquiry.
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1. On Billing/Amortization Control Inquiry, complete the following field and click Find:
e Contract
2. Review the following fields:
e Contract Type
e Contract Company
e Version
e Line No.
o Gen. Type
o Ciry
o FY

e Total Amount
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Working with the Amortization Process

Amortization allows you to manage revenue by moving long-term revenue to short-term
revenue, and then to earned or recognized revenue. This system only amortizes billed
revenue.

When billing, the system moves the entire billed amount to long-term revenue. When you use
amortization, the system moves anything from today's date plus twelve months to short-term
revenue. The system moves anything from the beginning of the contract through the end of
the amortization period to recognized revenue.
Topics

O Generating the amortization workfile

0 Reviewing amortization records

Before You Begin

o Verify that you have purchased and installed the following systems. You must have
installed these systems to be able to use amortization for service contracts:

o The General Accounting, Accounts Receivable, and Accounts Payable systems
e The Address Book system
e The Service Billing system

O Set up fiscal date patterns. See Setting Up Fiscal Date Patterns in the General
Accounting Guide.

O Set up company information. See Setting Up Companies in the General Accounting
Guide.

O Set up manufacturing AAls information.

Generating the Amortization Workfile

From the Periodic Service Contract Processing menu (G1724), choose Svc. Contract
Amort. Generation.

Use the Amortization Generation program to amortize revenue for service contracts. You can
run the program in proof or final mode, but the system only updates affected tables when you
run it in final mode.

The program performs the following functions:

o Moves long-term to short-term revenue, if applicable
e Moves short-term to recognized revenue, if applicable

When you run the Amortization Generation program, the system retrieves records from the
Contract Detail table (F1721) based on the dates that you define. For each contract detail line
processed, the system verifies that the long-term and short-term amounts are current based
on the start and end dates, and the Amortization Date in the processing option plus one year.
For contract detail lines that fall within the dates specified, the system verifies that the detail
lines have been amortized using the Billing/Amortization Control Master (F1794). The system
creates records in the Account Ledger table (F0911) and updates the Billing/Amortization
Control Master table whenever a contract detail line has been amortized for a given time
period.
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Processing Options for Amortization Workfile Generation (R17321)

Process

These processing options on this tab define the processing that the system performs for this
version of Amortization Workfile Generation (R17321). You can choose whether the system
generates the amortization workfile in proof or final mode, the amortization period or year,
and subledger information.

1. Proof or Final Mode
Blank = Proof

1 = Final

Use this processing option to specify whether to run the workfile generation
program in proof or final mode. Valid values are:

Blank Run the workfile generation in proof mode.

1 Run the workfile generation program in final mode.
If you run the generation program in proof mode, the system does not update
any tables. You can review the report to review amortization information and
correct any errors, based on your processing options.
If you run the generation program in final mode, the system updates the
Billing/Amortization Control Master table (F1794) and writes journal entries

to the Transaction Ledger table (F0911).

2. Fiscal Period - Amortize Through

Use this processing option to specify the fiscal period for amortization.

If you leave this option blank, the system uses the current fiscal period.

3. Fiscal Year - Amortize Through

Use this processing option to specify the fiscal year for amortization.

If you leave this option blank, the system uses the current fiscal year.
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4. Subledger Default

Blank = not populated

1 = Contract Number

2 = Customer Number

3 = Site Number

4 = l[tem Number

Use this processing option to specify whether the system retrieves a value for

the subledger field. Valid values are:

Blank No subledger value.

1

2
3
4

Contract number.
Customer number.
Site number.

ltem number.

Print

The processing options indicate the values the system uses for the resulting report when you
use this version to generate amortization workfiles. For example, you can choose the address
book information that prints on the report and whether you print errors on the report or send
errors to the Work Center.

1. Work Center Or Report

Blank = Errors to Work Center
1 = Errors on Report

Use this processing option to specify where the system writes errors. Valid

values are:

Blank Write errors to the Work Center.

1

Print errors on the report.

157



2. Address Number

Blank = Customer Number
1 = Site Number
2 = Bill To Number

Use this processing option to specify which address number appears on the
report.
Valid values are:

Blank Customer Number

1 Site Number

2 Bill To Number

Versions

This processing option defines the version of the G/L Post program that the system uses
when you generate amortization records using this version of CSMS Contract Amortization
Workfile (R17321).

1. G/L Post Version

Use this processing option to specify the version of the G/L Post that the
system uses after it completes the amortization process and runs in final
mode.

If you leave this option blank, the system uses version ZJDE00O1.

Reviewing Amortization Records

You can view the periods and amounts that have been billed and view the periods and
amounts that have been amortized on a service contract. You can review whether a contract
has been amortized for a specific processing period.
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» To review amortization records

From the Periodic Service Contract Processing menu (G1724), choose
Billing/Amortization Inquiry.
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On Billing/Amortization Inquiry, complete the following fields and click OK:

e Contract
e Contract Type
e Contract Company

e Generation Type

Valid values for the Generation Type field for CSMS are as follows:

e A, Recognized Domestic

e B, Billed Domestic (Long)

e C, Short Domestic

e D, Recognized Foreign

¢ E, Billed Foreign (Long)

e F, Short Foreign

e G, Credit Recognized Domestic

e H, Credit Domestic (Long)
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e |, Credit Short Domestic

e J, Credit Recognized Foreign
e K, Credit Foreign (Long)

e L, Credit Short Foreign

Reviewing Service Contract Reports
Review service contract reports to determine the status of your contracts. For example, you

can review them to determine whether they are expiring soon and whether you need to renew
those contracts that are expiring.

Topics

Reviewing the Service Contract report

O

Reviewing the Service Contract Renewal report
0 Reviewing the Detail Contract Renewal report

0 Reviewing the Cancel Contract report

Reviewing the Service Contract Report

From the Periodic Service Contract Processing menu (G1724), choose Service Contract
Report.

Run the Service Contract report to identify contracts and to find any pertinent information.
You can set your data selection to define the type of report that you need to review.

See Also

Q Service Contract Report (R1734) in the Reports documentation for a sample of this
report

Processing Options for Contract Report (P1734)

Print
1. Enter a "1" to print detail. If left blank, will only print header.

Reviewing the Service Contract Renewal Report

From the Periodic Service Contract Processing menu (G1724), choose Service Contract
Renewal.

You can run the Service Contract Renewal report to identify contracts that require you to
generate renewal contracts and letters. You can set up your processing options to include
markup by percentage, to select the pricing to use for your renewal, and to set the lead time
for contract expiration.

You can use this report to create a new contract or to advance the version number of the
current contract if the renewal contract will be a duplicate of the customer's existing contract.
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See Also

Q Service Contract Renewal Report (R1730) in the Reports documentation for a
sample of this report

Processing Options for Detail Contract Renewal (P1730)

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.
Versions
If blank, default will be ZJDE00O1.
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 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.
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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.
Copy Defaults

1. Tax Information

Blank = Copy Tax Information

'1' = Retrieve Tax Rate/Area from Site Number and Tax Explanation Code from Customer Number
2. Discount Information

Blank = Copy Discount Informaiton

1" = Do Not Copy the Discount Information

3. Customer Currency

Blank = Copy the Customer Currency

1" = Retrieve Currency from the Customer

4. Document Type

Blank = Copy the Document Type

'1" = Default the Document Type

5. Key Company

Blank = Copy the Key Company

1" = Default the Key Company from P1721 Processing Options
6. Header Business Unit

Blank = Copy the Header Business Unit

'1' = Default the Header Business Unit from P1721 Processing Options
7. Line Description

Blank = Copy the Line Description

'1" = Default the Line Description from P1721 Processing Options

Reviewing the Detail Contract Renewal Report

From the Periodic Service Contract Processing menu (G1724), choose Detail Contract
Renewal.

You can use this report to review detail line information for a contract. You can renew
contract information by detail line as well as determine if new detail lines need to be added to
the latest version of the contract.

See Also

O Detail Contract Renewal Report (R1735) in the Reports documentation for a sample
of this report

Processing Options for Detail Contract Renewal (R1735)

Process
1. Enter '1' to have Final process. If 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.
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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 advanced 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
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 entered 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.
Copy Defaults
1. Tax Information
Blank = Copy Tax Information
'1' = Retrieve Tax Rate/Area from Site Number and Tax Explanation Code from Customer Number
2. Discount Information
Blank = Copy Discount Information
1" = Do Not Copy Discount Information
3. Customer Currency
Blank = Copy the Customer Currency
'1' = Retrieve Currency from the Customer
4. Document Type
Blank = Copy the Document Type
1" = Default the Document Type from P1721 Processing Options
5. Key Company
Blank = Copy the Key Company
'1' = Default the Key Company from P1721 Processing Options
6. Header Business Unit
Blank = Copy the Header Business Unit
'1' = Default the Header Business Unit from P1721 Processing Options
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7. Line Description
Blank = Copy the Line Description
'1' = Default the Line Description from P1721 Processing Options

Reviewing the Cancel Contract Report

From the Periodic Service Contract Processing menu (G1724), choose Cancel Contract.

Use this option to cancel single or multiple contracts. The system creates a report when you
run this program in either proof or final mode. However, only final mode updates the system.

See Also

O Cancel Contract Report (R1736) in the Reports Guide for a sample of this report.

Processing Options for Cancel Contract (R1736)

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

Call Management

The Call Management system provides features and functions to record contact between
customers and consultants. Call Management is the central point for customer interaction and
for storing and tracking customer issues. An issue is a question or problem for which a
customer wants a solution. You use Call Management to record what transpires between the
customer and the consultant. For each issue, the system can track the ownership, date and
time that issues are received and completed, the analysis of root cause, and the client data
throughout the life of the issue.

The Call Management system stores all current and historical information about the call in
one database. Each time that you make changes to a call, the system saves the entire record
as well as the new information.

You can use Call Management to manage issues and perform the following tasks:

e Track an issue with a single record
o Track tasks assigned to another open or personal queue
o View issues based on selection criteria

You can maintain a database of symptoms, analyses, and resolutions that you can search
and reuse. You can also track severity and highlight critical issues.

Call Management allows an organization to create a central point of contact for all customer
service processes by including the following:

e Call capture
e Call queue management
e Service order management

¢ Request fulfillment

Topics

Setting up call management

Entering call information

Working with calls

Working with Computer Telephony Integration
Resolving calls

Managing the call work center

Billing for calls

I N I I A E

Reviewing call management reports

Call Capture

Today, customers are concerned with the amount of time it takes to call and report an issue.
They do not want to be asked to supply information more than once or to provide information
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that the supplier or service provider should have available. Customers expect and demand
fast and efficient service.

You use the call capture process to select or create a customer record associated with a call.
The system automatically generates a call number that you can use to track the progress on
the call. Consultants can view detail information about the customer including call history and
contracts.

With the Call Management system, you enter information once and the system provides that
information to all parties that need it. If you use Computer Telephony Integration, all the
information that the system captures appears on the call entry screen. Once you identify a
serial number, equipment number, or item number, the system uses the information from the
Installed Base record and contract to complete the call entry screen.

On the call entry or service order entry screen, you can use menu exits to quickly retrieve
information about the customer, product, or issue. Fast and efficient information retrieval
provides business intelligence, reduces information entry errors and increases the
satisfaction of the customer.

Call Queue Management

Call queue management is the process of assigning calls to queues and to responsible
persons. You might use call queue management to ensure that foreign language calls are
directed to the appropriate person, or you might use queues to represent specific products
and assign calls to consultants who are knowledgeable about each product.

Knowledge Management

Use Knowledge Management with Call Management to review and associate symptoms,
analysis, and resolutions with calls. Key features of this module include the following:

e A database of problems, research and testing, and solutions
e Reusable units of knowledge

o Knowledge management transactions, where you can associate a symptom from a
call with multiple analyses and resolutions

Terms and Concepts
The following Call Management terms are used in this guide:

Analysis The research and tests that you perform in order to resolve a customer issue.

Call The format for receiving customer issues. They include:

o telephone
o facsimile

e e-mail
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Call work center

Issue

Knowledge
management

Open queue

Personal queue

Resolution

Symptom

Task

Computer Telephony
Integration (CTI)

A central location that allows you to view all open and personal queues, and allows
you to move calls between queues.

A question or problem generated by a customer and for which the customer wants
a solution. A customer can communicate the issue by telephone, facsimile, or e-
mail. Issues are contained within calls.

The database that you use to store symptoms, analysis, and resolutions associated
to issues.

A folder that contains open, unassigned calls and tasks. It may also display teams
associated with the queue.

A folder that contains assigned calls and tasks associated with one responsible

consultant.

The solution attached to an issue. Resolutions are stored separately from
symptoms and can be searched for and reused for other issues.

The problems attached to an issue. Symptoms are stored separately from
resolutions and can be searched for and reused for other issues.

An action related to an issue. A consultant can assign a task to another consultant
or to an open queue.

The interface that enables a computer to act as a call center. It accepts incoming
calls and routes them to the appropriate device or person.

Understanding the Interface

The Call Management interface uses the following icons and colors to help you capture call

information.

Icons

Phone
Ringing phone
Tools

Person

This icon represents a call in the work center.

This icon represents a callback in the work center.

This icon represents product history in the call.

This icon represents customer history in the call.
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Open Folder
Triangle

Three dots

Green checkmark

Circle with a line through
the middle

Tree Structure

Burning envelope

Colors

This icon represents open tasks in the call.

This icon represents tasks in the work center.

This icon represents additional contacts for the call.
This icon indicates that a customer is entitled.

This icon indicates that a customer is not entitled.

This icon indicates that the call has been assigned to a queue. You can click
on the icon to review the routing.

This icon represents that a flash message is attached.

You can assign colors and attach the color to a priority level. Enter the color of the priority
that you want in the special handling code of the UDC (17/PR). Twelve colors are available:
Blue, Yellow, Red, Fuchsia, Teal, Gray, Lime, Aqua, Navy, Maroon, Purple, and Olive.

Setting Up Call Management

Before you can use any of the features of Call Management, you need to define information
that the system uses for processing. You also need to specify information that is used when
you enter data, such as call and issue information, into the system.

Setting Up Call Management Constants

To define default information for the entire system, you set up system constants. Constants
control the types of information that you track and the rules that the system uses to perform

certain calculations.

» To set up call management constants

From the Customer Service Setup menu (G1740), choose Customer Service Constants.
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On CSMS System Constants Revisions, click the General Tab.

To set up the system to automatically check for history on a piece of equipment, an
item number, or a product model, click the following option:

e Check for Previous Calls and Service Orders on Piece of Equipment

To set up the system to automatically check for customer history, click the following
option:

e Check for Previous Calls and Service Orders on Customers

Click the Calls tab.
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To identify the kind of address book record that you want the system to select when
you are searching for a queue or creating a call queue, complete the following field:

e Queue Search Type
Enter a user defined code (01/ST).

To identify the classification of a call that is assigned for entitlement checking,
complete the following field:

e Type of Service

This is the type of service assigned to a call for entitlement checking. Enter a
user defined code (00/TY).

To hold messages for escalation, enter the location in the following field:

e Mail Box for Escalation

If the processing options for Customer Call MBF (P1700140) are set to automatically
check for entitlements, complete the following field to define which data item causes

the system to run an entitlement check.

e Call Entitlement Trigger

To use the Message Center Interface along with the standard interface, choose the
following option:

¢ Message Center Interface
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The standard interface is the default.

10. To indicate that the caller must be identified in the Who's Who database for a
consultant to accept the calls, choose the following option:

e  Whos Who Required
11. To create a log each time that you change the status, click the following option:

e Log Status Change

When you log status changes, the status codes are added before and after each
status change in the text area of the media object attached to the call.

12. Click OK.

Call Management Process

Calls Support Call Queue
B
Tt er
The customer The dispatcher hd The consultant resolves
has a problem routes the calll problem

System Integration

To allow you to manage and store call information, the Call Management system integrates
with the J.D. Edwards Inventory Management and Advanced Pricing systems, and with the
following CSMS applications:

e Service Order Management
¢ Installed Base Management

e Contract Management

Service Order Management

Use Call Management with Service Order Management to perform the following tasks:

o Create a service order to fix the product
o Enter a service order for the call
e Search online for parts and enter a parts recommendation

o Check parts availability and place reservations on required items or people, such as
hardware, software fixes, documentation, or drivers

171



e Select a service type for the call from either a list of entitled services or from per-call
services for which the caller is billed.

Installed Base Management

Use Call Management with Installed Base Management to perform the following tasks:

o Review system configurations (such as hardware, software, or communication types)
that reflect version, quantities, parts, serial numbers, and status

e Select or create an equipment installed base for use when capturing a call that can
be updated

Contract Management

Use Call Management with Contract Management to perform the following tasks:

e Review entitlement information for the customer and for the piece of equipment.
Information stored by Contract Management includes the contract type and the
services, coverage, and dates covered by the contract.

e Check entitlement of the customer and of the piece of equipment.

Topics

O Setting up Call Management constants
Setting up call queues
Setting up group distribution lists
Setting up queue security

Setting up queue properties

0O 0O 0 0 O

Setting up routing information

Setting Up Call Queves

Set up call queues to direct issues to the specialists who are trained to receive calls about
specific product groups or issues.

You can specify call types, priorities, and queue status information for each queue that you
set up, or you can use generic information for all of your queues.

Topics

Adding a call queue

Setting up call types

Setting up call queue priorities

Setting up call queue status

[ W i )

Setting up required fields for calls
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Adding a Call Queuve
You must set up at least one queue and assign calls to this queue. You might add call

queues if your organization expands its product groups or you decide to assign specialists to
answer calls by knowledge of product groups.

» To add a call queue

From the Call Setup menu (G1743), choose Queue Revisions.

. Queue Revisions - [Work With Queues]

1. On Work With Queues, click Add.
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On Queue Revisions, enter an existing address book number in the following field:

e Queue Number/Name

If you leave this field blank, the system assigns an address book number to the
queue. To create a queue without using an existing address book number, you
can either manually enter a queue number or you can leave the field blank and
allow the system to assign a queue number. The system creates an address
book record for this new queue with that queue number.

To designate the queue name that you want to appear in the call work center,
complete the following fields:

¢ Alpha Name

e Long Queue Number

Enter mailbox and telephone number information in the following fields:
e Mail Box Designator

e ACD Extension

Enter the mailbox associated with the queue. This is the mail box where calls are
directed when assigned to the open queue.

To calculate commitment date and time if you are not using entitlements, complete
the following field:
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e Work Center

The system also uses the work center to calculate the elapsed time and the time
remaining on the call.

6. For additional reporting, complete the following fields:
e Call Category Code 05

e Call Category Code 06

Use Call Category Codes to enter information on a call. You can use this
information for reporting on queues.

e 5th Address Number

e 6th Address Number

The system completes the Address Number information for a call assigned to a
queue.

7. To associate a consultant, such as the queue manager, with a queue, click the
Associated Addresses tab and complete any of the following fields:

e 1st Address Number
e 2nd Address Number
e 3rd Address Number

e 4th Address Number

Do not associate the address book number of consultants who receive calls for this
queue in this field. Instead, associate consultants with the queue that are appropriate
for reporting purposes or for workflow.

8. Click OK.

Processing Options for Work with Queues (P17506)

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 ZJDEOQOO1 if blank.
1. Address Book MBF

P0100041 (ZJDEOOO1)

Default

1. Document Type

Display

1. Display Call Queues or Service Order Queues.

Blank = Service Order Queues.

1= Call Queues.
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Setting Up Call Types

To organize calls, you can set up various call types, depending on how your organization
chooses to receive calls. The types of calls might include:

e Facsimile
e Live telephone call
e Returned phone call

e E-mail

» To set up call types

From the Call Setup menu (G1743), choose Queue Revisions.

1. On Work With Queues, determine and locate the queue to which you want to add call
types.

2. From the Row menu, choose Queue Types Setup.

To set up a call type that encompasses all queues, choose Queue Type Setup from
the Form menu instead of the Row menu.

PeopleSoft.
SelectWorkspace: |Actwe Foundation j
Active Foundation | Personalize ‘ Change Role | Sign Out
H d &
0K Delete Cancel Row Tools
2]
GQueue Number 0001 Computenzed Branch Exch. Queu ‘

Cust o
3 [Reauest [T Resp
Type Description Request Source Time

&l @ O Lwe [ Tooz |4
o 2 call back 1 1.00
o 3 E-Mail 2 2.00
o 4 Fx 3 2.00
o 8 Web 4 1.00

o@

3. On Call Types Revisions, complete the following fields:
e Call Type

e Default Call Source
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e Resp Time

Enter Response Time to define a guaranteed length of time when a consultant must
respond to an issue. This guaranteed response time is used to calculate commitment
date and time, and escalation date and time if the call is not covered under a
contract.

Note:

If there is a contract covering a call, then the contract response time overrides the response
time on the Call Types Revisions form.

4. Click OK.
Setting Up Call Queue Priorities

You can set the call priorities associated with a queue. When you set call priorities, the
system updates the Call Priority table (F1753).

You can set up as many escalation levels as necessary. The system sends escalation
messages until the issue is closed or until no more escalation levels exist.

» To set up call queue priorities

From the Call Setup menu (G1743), choose Queue Revisions.

1. On Work With Queues, determine and locate the queue to which you want to add
priorities.

2. From the Row menu, choose Queue Priorities.

To set up priority revisions that encompass all queues, choose Queue Priorities from
the Form menu instead of the Row menu.
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3. On Work With Call Priorities, click Add.
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4. On Call Priority Revisions, enter the level of severity of the customer issue in the
following field:

e Call Priority

5. To define the percentage used to calculate commitment date and time, and
escalation date and time when the call is not covered under a contract, complete the
following field:

e Commit Percentage

When a call is not covered under a contract, the calculation for Commitment Date
and Time is Current Date and Time + (Guaranteed Response Time x Commit
Percentage).

6. Complete the following fields:

e Escalation Level

The escalation level comes from a call and must be greater than or equal to 1.

e Message Level

The message level is associated with the group number on the Address
Parent/Child Revisions form and helps determine who should receive messages
when the call is escalated.

e Unassigned Percentage

The system uses the unassigned percentage to calculate escalation date and
time for unassigned calls when the call is not covered under a contract. The
calculation is Escalation Date and Time = Commitment Date and Time x
Unassigned Percentage.

e Assigned Percentage

The system uses the assigned percentage to calculate escalation date and time
for assigned calls when the call is not covered under a contract. The calculation
is Escalation Date and Time = Commitment Date and Time x Assigned
Percentage.

The values in the percentage field can be over 100% since you can send escalation
messages after the commit time has been reached.

7. Complete the following optional field and click OK:

o Escalation Priority

To escalate a call to a higher priority, enter the priority here. If you do not enter a
priority, the system only sends messages as opposed to changing the call priority
and sending messages.

Setting Up Call Queue Status
You can set up call queue status to define the status flow for call document types, call

queues, and call types, and to define the next step based on the current status. In order for
the system to continue to the next step, you must enter the next status in the Last Status
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field. If you do not include the next status, the call is considered complete. If you enter an
open status code in one of the other columns, you can reopen the call.

The following table is an example of how you might set up queue statuses. The Last Status
column shows the status of the call and the Description column provides a description of the
status. The remaining columns in the table show the next statuses allowable for the call at
this (Last Status) status. For example, you can change an open call (100) to an active call
(150). Then, you might leave a message (250), or you might cancel the call (997). This table
also shows that a call that is complete (999) can be reopened.

‘Last Status”Status DescriptionHNext StatusHOtherHOther|
100 Open 150 250 ||997
150 Active 999

250 Left Message 999

997 Cancel

999 Complete 100

You can set up statuses to be based on specific or all call document types, call queues, and
call types.

» To set up call queue status

From the Call Setup menu (G1743), choose Queue Revisions.

1. On Work With Queues, locate the queue that you want to further define.
2. For each call type that you are setting up, choose the row and click Select.

The system displays the queue status for the row on Queue Revisions.

Note

To set up status revisions that encompass all queues, choose Queue Status Revisions from
the Form menu instead of the Row menu.
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On Call Queue Status Revisions, enter the status code that you are revising in the
following field:

e Last Status

In the Next Status field, enter the status to which the call will advance if auto update
is enabled.

If you consider the last status you are entering to be a "closed" call, leave this field
blank. The only way the system knows the call is closed is if the Next Status field is
blank. If you want to be able to be reopen a closed call, enter that status in one of the
"Other" status fields.

To designate that call text can or cannot be changed at a particular status, complete
the following field:

e Protect History
Complete the following fields and click OK:

e Auto Update

This field directs the system to change the status of a call automatically when
you click OK.
e Time Entry

This field specifies whether the system displays the Time Entry form.
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e Knowledge Base
The Subledger Inactive field is reserved for future use.
Setting Up Required Fields for Calls

You can define the fields in which you are required to enter information before the system
advances a call to the next status in the queue. Required fields can be based on specific call
document types, call queues, and call types, or they can be set up to cover all document
types, queues, and call types. For example,when you advance a live call (call type 1) in the
VIP queue to the complete status (999), you can complete the reason field (CALLRN).

You can also use this procedure to set up required fields for tasks.

Before You Begin

O Set the Check Required Fields processing option to enable the system to verify that
there is information in the required fields:

o If you are setting up required fields for calls, see the processing options for
Customer Call MBF (P1700140).

e If you are setting up required fields for tasks, see the processing options for
Tasks (P17504).

» To set up required fields for calls

From the Call Setup menu (G1743), choose Queue Revisions.

1. On Work With Queues, locate the queue for which you want to define required fields.

2. For each call type that you are setting up, choose Queue Status Rev. from the Form
menu.

To set up status revisions that encompass all queues, choose Queue Status Rev.
from the Form menu instead of the Row menu.
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On Call Queue Status Revisions, to define required fields at a particular status, select

the status row and choose Required Fields from the Row menu.
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4. On Call Required Field Revisions, complete the following fields and click OK:
o File Name

e Data ltem

If you set up required fields for calls, you choose data item fields from the
Customer Call Master table (F1755).

If you set up required fields for tasks, you choose data item fields from the Task
Master table (F1757).

To review the tables, see Viewing the Data in Tables in the System
Administration Guide.

Setting Up Group Distribution Lists

You use distribution lists to attach assignees to queues. When you define organizational
structures, you create hierarchies of relationships between parents and children.

» To set up group distribution lists

From the Call Setup menu (G1743), choose Group Revisions.

@ Group Revisions - [¥ork With Distribution Lists] - ol =l
& ) Fle Edit Preferences Form Window Help 181 x|

v B O+ x I =2 & K JL- ,
inks
Select Find  Add Glase Seq [ew. Dis.. Abo v Revis.. [OLE... [@intemet

Parent Mumhber Iauuug Yoice Msg. Phone Mail System [~ Parents

Structure Type WViF S Wiarkflowm: Security

=-=3 Distribution Lists
D Rothchild, Ahigal E. (5651)
-2 Carmichael, Bradley P. (5056)

Raow:1 H

1. On Work With Distribution Lists, click Add.
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On Address Parent/Child Revisions, complete the following fields:
e Parent Number

Enter WES in the following field:

e Structure Type

For each assignee in this queue, complete the following fields:
e Group

e Address Number

Complete the following optional fields for each assignee:

e Remark

e Begin Eff Date

e End Eff Date

Click OK.
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Note

Threshold values, escalation hours, escalation hours, and escalation minutes are not used for
calls.

See Also

Q Understanding Distribution Lists in the Enterprise Workflow Management
documentation

Setting Up Queue Security

You can set up the security status for a user or group of users within a workflow message
queue. You can add security by user, distribution list, or both. For example, you might set up
security for managers so that they can monitor all messages within certain queues.

» To set up queue security

From the Call Setup menu (G1743), choose Queue Security.

Q Queue Security - [Work With Workflow Message Security] =] 3]
3
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1. On Work With Workflow Message Security, click Add.
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2.  On Workflow Message Security Revisions, complete the following fields:
e User
e Group

3. Specify the queues that a user can view by completing the following field and click
OK:

e Authority Y/N

Setting Up Queue Properties
Setting up queue properties provides a link to a OneWorld application if, for example, you

want a recipient to review information within a OneWorld application whenever they open
messages in that particular queue.

» To set up queue properties

From the Call Setup menu (G1743), choose Queue Properties.
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1. On Work With Queues, click Add.
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2. On Queues Property Revisions, complete the following fields and click OK:

e Queues

Application

Form Name

Version

Setting Up Routing Information

When you set up routing information, you can direct calls to the queues that you set up and in
the order that you determine as the most logical.

Topics
O Setting up a routing sequence

O Setting up routing rules
Setting Up a Routing Sequence
You can manage the order in which a call is routed to queues. Use routing sequence to

define how the system searches through the routing rules to determine the queue to which an
incoming call is directed.

» To set up a routing sequence

From the Call Setup menu (G1743), choose Queue Revisions.

1. On Work With Queues, choose Routing Sequence from the Form menu.
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2. On Call Queue Routing Rules Sequence, complete the following fields and click OK:

Sequence Number
Product Model
Product Family
Environment
Customer Number
Language
Geographic Region

Call Center

You must define the order that the system will use to search for a match between the
call and routing rules. The system uses a hierarchical search method, from most
specific to most general. Complete the fields with a Y to include them in the
hierarchical search.

Setting Up Routing Rules

You can add to or revise the prescribed path that allows you to assign calls to the proper
queue. You might assign calls to certain queues or individuals based on their knowledge of a
product family or a language.
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You can assign calls to a queue based on any of the following or any combination of the
following information:

e Customer address book number

e Call center location

e Product model

e Product family

e Environment

e Address book language code

e Address book geographic region code

You can define the call center location in the address book for the service provider, the
person entering the call. In Address Book Revisions, access the address book record for the
service provider and enter the call center location in the business unit field.

» To set up routing rules

From the Call Setup menu (G1743), choose Queue Revisions.

1. On Work With Queues, choose Routing Rules from the Form menu.
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2. On Call Queue Routing Rules Revisions, to narrow your search complete any of the
following fields and click Find:

e Customer Number
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e Call Center Location

e Product Model

e Product Family

e Environment

e Language

e Geographic Region

To assign a person and a queue to a call, complete the following fields and click OK:
e Assignee Number

e Call Queue

Entering Call Information

Entering the Call Issue

Consultants can add issues by entering specific information about the call. To add an issue,
you must provide the following minimum information:

One of the following items:

e Address book number of the customer

e Equipment number or Serial Number (depending on Installed Base Constants)
e Item number

e Product model

The name of the person initializing the call.

A brief description of the issue.

A queue number, if routing has not been set up. The system can also provide a
default queue number based on the processing options.

You may enter additional information when you add the issue, including:

Free-form text that allows you to provide more detail than the Issue Symptoms field
allows.

A task or action related to an issue that you can assign to another open or personal
queue. In certain circumstances, you might assign yourself a task and reassign the
issue to another open or personal queue.

A resolution or the solution that you attach to the issue through Knowledge
Management. Resolutions are stored separately from issues and can be searched for
and reused for other issues. You can search for a resolution to your issue and attach
it, or you can create a new one.

When you enter a call, you review a series of forms to ensure that the information for the
customer is accurate.
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Entering Call Information

Topics

Each of the following tasks is integral for entering call information:

Q

a
a
a

Entering the call issue
Entering billing information for a call
Reviewing call information

Working with call tasks

» To enter the call issue

From the Daily Call Processing menu (G1713), choose Call Entry.

1.
2.

On Work With Calls, click Add.

On the Caller tab of Customer Call Entry, complete the following field and press the
tab key to move to the next field:

e Customer Number

If the customer is not in the system, go to step 3.

If the customer is in the system, the system retrieves information about that

customer, such as telephone number. These are default values that you can override
if necessary. Go to step 8.

Note

As an option, to enter a call, you can complete the Serial Number, Inventory Item
Number, or Product Model/Family field on the Product tab.

If the customer is not in the system, choose Customer from the Form menu, choose
Address Book, and then choose Quick Add.

On Quick Customer/Contact Add, enter customer information by completing the
following fields:

e Address Number

e Name

e Phone Number

e E-Mail Address

To enter customer address information, complete the following fields and click OK:
e Address Line 1

e Address Line 2
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10.

11.

e Address Line 3
e Address Line 4
e City

e Postal Code

e Country

e County

Exit Quick Customer/Contact Add and return to Customer Call Entry.

On Customer Call Entry, complete the following field:

e Customer Number

Note

As an option, to enter a call, you can complete the Serial Number, Inventory Item
Number, or Product Model/Family field on the Product tab.

To associate a third party with the call, such as a technician or customer service
representative, complete the following field on the Caller tab:

e Caller Number
To indicate the customer contact name for this call, complete the following field:
e Caller Name

Complete the following fields, if necessary. You can override any of the defaults
provided by the system:

e Phone Number

e Call Type
e Priority

e Call Status
o E-Mail

e Language
e Region
Enter a short description for the call in the following field:

e Symptoms

Depending on how you have set your processing options, you can use the first 80
characters from the media object as the default value for the Symptom field.
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12.

13.

14.

15.

16.
17.

18.

Also, you can use the search button to select a symptom from the knowledge base.
To indicate the reason for the issue, complete the following field:
e Reason

To attach additional text to a call, choose Attachments from the Form menu and enter
additional text in the text box.

When you define your status rules, you can define when you want to protect the text
attached to a call. When you protect text, you are preventing changes to the text
attached to a call. You can add text to existing text that is protected, but you cannot
make changes to existing text.

The system appends a time stamp to the text area when the information changes.
To associate an additional person with a call without affecting the address book

record, from the Form menu of Customer Call Entry, choose Customer, Address
Book, and then Contact One.

On Address Book Information, complete any of the following fields and click OK:
e Caller Name

e E-Mail Address

e Phone Number

e FAX Number

e Alternate Phone

On Customer Call Entry, click the Product tab.

Complete any of the following fields:

e Equipment Number

You might enter the Serial Number or Item Number in the Equipment Number
field, based on the Installed Base Constants.

¢ Inventory Item Number

e  Product Model/Family

Based on the equipment number that you set up in the installed base record, the
system retrieves the inventory item number, branch/plant lot, and product
model/family.

If you do not enter the equipment number, the system retrieves the branch/plant lot
and the product model/family based on the inventory item number.

Complete the following optional fields:
e Product Component

e Environment
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19.
20.

21.

22.
23.

Click the Queue tab.

To enter the call queue assignment, complete the following field:

e Queue Number
If your company has set up routing rules, the system automatically assigns issues to
a specific queue and person based on the type of call received.

To enter the call person assignment, enter the employee number in the following
field:

e Assignee

Click the Dates/Times tab.

To enter date and time information for the call, review or complete the following
fields:

e Date/Time Returned

When a call is first assigned to a consultant, the system supplies the current date
and time.

e Date/Time On Site

This field is user defined.

o Date/Time Completed

The default is the date and time that you close the call.

e Time Zone

The system retrieves the time zone of the service provider as the default value.
This is the time zone of all the date/time fields.

e Date/Time Committed
If the call is covered under a contract, this field contains the Current Date and
Time + the Guaranteed Response Time on the contract.

If the call is not covered under a contract, this field contains the Current Date and
Time + Guaranteed Response Time, which is based on the queue and call type.
This value is multiplied by the commitment percentage, which is based on the
queue and priority.

e Response Time

If the call is covered under a contract, this field contains the guaranteed response
time from the contract.

If the call is not covered under a contract, this field contains the guaranteed
response time based on the queue and call type.

e  Commit Duration
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This value is the amount of time between the date and time that you enter the
call and the date and time that you assign the call.

24. Click the Call Information tab.

25. To enter additional information that appears in the workbench, use a short description
to complete the following field:

e Action Message
26. Complete the following fields, if applicable:
e Parent Call Number
e Call Source
e Claim Number
e Service Order
27. To set a reminder that appears in the call work center, complete the following fields:
o Tickler Date

o Tickler Description

When you enter tickler dates, the system creates a message in the mailbox of the
queue or assignee with the tickler date. For example, you can use the tickler fields if
you want to call a customer after closing the call to ensure that the issue does not
require further attention.

28. Click the Installed Base tab.

29. To enter or review installed base reporting codes, complete the category code fields
as necessary.

30. Click the Category Codes tab.

31. To enter or review category codes for calls, complete the category code fields as
necessary.

32. Click the Accounting tab.

33. To enter accounting information for the call, review or complete the following fields:
e Contract Number
e Responsible Business Unit
e Covered
¢ Non-Covered

34. The system retrieves default information for the following fields from the service
contract that is covering the call:

e Coverage Group

e Service Package
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35. When you have finished entering the call issue, click OK.

Entering Billing Information for a Call

To enter billing information for a call, you can choose one of the following pricing methods:

e Flatrate
e Time and materials

For the flat rate method, define call billing through the processing options for the Customer
Call MBF program (P1700140). You can specify the cost type, pricing unit, and pricing unit of
measure.

For the time and materials method, define call billing through the processing options for Time
Entry (P17505). You can define whether the system generates time entry records in the
CSMS Time Entry table (F1760) and one of the following tables:

e Payroll Batch table (F06116Z21)

e General Ledger Batch table (F091121)
You can also specify the cost type, labor unit of measure (such as hours), and minimum
hours.
Before You Begin

O Set up distribution AAls for call billing.

O Activate call billing in the processing options for the Customer Call MBF program
(P1700140). Access Interactive Versions (IV) in System Administration Tools of
Foundation Systems.

Q If you are billing for calls based on time and materials, set up the parameters for call
billing in the processing options for Time Entry (P17505).

Q If you are working with Vertex, set up Vertex transaction types in the following
processing options:

e Customer Call MBF (P1700140)
e Time Entry (P17505)
e Call Workfile Generation (R17565)

Understanding Multi-Currency in Call Billing

If you work in a multi-currency environment, you can review and edit currency information as
necessary. When you review currency information, the following guidelines apply:

e If you do not activate multi-currency, the system does not display currency
information fields on the billing information screens.

o |f the currency code for the customer is the same as the base currency code (the
currency code for the company), the Foreign option is disabled.

e The system retrieves the customer currency code from the customer number in the
Customer Master table (F03012). If a currency code does not exist for this customer,
the system retrieves the currency code from the company.

o The system retrieves the base currency code from the Company field value in the
Business Unit Master table (FO010). If the value in the Company field is blank, the
system uses company 0000.
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The system uses the exchange rate, which you can override, to calculate the
domestic amount.

The currency fields are disabled if the call or time entry records have been billed.

If you click the Foreign option, the system displays billable amounts in the customer's
currency. Otherwise, billable amounts appear in the company's currency.

» To enter billing information for a call

Note

If you are inquiring on a call that you have already billed, some of the fields in this task might
be disabled.

From the Daily Call Processing menu (G1713), choose Call Entry.

1.

3.

On Work With Calls, choose the customer for which you want to enter call billing
information and click Select.

On Customer Call Entry, choose Billing and then Billing Information from the Form
menu.

The system displays the Billing Information form only if you activated the Bill for Calls
processing option in Interactive Versions (IV) of System Administration Tools.

PeopleSoft.
Select Warkspace W
Active Foundation | Personalize ‘ Change Role | Sign Out
B A E
OK  Cancel Form  Tools
8 X 0 &
Request Mumber ’47 ’T Date Hilled ’7 ‘
T
Customer Information
Custarmer Mumber ’42427 Capital System
Site Mumber ’42427 Capital System
Bill To Number Q Capital System
Send Invoice To Number ’42427 Capital System
P.0. Murnber [
Payment Terms ’_ Met 30 Days
Payrment Instrument ’_
Responsible Business Unit ’T LM Senvice Center
Company ’W Manufacturing/Distibution Co.
|

On the Customer Info tab of Billing Information, review or complete the following
fields:
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e Bill To Number

e Send Invoice To Number

e P.O. Number

e Payment Terms

e Payment Instrument

o Responsible Business Unit

Click the Pricing Info tab.

PeopleSoft.

SelectWorkspace: |Actwe Foundation j
Active Foundation | personsize | change Role | sign out
ormatio i 7l
0K Cancel Form  Tools
B X 0O &
Reguest Mumber n CL Date Billed ‘
Pricing Method Contractual Information
@ FlatRate Coverage Group 7525
Cost Type B1
© Time And Material
Percentage Covered 25.00
Pricing Information Tax Information
Adjustment Schedule  [ScHoaLL Scheciule for calls ¥ Taxable
Price Effective Date 0B/ 7i05 Tax Expl Code 5
Pricing Units 1.0000 Tax Rateltrea DEMN
Pricing UnitofMeasure [ga O

Review or select the following pricing methods:

o Flat Rate

e Time And Material

If you use the flat rate pricing method, complete the following field:
e Cost Type

If you choose the time and materials pricing method, review or complete the following
fields:

e Adjustment Schedule
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e Price Effective Date
e Pricing Units

e  Pricing Unit of Measure
If you use the flat rate pricing method, the system disables the Pricing Units and
Pricing Unit of Measure fields.
8. If this call is taxable, click the Taxable option.
The system enters default values in the Tax Explanation Code and the Tax
Rate/Area fields.

9. Click the Billing Amounts tab.

PeopleSoft.
SelectWorkspace: |Actwe Foundation j
Active Foundation Personalize | Crangs ole | Sion ot
ormatio i 7l
0K Cancel Form  Tools
B X 0O &
Reguest Mumber n CL Date Billed ‘
- Billing Amounts
Currency Information
Foreign
Currency UsD Exchange Rate 1.0000000 Base uso
Billing Amounts
Minimurm Amaount 0.00
Percentage Covered 25.00
Flat Rate Amaunt
Billable Amount 0.00
Discount Amount [" DiscountBy % Discount Percent 0.000
Total Taxahle Amount 0.00
Tan
Total Billable Amount 0.00 I gilable

10. If you activated multi-currency, complete the following fields:
e Currency
e Exchange Rate
e Foreign
11. If you use the flat rate pricing method, complete the following fields:
e Minimum Amount

¢ Flat Rate Amount
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The system retrieves the flat rate amount from the Advanced Pricing system. You
can override this amount. If you override the amount and later need to retrieve
the original default price from the Advanced Pricing system, choose Reprice Flat
Rate from the Form menu.

12. Review the billable amount. If you entered a minimum amount or a flat rate amount,
the system uses the greater of the two values as the billable amount.

13. To indicate if this call is subject to a discount, click the Discount by % option, and
complete the following field:
e Discount Amount

You can enter the discount amount directly, or you can calculate it based on the
discount percent. If you use the discount percent, the system calculates the
discount based on a percentage of the billable amount.

14. Review the amounts in the Total Taxable Amount, Tax, and Total Billable Amount
fields.

The system calculates the tax amount using the tax rate area and the tax explanation
code from the Pricing Info tab.

The Total Billable Amount is the sum of the Total Taxable Amount and the Tax fields.

15. Verify that the Billable option is turned on.

Note

The Billable option must be on in order to successfully generate an entry when you
run the Call Workfile Generation (R17675) program.

Reviewing Call Information

When you are reviewing calls, you can use the visual prompts, or icons, that appear on the
call entry forms. With these icons, you can review the call information so that you don't have
to take form or row exits to inquire on pertinent information, such as customer and product
history, entitlement checking, additional contacts, and callbacks. You can click on the icon to
access and review the additional information.
Topics

O Reviewing history information

O Reviewing product model and family information

O Reviewing customer entitlements
Understanding Icons

Following are the icons that might appear when you are working on a call, along with their

meanings:
Phone A call in the work center.
Ringing phone A callback in the work center.
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Tools

Person

Open Folder

Triangle

Three dots

Green checkmark

Circle with a line through
the middle

Tree Structure

Burning envelope

Product history in the call.

Customer history in the call.

Open tasks in the call.

Tasks in the work center.

Additional contacts for the call.

The customer is entitled.

The customer is not entitled.

The call has been assigned to a queue based on the routing rules. Appears on
every call. Also known as the rerouting icon.

A flash message is attached.

» To review history information

From the Daily Call Processing menu (G1713), choose Call Entry.

After you complete the steps to enter an issue, you can review history information to help
resolve the current issue, such as information on past repairs or past maintenance.

Default dates and status codes are defined by processing options. You can override default
information by entering new data in the date or status fields. When you set your processing
options, you can enter different statuses and dates to limit the type of history information that

you want to review.

1. On Work With Calls, find the customer for which you want to review history
information and click Select.

2. On Customer Call Entry, click the Customer icon.
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PeopleSoft.

Select Workspace: | Active Foundation hd

Active Foundation

| Personalize ‘ Changs Role | Sign Out

Select Find  Close Row Form  Tools

4

i 7 ]

Status FrarmiThru 100 Open

Queue Number |*

Assignee ,««—

Custormner Mumber ,4242— Capital System
Equipment Number |

Parent Request Mumhber ,*7

Date Entered FromThry - [+ | ]

g9 Complete

E Request Doc Time Caller

Caller

Caller Contact

Humber Type  |zone  |Address Hame Hame Area Code
(| 5 CL 42 4247 Capital System JOE SMITH 404 455,
[m] acL 42 4242 Capital System JOE SMITH 404 455
[m} 23CL 42 ROBERT MAJOR 404 555-
il ; »

Caller

On Work With Previous Customer Calls, review the information.

Click Close.

On the Product tab of Customer Call Entry, to review history for a specific product,
enter the serial, inventory, or product number in the applicable field:

e Equipment Number

You might enter the Serial Number or Item Number in the Equipment Number

field, based on the Installed Base Constants.

e Inventory Item Number
e  Product Model/Family

Click the Product icon.
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PeopleSoft. —++ 7 v {4 ok
SelectWorkspace W

Active Foundation | personsize | change Role | sign out

0 Previous Pro a i 7 W

Select Find  Close Row Form  Tools

v @ X B O k

Queue Number [

Assignee ,««—

Customer Number ]

Equiprnent Murmber |31430

Parent Request Mumhber ,*7

Date Entered FromThry - [+ | ]
Status FrarmiThru W Open W Complete

E Request Doc Time Caller Caller Caller Contact Caller
Humber Type Zone Address Hame Hame Area Code
(| acL 42 4247 Capital System JOE SMITH 404 4551
[m] 23CL 42 ROBERT MAJOR 404 455
< »

7. On Work With Previous Product Calls, review the information.

8. Click Close to return to Customer Call Entry.

» To review product model and family information

After you review history information, you can also review product and model information.

You can review all models associated with a family. You might need to review product model
information if your customer is unable to provide detailed information for product
identification.

From the Daily Call Processing menu (G1713), choose Call Entry.

1. On Work with Calls, select the desired call.

2. On Customer Call Entry, choose Model/Family Search from the Form menu.
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PeopleSoft. —++ 7 v {4 ok
SelectWorkspace W

Active Foundation | personsize | change Role | sign out
Pro a odel Sea A A E
Select Find  Close Tools

o

Product Family +

Records 1-10

Responsible Business Unit

Description Description Business Unit Description
(' ACCES Accesories ADAPT Adapt
0 ACCES Accesories CUSH Ear Cushions
0 ACCES Accesories JACK Handset Jack
0 ACD Automatic Call Dist ACDUL ACD Ultra Model
0 APP Appliances Dz00 Dryer - medium capacity 530 LM Service Center
0 APP Appliances Ds00 Cryer - large capacity 530 LM Service Center
0 APP Appliances w200 YWasher - medium capacity 530 LM Service Center
0 APP Appliances Was00 YWasher - large capacity 530 LM Service Center
0 GABLE Cahle CAB1Z 132 Foot Gahle
0 GABLE Cable CABZS 25 Foot Cable

3. On Product Family/Model Search, complete the following field and click Select:

e Product Family

P To review customer entitlements

After you review product and model information, you can also review customer entitlements.

You can review the details of a customer contract or warranty agreement to determine
whether a customer is entitled to receive customer support services and the services they are
entitled to. For example, a customer contract might specify that the customer receives
support from 7:00 AM until 6:00 PM Eastern Standard Time.

From the Daily Call Processing menu (G1713), choose Call Entry.

1. 1. On Work with Calls, select the desired call.

2. On Customer Call Entry, click the Entitlements icon.
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PeopleSoft. —++ 7 v {4 ok
SelectWorkspace W

Active Foundation | personsize | change Role | sign out

0 eme il R

Select Find  Close Row  Todls

v @ X B B

Custarner iz

Site Nurmber iz

Equipment Number |3143[|

Product Model [ [ Include Canceled
Product Family ’70\ [ Include Suspended
Inventory llem Number (71019 [ Include Expired

Records 1-10

i
o) 1CM 0.001 4242 Capital System 4242 Capital Systerm CHX 200 31430
O & 1CMm 0.001 4242 Capital System 4242 Capital Systerm CHX 200 31430
O & 1CMm 0.001 4242 Capital System 4242 Capital Systerm CHX 200 31430
O & 1CMm 0.001 4242 Capital System 4242 Capital Systerm CHX 200 31430
[e} G CM 0.001 4242 Capital System 4242 Capital System [e=) C200 31430
[e} G CM 0.001 4242 Capital System 4242 Capital System [e=) C200 31430
[e} G CM 0.001 4242 Capital System 4242 Capital System [e=) C200 31430
&l 5 CM 0.001 4242 Capital System 4242 Capital Systerm CHX 200 31430
&l 5 CM 0.001 4242 Capital System 4242 Capital Systerm CHX 200 31430
&l 5 CM 0.001 4242 Capital System 4242 Capital Systerm CHX 200 31430
4| | »

On Work With Entitlement Inquiry, review the information.
4. If you need to override entitlement information on the call:

e Click Close to return to Customer Call Entry.

e Choose Entitlements Inquiry from the Form menu.

e Make the changes and click OK.

5. If you need to review contract information, click the Accounting tab of Customer Call
Entry.

Working with Call Tasks

You cannot assign the same call issue to multiple users. However, you can assign tasks for
the issue, referred to as call tasks or tasks, to multiple people and assign issue ownership to
one person. You can assign tasks as needed to other users who assist in resolving the issue.

A task is an action related to an issue. You can add multiple tasks to the same issue. You
can also add an attachment to a task to enter detailed information. When you complete a
task, you need to close it. The task and the issue are separate, and you are allowed to close
one without closing the other. For example, you can complete a task but keep the issue open.

See Also

O Setting Up Required Fields for Call Queue Status if you want to set up required fields
for tasks
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P To work with call tasks

From the Daily Call Processing menu (G1713), choose Call Entry.

1.
2.

N o o o~

On Work With Calls, locate the call issue and choose it. Then click Select.

On Customer Call Entry, choose Tasks from the Form menu, and then choose Add
Task.

PeopleSoft. 4]
SelectWorkspace W

Active Foundation | personsize | change Role | sign out

i 7 ]

oK Cancel Form Tools

B X 0O k&
Reguest Number |5 cL Task Mumber

Symptoms ‘HOW MANY EXTENSIONS CAN | ADD TO MY CBX?

Custamer 3334 Lewis Enterprises

Call From ‘MARYJOHNSON

Phone Mumber 303 [555-4100

E-mail Address |

Description ‘ Priority ,g_ Frionty
Gueue Mumber ’— Reguest Status W
Assignee ’— Beginning Date l—
Tickler Date ’— Ending Date l—

Tedtt 7| 2
||CuurlerNeW jl wrlle 7z u H- |E§

‘::l#

E 8

On Task Revisions, complete the following fields and click OK:
e Description

e Queue Number

e Assignee

If necessary, add an attachment to enter more detailed information.

Click OK.

Repeat steps 3 through 5 for each task that you need to add.

To close a task, change the code in the following field to indicate that the task is
complete and click OK:

e Status

What You Should Know About Processing Options
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Accessing
processing options
for P17501

To access these processing options, type IV (Interactive Versions) in the Fast Path.
On Work With Interactive Versions, enter the program number and click Find.
Locate the version and choose Processing Options from the Row menu.

Processing Options for Customer Call Entry (P17501)

Display

These processing options specify what information the system displays when you enter calls
in this version of Customer Call Entry. For example, after you enter a call, the system can
display equipment information based on the Customer Number that you enter. Based on the
Customer Number, you can indicate whether you want the system to display a search and
select window for you to select a caller. After you enter a call and click OK, you can choose to
display routing information for your review.

1. Display Routing Information

Blank = Not Display

1 = Display

Use this processing option to determine whether the system displays the
routing information after pressing the OK button.
Valid values are:

Blank Hide routing information.

1 Display routing information.

2. Display Equipment Information

Blank = Not Display

1 = Display

Use this processing option to determine whether the system displays the
equipment information when the Customer Number is entered.
Valid values are:

Blank Do not display equipment information.
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1 Display equipment information.

3. Display Who's Who Search/Select

Blank = Not Display

1 = Display

Use this processing option to determine whether the Who's Who Search and
Select appears when you move past the Customer Number field and the Caller
Name field is blank.
Valid values are:

Blank Do not display the Who's Who Search and Select form,

1 Display the Who's Who Search and Select form.

4. Display Billing Information

Blank = Not Display

1 = Display

Use this processing option to indicate whether the system displays the Billing
Information form when you add a new call. Valid values are:
Blank Do not display the Billing Information form

1 Display the Billing Information form
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Versions

These processing options specify the versions that the system uses when you are inquiring
on additional information about the calls using the form exits from Customer Call Entry.

1. Work With Previous Customer Calls (P17500)

Blank = ZJDE0002

Use the processing option to identify the version of Work with Calls (P17500)
that the system uses when you choose the History form exit for Customer Calls.

If you leave this option blank, ZJDE0QO2 is used.

2. Work With Previous Product Calls (P17500)

Blank = ZJDE0003

Use the processing option to define the version of Work with Calls (P17500)
that the system uses when you choose the History form exit for Product Calls.

If you leave this option blank, ZJDE0OO3 is used.

3. Call History (P17500)

Blank = ZJDE0004

Use the processing option to define the version of Work with Calls (P17500)
that the system uses when you choose the History form exit for Call History.

If you leave this option blank, ZJDE00O04 is used.

4. Work With Tasks (P17504)

Blank = ZJDE0001

Use this processing option to define the version that the system uses when you
choose Work with Tasks from the Row menu. If you leave this option blank, the

system uses ZJDEOOO1.
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5. Time Entry (P17505)

Blank = ZJDE0001

Use the processing option to define the version of Time Entry (P17505) that
the system uses when you choose the form exit for Time Entry.

If you leave this option blank, ZJDE0OO1 is used.

6. Call Master Business Function (P1700140)

Blank = ZJDE0001

Use the processing option to define the version of Calls MBF (P1700140) that
the system uses to process the data.

If you leave this option blank, ZJDE0OO1 is used.

7. Return Material Authorizations Revisions (P400511)

Blank = ZJDE0001

Use this processing option to define the version of Return Material
Authorizations Revisions (P400511) that the system uses when you choose the
Customer form exit for Return Material Authorizations (RMA) transactions.

If you leave this option blank, ZJDE0O0O1 is used.

8. Quick Customer/Contact Add (P01015)

Blank = ZJDE0001

Use this processing option to define the version of Quick Customer/Contact Add
(P0O1015) that the system uses to add a contact. When you choose the Customer
form exit to access address book information, you can add a contact by way of
Quick Add or Contact One and Contact Two.

If you leave this option blank, ZJDE0QOO1 is used.
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9. Address Book Revisions (P01012)

Blank = ZJDE0001

Use this processing option to specify the version that the system uses for
Address Book Revisions (P01012) when you choose Customer from the Form menu.

If you leave this field blank, the system uses ZJDE0OO1.

10. Customer Master (P03013)

Blank = ZJDEOOO1

Use this processing option to specify the version that the system uses for
Customer Master Information (P03013) when you chooses Receivables from the

Form menu.

If you leave this option blank, the system uses ZJDE00O1.

11. Customer Ledger Inquiry (P03B2022)

Blank = ZJDEOOO1

Use this processing option to define the version of Customer Ledger Inquiry
(P0O3B2022) that the system uses when you choose the Receivables form exit for
customer ledger inquiry.

If you leave this option blank, ZJDE0OO1 is used.

12. Vendor Master (P04012)

Blank = ZJDEOOO1

Use this processing option to define the version of Vendor Master (P04012)
that the system uses when you choose the Payables form exit for vendor inquiry

information.
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If you leave this option blank, ZJDE0OO1 is used.

13. A/P Standard Voucher Entry (P0411)

Blank = ZJDEOOO1

Use this processing option to define the version of the A/P Standard Voucher
(P0411) program that the system uses when you choose the Payables form exit to
inquire on accounts payable information.

If you leave this option blank, ZJDE0OO1 is used.

14. Payment Inquiry (P0413M)

Blank = ZJDEOOO1

Use this processing option to define the version of Payment Inquiry (P0413M)
that the system uses when you choose the Payables form exit for payment
information.

If you leave this option blank, ZJDE0OO1 is used.

15. Eligibility (P08334)

Blank = ZJDEOOO1

Use this processing option to define the version of Eligibility (P08334) that
the system uses when you choose the form exit for eligibility.

If you leave this option blank, ZJDE0O0O1 is used.

16. Employee DBA Instructions (P050181)
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Blank = ZJDEOOO1

Use this processing option to define the version of Employee DBA Instructions
(P050181) that the system uses when you choose the Customer form exit for
human resources information.

If you leave this option blank, ZJDE0OO1 is used.

17. Employee Profile (P060116)

Blank = ZJDEOOO1

Use this processing option to define the version of Employee Profile (P060116)
that the system uses when you choose the Customer form exit for human
resources to access employee profile information.

If you leave this option blank, ZJDE0O0O1 is used.

18. Work With Employee (P0801)

Blank = ZJDEOOO1

Use this processing option to define the version of Work with Employee (P0801)
that the system uses when you choose the Customer form exit for Human
Resources to access Work With Employee.

If you leave this option blank, ZJDE0O0O1 is used.

19. Sales Order Entry (P4210)

Blank = ZJDE0OOOQé4

Use this processing option to define the version of Sales Order Entry (P4210)

that the system uses when you choose the Customer form exit for sales orders
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in inquire on customer service.

If you leave this option blank, ZJDE0OOO6 is used.

20. Supply and Demand Inquiry (P4021)

Blank = ZJDEOOO1

Use this processing option to define the version of Supply and Demand Inquiry
(P4021) that the system uses when you choose the Customer form exit for Sales
Orders to access supply and demand information.

If you leave this option blank, ZJDEQ0O1 is used.

21. Inquiry by Equipment (P48201)

Blank = ZJDE0002

Use this processing option to define the version of Inquiry by Equipment
(P48201) when you choose the Customer form exit for Service Orders to inquire
by equipment information.

If you leave this option blank, ZJDE0O0O2 is used.

22. Service Order Revisions (P17714)

Blank = ZJDEOOO1

Use this processing option to define the version of Service Order Revisions
(P17714) that the system uses when you choose the Customer form exit for
Service Orders to revise information.

If you leave this option blank, ZJDE0O0O1 is used.

23. Work With RMA (P40051)
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Blank = ZJDEOOO1

Use this processing option to define the version of Work with RMA (P40051)
that the system uses when you choose the Customer form exit for Return
Material Authorization (RMA) transactions.

If you leave this option blank, ZJDE0OO1 is used.

24. Supplemental Data - Customer (P00092)

Blank = ZJDEOOO3

Use this processing option to define the version of Supplemental Data -
Customer (P00092) that the system uses when you choose the Supplemental Data
form exit for customers.

If you leave this option blank, ZJDE0OOO3 is used.

25. Supplemental Data - ltem (P00092)

Blank = ZJDEOOO1

Use this processing option to define the version of Supplemental Data - ltem
(P00092) that the system uses when you choose the Supplemental Data form exit
for items.

If you leave this option blank, ZJDE0O0O1 is used.

26. Supplemental Data - Work Order (P00092)

Blank = ZJDEOOO7

Use this processing option to define the version of Supplemental Data - Work

Order (P00)92) that the system uses when you choose the Supplemental Data form
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exit for work orders.

If you leave this option blank, ZJDE0OOQ7 is used.

27. Supplemental Data - Sales Order (P00092)

Blank = ZJDEOO18

Use this processing option to define the version of Supplemental Data - Sales
Orders (P00092) that the system uses when you choose the Supplemental Data

form exit for orders.

If you leave this option blank, ZJDE0018 is used.

28. Knowledge Base - Symptom (P17764)

Blank = ZJDEOOO1

Use this processing option to define the version of Knowledge Base - Symptoms
(P17764) that the system uses when you choose the Knowledge Base form exit to

add or attach symptoms to a call.

If you leave this option blank, ZJDE0QO1 is used.

29. Installed Base Inquiry (P1701)

Blank = ZJDEOOO1

Use this processing option to define the version of Installed Base Inquiry
(P1701) that the system uses when you choose the Installed Base form exit to

inquire by customer.

If you leave this option blank, ZJDE0O0O1 is used.

30. Installed Base Revisions (P1702)
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Blank = ZJDEOOO1

Use this processing option to define the version of Installed Base Revisions
(P1702) that the system uses when you choose the Installed Base form exit to
access Installed Base Revisions.

If you leave this option blank, ZJDE0OO1 is used.

31. Contracts (P1720)

Blank = ZJDEOOO1

Use this processing option to define the version of Contracts (P1720) that the
system uses when you choose the Entitlements form exit for contracts.

If you leave this option blank, ZJDE00O1 is used.

32. Print Call (R17674)

Blank = XJDEOOO3

Use this processing option to define the version of the Print Call report
(R17674) that the system uses when you choose Print Call from the Row menu. If

you leave this option blank, the system uses XJDEOOO3.

33. Call Workfile Generation (R17675)

Blank = XJDEOOO1

Use this processing option to specify the version of Call Workfile Generation

(R17675). If you leave this option blank, XJDEOOO1 is used.
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34. Service Billing Inquiry

P4812 (ZJDE00O1)

Use this processing option to specify the version of Service Billing Inquiry
(P4812) that the system uses when you choose Billing from the form menu. If

you leave this option blank, ZJDE00O1 is used.

Process

These processing options specify the processing that the system performs for this version of
Customer Call Entry. For example, you can specify whether calls are entered in a self-service
environment and where the system places the date/time stamp on the call.

1. Copy the text
Blank = No text is copied when copying the existing call

1 = The text is copied when copying the existing call

Use this processing option to determine whether media object text is copied
when you copy a call.
Valid values are:

Blank Do not copy media object text when copying a call.

1 Copy media text in addition to call information.

2. Date/Time stamp

Blank = Date/Time stamp is on the top of the comments

1 = Date/Time stamp is at the bottom of the comments

Use this processing option to determine where the Date/Time Stamp is printed
in the comments area. You can choose to have the date/time stamp precede your
comments (at the top) or after your comments (at the bottom).

Valid values are:
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Blank Print the date/time stamp on top of comments.

1 Print the date/time stamp at the bottom of comments.

3. Customer Self-Service

Blank = Bypass Customer Self-Service
1 = Activate Customer Self-Service for use in Java/HTML

2 = Activate Customer Self-Service for use in Windows

Use this processing option to determine how the system uses this version of
Work with Calls (P17500) with Customer Self-Service Functionality.
Valid Values are:

Blank Do not activate 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

Accessirmg _ To access these processing options, type IV (Interactive Versions) in the Fast Path.
processing options o \Work With Interactive Versions, enter the program number and click Find.
for P1700140

Locate the version and choose Processing Options from the Row menu.

Processing Options for Customer Call MBF (P1700140)

Defaults

These processing options specify the defaults that the system uses when you enter a call
using this version of Customer Call Master Business Function MBF) (P1700140). You can set
the defaults in the processing options for information that remains the same for most calls,
such as document type, caller and customer name and assignee. In this way, you can enter
calls more efficiently. If you set defaults in the processing options, you can override the
default information on the Customer Call Entry form.

1. Document Type

Blank = CL

Use this processing option to define the document type for the call.

Enter a valid value from UDC 00/DT (Document Type).
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2. Symptoms

Blank = Symptoms is not defaulted from the first line of the media object text.
1 = Symptoms is defaulted from the first line of the media object text.

Use this processing option to specify whether the symptoms information is
automatically filled in using the first line of the media object text.
Valid values are:

Blank Do not use the first line of the media object text.

1 Use the first line of the media object text as the symptom.

3. Caller Name

Blank = Do not default Caller Name from Customer Name
1 = Default Caller Name from Customer Name

Use this processing option to indicate whether the system uses the Customer
Name as the Caller Name.
Valid values are:

Blank Do not use the customer's name as the caller name.

1 Use the customer name as the caller name.

4. Assignee

Blank = Do not default Assigee from the User
1 = Default Assignee from the User

Use this processing option to determine whether the system uses the user ID as
the default assignee.
Valid values are:

Blank Do not use the user ID as the default for the assignee.

1 Use the user ID as the default for the assignee.
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5. Reporting Codes

Blank = Do not default the reporting codes of the Assignee from the CSMS Service
Provider information

1 = Default the reporting codes of the Assignee from the CSMS Service Provider
information

Use this processing option to determine whether the system uses the reporting
codes of the assignee from CSMS Service Provider Information.
Valid values are:
Blank Do not use reporting codes from the CSMS Service Provider
Information.

1 Use reporting codes from the CSMS Service Provider Information.

6. Phone Number Type for the fax number

Use this processing option to define the phone number type for fax number.

This is user defined code (01/PH) that indicates the use of the phone number.

7. Status for a call is assigned

Use this processing option to indicate the default status when the call is

assigned.

8. Queue

Note: This queue will override the queue from the routing rules.

Use this processing option to indicate the default queue number. The queue
number that you enter in this processing option overrides the queue from
routing rules.

9. Call Type

Blank = Default from Data Dictionary
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Use this processing option to specify the call type that the system uses as a
default when entering the call entry program. If you leave this option blank,

the system uses default value from the data dictionary.

10. Cost Type

Blank = B1 (Direct Labor)

If you are billing for calls and the pricing method is flat rate, use this
processing option to specify the default cost type.
Typically, enter B1 (Direct Labor) as the default, or you can enter another

valid value from UDC 30/CA (Cost Component Add-Ons).

11. Pricing Units

Blank =0

If you are billing for calls and the pricing method is flat rate, use this
processing option to specify the default pricing units on calls. Pricing units
are quantities that the system uses to retrieve advanced pricing information,
such as for price break levels based on quantities.

Enter a number or use the default, which is 0 (zero).

12. Pricing Unit of Measure

Blank = EA

If you are billing for calls and the pricing method is flat rate, use this
processing option to specify the default unit of measure that the system uses
to retrieve advanced pricing information.

Typically, enter EA (Each) as the default, or you can enter another valid
value from UDC 00/UM (Unit of Measure).
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Edits

These processing options specify what information the system verifies when you enter a call.
When you enter a call, you can automatically perform entitlement checking, or verify dates
that a call can be closed, reopened, or returned based on these processing options.

1. Entitlement Check

Blank = No entitlement checking performed
1 = Check entitlement with the date table (F1791)
2 = Check entitlement without the date table (F1791)

Use this processing option to specify how the system performs the entitiement
check.
Valid values are:

Blank Do not perform entitlement checking.

1 Check the entitlement with the date table (F1791).

2 Check the entitlement without the date table (F1791).

2. Maximum days for reopening a call

Blank = Cannot reopen Call

Use this processing option to determine the maximum number of days that a call
can be closed and reopened. This is the number of days that a closed call is
eligible to be reopened.

If you leave this option blank, the program does not check the number of days.

3. Date/Time Opened

Blank = Original Date/Time Opened is left in the Call
1 = Default Date/Time Opened to current date/time

Use this processing option to indicate whether the current date and time
becomes the beginning date and time when a call is reopened.
Valid values are:

Blank The original date and time opened remains on the call when the call

is reopened.
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1 The current date and time are used as the beginning date and time

for the call.

4. Date/Time Returned

Blank = Original Date/Time Returned is left in the Call
1 = Clear Date/Time Returned when the Call is reopened

Use this processing option to clear Date and Time Returned when a call is
reopened.
Valid values are:

Blank The original date and time returned is left in the call.

1 Clear the date and time returned when a call is reopened.

5. Area Code and Phone Number

Blank = Not required
1 = Required

Use this processing option to indicate whether the system requires you to
enter the area code and Phone Number when you enter the call.
Valid values are:

Blank Area code and phone number are not required.

1 Area code and phone number are required.

6. Reason Code

Blank = Reason Code is not required when closing the Call.
1 = Reason Code is required when closing the Call.

Use this processing option to indicate whether the reason code is required
when you are closing a call.
Valid values are:

Blank The reason code is not required to close a call.

1 The reason code is required to close a call.

226



Process

These processing options specify the processes that the system performs when you use this
version of Customer Call MBF (P1700140).

1. Protect the Queue Number

Blank = Do not protect
1 = Protect

Use this processing option to indicate whether the queue number can be
changed.
Valid values are:

Blank Allow changes to the queue number.

2 Do not allow changes to the queue number.

2. Protect Pricing Method

Blank = Do not protect
1 = Protect

Use this processing option to indicate whether the pricing method can be
changed from the service type selection during call entry. Valid values are:
Blank Do not protect the pricing method.
1 Protect the pricing method.
If you allow changes to the pricing method, you can choose the flat rate

pricing method or the time and materials pricing method.

3. Customer inconsistent with Installed Base

Blank = No editing
1 = Change the customer number
2 = Automatically update Installed Base

Use this processing option to indicate whether the system verifies that the
customer number in the call is consistent with customer number in the
Installed Base. If the customer number associated with Installed Base is

inconsistent with customer number referenced on the call, you can indicate
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whether the system updates the Installed Base.
Valid values are:

Blank Do not compare the customer number in the call with the customer
number in the Installed Base.

1 Prompt to update the customer number that is associated with
Installed Base to be consistent with the customer number that is
referenced on the call.

2 Automatically update Installed Base with the customer number that

is referenced on the call.

4. Site inconsistent with Installed Base

Blank = No editing
1 = Change the site number
2 = Automatically update Installed Base

Use this processing option to indicate whether the system verifies that the
site number in the call is consistent with site number in the Installed Base.
If the site number associated with Installed Base is inconsistent with site
number referenced on the call, you can indicate whether the system updates the
Installed Base.
Valid values are:

Blank Do not check the site number.

1 Prompt to update the Installed Base site number to match service

order site number.

2 Automatically update Installed Base.

5. Validate assignee in queue
Blank = No checking

1 = Set error
2 = Set warning

Use this processing option to determine when the assignee that is entered is
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set up in the queue.

Valid values are:
Blank Do not check whether assignee is in queue.
1 Display error when assignee is on queue.

2 Display warning when assignee is on queue.

6. Check required fields

Blank = Do not check
1 = Check

Use this processing option to specify whether the system verifies that there
is information in the required fields. You define which fields are required in
the Required Fields Setup (P1759) program or Status Rules Setup.
Valid values are:

Blank Do not check the required fields.

1 Check the required fields.

7. Bill For Calls

Blank = Do not bill for calls
1 = Bill for calls

Use this processing option to specify whether you are billing for calls. You
must activate this processing option if you need to enter billing information
for calls. Valid values are:

Blank Do not bill for calls (the default)

1 Bill for calls

Vertex

This processing option specifies the Vertex transaction type for flat rate billing.

1. Transaction Type for Flat Rate Billings

Blank = SERVIC
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Use this processing option to specify the Vertex transaction type that the
system uses when calculating taxes for flat rate billing. Only use this
transaction type if you are billing for calls and the pricing method is Flat
Rate.

Enter a valid value from UDC 73/TY (Vertex Transaction Type). If you leave

this processing option blank, the system uses transaction type SERVIC.

Working with Calls

From the Daily Call Processing menu (G1713), choose Call Entry.

You can customize the work space by setting processing options to include only the
information that you are directly working with. Some of the available options include call
sequencing, sorting calls by priority or status, and pre-loading information to the work space
to limit the information that appears. You can also lock calls so that only one consultant at a
time can review and change information in a call.

Understanding Locked Calls

Through record locking, you can lock calls to ensure that changed information in a call is not
inadvertently overridden by another consultant. Use the UDC 00/RR (Object In Use
Application ID) to activate record locking for the Customer Call Entry program (P17501). This
UDC activates record locking in specific applications and allows only one person at a time to
access a record.

If you set up record locking, the system displays the calls that are currently in use. The user
ID of the person who is accessing the file appears in the Reserved By column.

Note

To set this user defined code to activate record locking, the first character of the special
handling code must be 1. If you do not want to perform record locking, the first character of
the special handling code must be 0.
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By choosing this option, the system uses the service provider's time to calculate the current
customer time. If the current customer time is outside of the standard business hours of the
service provider, the system does not display the call.

Elapsed time is the difference between the current date and time (or completed date and
time) and the date and time when the call was entered. The elapsed time is rounded to the
nearest quarter hour. The work day calendar defined for the queue calculates the number of
work days. The time is then converted to hours.

This field is the difference between the current date and time and the commitment date and
time. The time remaining is rounded to the nearest quarter hour. The work day calendar
defined for the queue calculates the number of work days. The time is then converted to
hours. Any time remaining appears in red. Time is only calculated if the returned date and
time field is blank. If there is no commitment date and time, the time remaining is zero.

If you set up record locking, you can review the calls that are currently in use and the user ID
of the person who is accessing the file.

If you try to access a call that is in use, the system notifies you that the call is locked and
displays the user ID of the person working in the file.

If you do not have record locking activated, the column is blank.
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Processing Options for Work With Calls (P17500)

Display

The processing options on this tab indicate the information that the system displays when you
inquire on calls using this version of Work With Calls. For example, you can set up these
processing options so that the system only displays those calls within a status range based
on a time zone, call back time, country code, and language .

1. Check the time zone filter
Blank = Not check

1 = Check

Use this processing option to indicate whether the system verifies the time
zone of the customer. The system displays calls based on time zones.
Valid values are:

Blank Bypass time zone filter

1 Check time zone filter
If you choose the option to check the time zone and then set the processing
option to verify a call back time, the system verifies whether the time at the
customer's location in the customer's time zone is outside of business hours.
If the customer time is earlier or later than your business hours, the system

does not display the calls.

2. Starting call back time

Use this processing option to indicate the Call Back Time to filter calls. If
the time at the customer location is earlier than this time and time zone
filter check box on the Work with Calls form is checked, the system does not
display the calls. When you enter a call back time, you must enter military
time and include the hour, minutes, and seconds. For example:

90000 for 9:00:00

150000 for 15:00:00

If you set this processing option to verify a call back time and choose the
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option to check the time zone filter, the system verifies whether the time at
the customer's location is earlier than the current time. If the customer time

is earlier than the current time, the system does not display the calls.

3. Display or Hide Country Code
Blank = Country Code is not displayed as Selection Criteria

1 = Country Code is displayed as Selection Criteria

Use this processing option to specify whether the system displays the country
code field for you to use as selection criteria.
Valid values are:

Blank Hide the country code field.

1 Display the country code field.
If you choose to display country codes, you can indicate a selection criteria
that the system uses to display calls. To specify which country code the

system uses as a default, set the Default Country Code processing option.

4. Display or Hide Language
Blank = Language is not displayed as Selection Criteria

1 = Language is displayed as Selection Criteria

Use this processing option to specify whether to display the language field.
Valid values are:
Blank Hide the language field.
1 Display the language field.
If you choose to display languages, you can indicate a selection criteria that
the system uses to display calls. To specify which language the system uses as

a default language, set the Default Language processing option.
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5. From status

Use this processiong option to indicate the From Status. The system only
displays those calls that are within the status specified in this processing

options for From Status and Thru Status.

6. To status

Use this processiong option to indicate the Thru Status. The system only
displays those calls that are within the status specified in this processing

options for From Status and Thru Status.

7. Number of days to use for date filter

Blank = Date From/Thru are not pre-loaded

Use this processing option to specify a number of days with which the system
uses to calculate the From date and Thru date. The system only displays calls
that fit within this date range.

If you leave this option blank, the system does not calculate filter dates.

8. Priority column
Blank = Display Priority column without color coding

1 = Display Priority column with color coding

Use the processing option to specify whether the system displays priority with
color. The color setup is defined in the user defined code (17/PR) in the
Special Handling column.

Valid values are:
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Blank Display priority without color.

1 Display priority with color.

9. Display or Hide CTl Interface
Blank = CTl Interface is not displayed

1 = CTl Interface is displayed

Use this processing option to specify whether the system displays the CTI
Interface.
Valid values are:

Blank Hide the CTI Interface.

1 Display the CTI Interface.

10. Display or Hide the calls that are in use
Blank = the calls are displayed

1 = hide the calls

Use this processing option to specify whether the system displays the calls
that are currently in use by a user. Calls that are in use are locked in the
system so that only one person at a time can access call information.
Valid values are:

Blank Display locked calls.

1 Do not display locked calls.

Defaults

The processing options on this tab define the defaults that the system uses when you inquire
on calls. While you can override these values to search for calls, you can specify defaults that
are standard to most calls that you inquire on in this version of Work with Calls, such as

country code, language code, assignee, and call queue.

1. Country Code
Blank = USA
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Use this processing option to indicate the country code that the system uses
when the country code field appears. The system displays calls that have this
country code.

If you leave this option blank, the system does not use a specific country
code as selection criteria.

You must also set the Display Country Code processing option on the Display

tab to display country codes.

2. Language
Blank = Domestic Language

Use the processing option to specify which language to retrieve as the default
Language when language is displayed. The system only displays calls that
indicate this specific language preference.

If you leave this option blank, the system does not retrieve a default

language.

You must also set the Display Language processing option on the Display tab to

display languages.

3. Assignee
Blank = Not default the user to the assignee
1 = Default the user to the assignee

Use the processing option to specify the user as the default for the Assignee.
The system displays calls that are assigned to the user.
Valid value are:

Blank Do not default the user as the assignee

1 Default the user as the assignee

4. Call Queue

Use this processing option to specify the default Call Queue on the selection
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criteria. The system only displays calls that are assigned to this queue.

Versions

The processing options on this tab define the versions that the system accesses when you
take row and form exists from the Work With Calls form, using this version of Work With
Calls.

1. Customer Call Entry
P17501 (ZJDE0O0O1)

Use this processing option to define the version of Customer Call Entry
(P17501) that the system uses when you add a new call or select a specific
call to review on the Customer Call Entry form.

If you leave this option blank, ZJDE0OOO1 will be used.

2. Supplemental Data
P00092 (ZJDEO003)

Use the processing option to define the version of Supplemental Data (P00092)
that the system uses when you choose the form exit, Supplemental Data.

If you leave this option blank, ZJDE0OOO3 will be used.

3. Work With Tasks
P17504 (ZJDE0OO1)

Use this processing option to define the version of Work with Tasks (P17504)
that the system uses when you choose the row exit, Work with Tasks.

If you leave this option blank, ZJDE0OO1 will be used.

4. Work Center
P012501 (ZJDEOOO5)
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Use this processing option to define the version of Work Center (P012501) that
the system uses when you choose the form exit, Work Center.

If you leave this option blank, ZJDE0O0O5 will be used.

5. Print Call
R17674 (XJDE0003)

Use this processing option to define the version of Print Call report (R17674)
that the system uses when you choose the row exit, Print Call.

If you leave this option blank, XJDEOOO3 will be used.

Process

The processing options on this tab define the processing that the system performs for this
version of Work with Calls. If you activate this processing option, you can use this version for
Customer Self-Service for your web-based solution.

1. Customer Self-Service

Blank = Bypass Customer Self-Service
1= Activate Customer Self-Service for use in Java/HTML

2 = Activate Customer Self-Service for use in Windows

Use this processing option to determine how the system uses this version of
Work with Calls (P17500) with Customer Self-Service Functionality.
Valid Values:

Blank Do not activate 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.
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What You Should Know About Processing Options

Accessipg _ To access these processing options, type IV (Interactive Versions) in the Fast Path.
processing options o, Work With Interactive Versions, enter the program number and click Find.
for P17505 Locate the version and choose Processing Options from the Row menu.

Working with Computer Telephony Integration

Computer Telephony Integration (CTI) is an interface between a telephone system and the
Call Management system. Using CTI, a computer can accept incoming calls and route them
to the appropriate device or person.

Topics
O Setting up Computer Telephony Integration properties
O Using Computer Telephony Integration

Setting Up Computer Telephony Integration Properties
Set up Computer Telephony Integration (CTI) properties to connect your system applications

to the telephony driver. The properties allow you to recreate a keypad for telephone
functions.

» To set up CTl properties

From the Call Setup menu (G1743), choose CTI Properties.
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2. On CTI Properties Revisions, complete the following fields and click OK:

e Address Number
e AgentID

e ACD Number

Using Computer Telephony Integration

From the Daily Call Processing menu (G1713), choose Call Entry.

On the Work With Calls form, choose CTI from the Form menu.

When you use CTI, you sign on to the telephone system and access your calls through the
Call Entry program. You are able to access the CTl interface as well as the Call Entry
interface in order to perform your duties.

Depending on how you have set your processing options in Call Entry (P17500), the system
automatically displays the CTI interface as you access the Call Entry program.

PeopleSoft.
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Resolving Calls

Resolving calls includes everything from finding an answer to the customer's inquiry or
problem to entering a service order because the issue requires further support. An issue
remains in open status until the issue has been resolved. When you resolve the issue and to
allow for accurate reporting, you need to change the status to closed. To report your time,
you can access time entry as you are closing an issue if processing is set up to do so in the
queue statuses.

Topics

Searching for customer issues and solutions

O

Entering service orders using Call Management
0 Closing issues

0 Charging time to issues

Searching for Customer Issues and Solutions

The Customer Service Management system includes a Knowledge Management module,
which provides a database of issues and resolutions. You can search this database to find an
issue that is similar to yours and view the attached resolution.

The system searches for symptoms and reporting codes. You can add new symptoms and
resolutions, or attach information to existing symptoms and resolutions.

» To search for customer issues and solutions

From the Daily Call Processing menu (G1713), choose Call Entry.
1. On Work With Calls, click Add.

2. From the Form menu of Customer Call Entry, choose Knowledge Base, Add/Attach,
and then Symptom.
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. Call Entry - [Knowledge Base Revisions]

| S—] ] |

On Knowledge Base Revisions, complete the following field:
e Tree Name

From the Form menu, choose Knowledge Tree.
The system lists the items related to the symptom that you entered.
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5. On Knowledge Base Tree Search & Select, click folders that apply to your issue until

you find a similar issue.

6. Choose the issue and click Select.

7.  On Knowledge Base Revisions, click OK.

8. To add information to existing issues or solutions, enter the information in the

attachment and click OK.

See Also

a Working with Knowledge Management Transactions

» To enter service orders usin

Entering Service Orders Using Call Management

g Call Management

Enter service orders to track requests for on-site or in-house repair, and to track shipments of
replacement parts.

Depending on the nature of the customer request, you must first open a call and then create
the service order, or you can create a service order that is not attached to an open call. If a
request cannot be resolved by a consultant or if a replacement part is required, you can

create a service order.

From the Daily Call Processing menu (G1713), choose Call Entry.

1. On Work With Calls, locate and choose the call and click Select.
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2. From the Form menu of Customer Call Entry, choose Service Orders, and then
choose Revise.
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3. On Service Work Order Revisions, review the information and make any changes as
necessary.

The system enters information from the installed base record as default information.
The system also checks entitlement for the customer.

4. Click OK.

The system uses next numbers to assign a service order number unless you override
the information.

See Also
Q Entering a Service Order
Closing Issues

When you resolve a issue, you need to change the status of the issue to close it.

After you close the issue, you might need to enter your time entry information in order to bill
the customer accurately.

Note

Depending on how your system is set up, the status of the issue might not require you to
manually change the code to closed. Instead, the system might close the issue.
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» To close issues

From the Daily Call Processing menu (G1713), choose Call Entry.

1.  On Work With Calls, locate and choose the call and click Select.

2. On the Caller tab of Customer Call Entry, enter the code that indicates that the issue
is resolved in the following field and click OK:
e Call Status

The system updates the time and date the issue is completed. If you set your status
rules to display time entry or knowledge base, the system automatically displays
these forms.

Charging Time to Issues

When you resolve a issue, you need to enter your time in order to accurately capture the
amount of time spent on the issue for billing purposes. If you have contract and warranty
agreements with customers that do not require billing by the hour, you still might need to
report the time for accounting purposes. You can set your processing options to create either
payroll batch transactions or G/L transactions.

Setup options determine which stages of an issue require time entry. You can set up your
system to display the time entry form at any status change or only when the call is closed.

When you enter an issue, the system calculates time entry information based on the time
when you access the Call Entry form and the time when you exit the form. You can override
the information, if necessary.

There are three methods for using the Call Time Entry program:

o With call billing turned off (enter time for reporting purposes only)
o  With call billing turned on, flat rate pricing method
e With call billing turned on, time and materials pricing method

The fields vary on the Call Time Entry form depending on which method you use. When call
billing is turned off, the fields are identical to flat rate billing except that the Uploaded to Table
and Date Uploaded fields do not appear.

Note

If this call has already been billed, you cannot change the billing information.

Before You Begin

O In order to access billing information and enter billable time, you must activate the Bill
for Calls processing option for Customer Call MBF (P1700140).

» To charge time to issues

From the Daily Call Processing menu (G1713), choose Call Entry.
1. On Work With Calls, locate the call and click Select.

2. On Customer Call Entry, choose Time Entry from the Form menu.
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On Call Time Entry, complete or review the following fields (you can override system
defaults):

e Service Provider Number
e Cost Type

e Actual Hours

e Labor Unit of Measure

o Costing Rate

e Start Date
e Start Time
e End Date
e EndTime

e Account Number

The system retrieves the account number based on the account number set up
for a service provider or consultant in the CSMS service provider address book
information.

o PDBA Code
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e Percentage Covered

4. |If you are using the time and materials pricing method, complete or verify the
following additional fields:

Billable

In order to bill for the call, this field must be setto 1 orY.

e P.O. Number

e Adjustment Schedule

e Price Effective Date

o Billable Hours

e  Minimum Billable Hours
e Billing Rate

e  Minimum Billable Amount
e Discount Method

e Discount Percent

e Discount Amount

e Taxable

e Tax Explanation Code

e Tax Rate/Area

e Bill To Number

¢ Send Invoice To Number

5. Click OK.

The system uploads the costs of the call to the tables you set up in the processing
options.

What You Should Know About Processing Options

Accessipg ) To access these processing options, type IV (Interactive Versions) in the Fast Path.
processing options  op, work With Interactive Versions, enter the program number and click Find.
for P17505 Locate the version and choose Processing Options from the Row menu.

248



Processing Options for Time Entry (P17505)

Process Tab

The processing options on this tab define the processes that the system performs during time
entry.

1. Write time entry records

Blank = Only CSMS Time Entry Table (F1760)
1 = General Ledger Batch Table (F0O911Z1) and CSMS Time Entry Table (F1760)

2 = Payroll Batch Table (F06116Z1) and CSMS Time Eniry Table (F1760)

Use this processing option to determine the tables to which the system writes
the time entry records.
Valid values are:
Blank Write records to the CSMS Time Entry table (F1760).
1 Write records to the General Ledger Batch table (F0911Z1) and CSMS
Time Entry table (F1760).
2 Write records to the Payroll Batch table (F06116Z1) and CSMS Time
Entry table (F1760).

2. Protect time entry line

Blank = Do not protect

1 = Protect

Use this processing option to determine whether you can change the time entry
line when you inquire on time entry information.
Valid values are:

Blank Allow changes to time entry.

1 Do not allow changes to time entry.
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3. Round Actual Hours

Blank = Do not round
1 = Quarter Hour
2 = 10th Hour

3 = Half Hour

Use this processing option to define how to display the actual hours worked.
You can display either the actual or the rounded hours worked. Valid values
are:

Blank = Display the actual hours.

1 = Round the actual hours to the quarter hour.

2 = Round the actual hours to the 1/10 hour.

3 = Round the actual hours to the half hour.

4. Round Billable Hours

Blank = Do not round
1 = Quarter Hour
2 = 10th Hour

3 = Half Hour

Use this processing option to specify whether to round the billable hours.
Valid values are:

Blank Do not round the billable hours.

1 Round the billable hours to the quarter hour.

2 Round the billable hours to the 1/10 hour.
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3 Round the billable hours to the half hour.

5. Protect Minimum Hours and Amount

Blank = Do not protect

1 = Protect

Use this processing option to protect the information in the Minimum Hours
field and the Minimum Amount field. If you leave this option blank, you can
make changes to the information in these fields. Valid values are:

Blank Do not protect the minimum hours and amount.

1 Protect the minimum hours and amount.

Defaults Tab

The processing options on this tab define the defaults that the system uses during time entry.

1. Hour Type

Blank = Description is not loaded

Use this processing option to define the default hour type description. If you

leave this option blank, the system does not retrieve the description.

2. Cost Type

Blank = B1

If you are billing for calls and the pricing method is time and materials, use
this processing option to specify the default cost type.
Typically, enter B1 (Direct Labor) as the default, or you can enter another

valid value from UDC 30/CA (Cost Component Add-Ons).
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3. Labor Unit of Measure

Blank = HR (Hours)

Use this processing option to specify the labor unit of measure for the Call

Time Entry program.

Enter a valid value from UDC 00/UM (Unit of Measure). If you leave this option

blank, the default for the Labor Unit of Measure field is HR (Hours).

4. Mimimum Hours

Blank =0

Use this processing option to specify the minimum hours on each time entry
record. If you leave this option blank, the default for the Minimum Hours

field is O.

5. Subledger

Blank = Subledger will be left blank
1 = Call Number

2 = Customer Number

3 = Site Number

4 = Short Item Number

5 = Contract Number

6 = Equipment Number

Use this processing option to specify what information the system records in

the Subledger field when you create time entry records for the Employee

Transactions - Batch File (F06116Z1) or the Journal Entry Transactions - Batch

File (F091121). Valid values are:
Blank The system leaves the Subledger field blank.
1 Call Number
2 Customer Number
3 Site Number
4

Short ltem Number
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5 Contract Number

6 Equipment Number

6. Labor Unit of Measure for Hour

Use this processing option to specify the unit of time the system uses for
Hour, such as HR. The system uses this option for Labor Unit of Measure
conversion.

You must specify a value for this processing option if you want the system to
upload the time entry record to the Employee Transaction Batch File
(FO611621).

Enter a valid value from UDC 00/UM (Unit of Measure).

7. PDBA Code

Use this processing option to specify the default value for the PDBA code. The
PDBA code defines the type of pay, deduction, benefit, or accrual. If you

leave this option blank, the system leaves the PDBA code blank.

Pay types are numbered from 1 to 999. Deductions and benefits are numbered

from 1000 to 9999.

Versions Tab

The processing options on this tab define the versions that the system uses for inquiry and
upload programs.

1. Service Billing Inquiry (P4812)

Blank = ZJDE00O1

Use this processing option to specify the version to use for the Service

Billing Inquiry program (P4812). If you leave this option blank, the system
uses the ZJDEOOO1 version.

253



2. Customer Ledger Inquiry (P03B2002)

Blank = ZJDEOOO1

Use this processing option to specify the version to use for the Customer

Ledger Inquiry program (P03B2002). If you leave this option blank, the system
uses the ZJDEOOO1 version.

3. Time Entry MBF (P050002A)

Blank = ZJDE00O1

Use this processing option to specify the version of the Time Entry program
(PO50002A) that the system uses to process and upload the data to the Payroll
Batch table for processing. If you leave this option blank, the system uses

the ZJDEOOO1 version.

Vertex Tab

The processing option on this tab defines the Vertex transaction type for labor billing.

1. Transaction Type for Labor Billings

Blank = SERVIC

Use this processing option to specify the Vertex transaction type that the
system uses when calculating taxes for time entry billing. Only use this
transaction type if you are billing for calls and the pricing method is Time
and Materials.

Enter a valid value from UDC 73/TY (Vertex Transaction Type). If you leave

this processing option blank, the system uses transaction type SERVIC.
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Managing the Call Work Center

The call work center displays calls in a tree structure. You can view the queues and all calls
within a queue. You can move a call from one queue or assignee to another queue or
assignee, and review messages and data related to any call.

As an option, the call work center displays calls in different colors to indicate priority. You
define the colors when you set up user defined codes.
Topics

O Reviewing calls

O Working with call escalation workflow

Reviewing Calls

To review calls using the call work center, set the Call Management system constants to write
message records. Use the call work center to begin most of your daily procedures. Use the
call work center to access issues and tasks in open or personal queues. Each queue has an
address book number assigned to it. Issues and tasks are represented by icons.

The Work Center form contains three panels. The left panel is called the tree panel because
it contains the tree structure, which is described later in this section. The middle panel is
called the icon panel, and the right panel is called the viewer panel.

When you open a queue, important information about the first issue or task in the queue
appears in a template in the viewer panel on the right. This information includes such items
as who the customer is and the severity and status of the issue. You can view information
about any other issue or task in the queue by clicking it.

Queues are organized in a hierarchical format. The queue at the top of the tree panel is the
highest in the hierarchy for the address number entered in the Address Number field. Queues
listed underneath and indented are contained within the larger group.
Topics

O Reviewing calls by consultant

O Reviewing calls by queue

» To review calls by consultant

From the Daily Call Processing menu (G1713), choose Work Center.

You can review the calls assigned to each consultant.
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C:l File Edit Preferences Form Row Window Help ;Iilll
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Row:

2

On Work Center, enter the specialist's address book number in the following field and
click Find:

e Address Number
To narrow your search, complete the following field:

e Tickler Date

The system displays a tree structure arranged by queue and then by specialist.
Expand each level of the tree until you can see the information that you need. You
can view all calls assigned to a specific specialist.

To review all queues available associated with a specific address book number,
choose the following option:

o All Queues
To display all messages in a specific mailbox, choose the following option:
e Message Mode

Select a call from the tree to view specific information about that call in the right
column.

To move calls between personal queues, select the call and drag it to the appropriate
queue.
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» To review calls by queue

From the Daily Call Processing menu (G1713), choose Work Center.

You can review the calls assigned to each queue.

@ Work Center - [Work Center] - ol =l
& IV Fle Edit Preferences Form Row  Window Help 181 x|

B @ L= N = R @JLinks w Empl.. [¢]OLE .. [&]Intemet

Find Del.. Close =Seq. [Hew  Mew. Dis.. Abo

Address Number £0001 Computerized Branch Exch. € [~ All Queues

Tickler Date IDSH 3102 [ Messaoe Mode
EQ Queues @ =]
[l 8 ellermnan, James

-8 Rothchild, Abigal E.
Mg Computerized Branch Exch.

Raow:1 H

1. On Work Center, enter the work group queue address book number in the following
field and click Find:

e Address Number
2. To narrow your search, complete the following field:
o Tickler Date

3. Select a call from the tree to view specific information about that call in the right
column.

4. To move calls between group queues, select the call and drag it to the appropriate
queue.

Working with Call Escalation Workflow

You can use the Enterprise Workflow Management system to streamline the process of
escalating a call and notifying the necessary individuals that the call has been escalated.
Enterprise Workflow Management allows you to automate paper-based tasks into an e-mail-
based process across a network.
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You can define workflow structures for each queue, priority, and level of escalation, and have
notification messages (escalation messages) sent to an unlimited number of people.

Workflow structure setup only allows a single address number at any escalation level. If you
want to send the escalation message to multiple people, you must create another workflow
structure that includes the list of people and specify this workflow structure at the appropriate
escalation level.

You initiate the workflow process when you enter a call into the system. If a call is added to
the system and closed at the same time, the workflow process is never activated.

When you add a call to the call database, the system creates a message within the Work
Center (P012501). This message is placed in a mailbox either at the queue level or at the
assignee level. The message is updated with an escalation date and time based on setup of
queue, call type, and priority information within Queue Revisions. The system also updates
the call record with the same escalation date and time and an escalation level 1. All
escalation date and time calculations are based on the commitment date and time that the
system calculates based on queue or contract information.

When the escalation time has passed, the system may increase the priority of the call and
send notification messages to the appropriate contacts. The system updates the escalation
level for the call and awaits a status change or the next level of escalation or notification.
When you close the call or reach the end of your escalation levels, the system ends the
workflow process.

Note

Although there are many methods you can use to implement call escalation, the tasks that
follow specify only one method for illustration purposes. These tasks enable you to
understand the setup process. Use these tasks to set up the call escalation workflow that will
meet the needs of your organization.

Topics

Setting up the escalation distribution list

O Setting up the CALLESCAL workflow process
O Setting up escalation detail for queues and priorities
0 Excluding CALLESCAL from the Start Escalation Monitor
Q Running the call escalation program
See Also

Q Working with Messages in the OneWorld Foundation documentation for information
about understanding message types, sending messages, and managing messages

Q The Enterprise Workflow Management documentation for information about setting
up workflow management

Q The Scheduler Application in the System Administration documentation for scheduler
information
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Setting Up the Escalation Distribution List

First, you need to set up an address book number for the parent escalation distribution list.
Then you set up the parent/child list, which is the list that contains one or more people to
whom the system sends escalation messages.
Topics

e Setting up the address book number for the parent

e Setting up the parent/child distribution list

Note

You do not need to complete these tasks if you want to use existing distribution lists that you
already set up.

» To set up the address book number for the parent

From the Customer Service Setup menu (G1740), choose Address Book Revisions.

1. On Work With Addresses, click Add.

Parent Escalation Distribution List

2. On Address Book Revisions, complete the following fields:

e Address Number

This address number will link to the child. The child is the true distribution list in
workflow processing.
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e Alpha Name

Enter a name for the list, such as Parent Escalation Distribution List.

e Search Type

3. Click OK.

» To set up the parent/child distribution list

From the Call Setup menu (G1743), choose Group Revisions.

The parent/child distribution list contains one or more people to whom the system sends
escalation messages. The parent address book numbers are linked between the parent

escalation and the parent/child distribution lists. Due to the way in which workflow processing
works, the child is the true distribution list.

1.

On Work With Distribution Lists, click Add.

@ Group Revisions - [Address Parent/Child Revisions]

B ] 51
i 'Fle Edit Preferences indow Help =1
AL g & e J i -
Links w Displ... OLE .. Internet
0K Del.. Can.. Mew. Dis.. Ao bl 3] (s}
FParent Mumber |12900 Farent Escalation Distribution
|~ First Response
Structure Type ity =] Wiarkflow Security [~ Higher Level Override
Associated Data ltermn || |~ Authorization Reguired
@l Grou Alpha Threshold Escalation Escalation
» Name Value Hours Minutes
1.00 12968 Call Escalation Distribution 0.oo 0
3.00 0.00 0

£
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2. On Address Parent/Child Revisions, complete the following fields:

Parent Number

Enter the same value that you entered in the Address Number field when you set

up the parent.

Structure Type
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Enter WFS (Workflow Security), or enter your own user defined code. Be sure to
use the same Structure Type consistently throughout the call escalation setup
process.

3. Inthe detail area, complete the following field and click OK:

e Address Number

Enter the address number of the child escalation distribution list.
4. On Work With Distribution Lists, clear the following fields:
e Parent Number
e  Structure Type

5. Click Add to return to the Address Parent/Child Revisions form.

Q Group Revisions - [Address Parent/Child Revisions] Bl ] 4
C:' File Edit Preferences indow Help =1

v @ o x & & 8

0K Del.. Can.. Mew.. Dis.. Abo

JLinkS w Displ.. [S]OLE .. [3]Internet

FParent Humber |12953 Call Escalation Distribution L
|~ First Response
Structure Type S Workflow Security [~ Higher Level Override
Associated Data ltermn I [~ Authaorization Required
@1 G Address Alpha Threshold Escalation Escalation
roup Number Name Value Hours Minutes

1.00 A057:Moore, Matthews J. n.oo ] ]

2.00 a0458:Marshall, Anthony 0.00 0 0

4.00 0.0o a a

x,

6. On Address Parent/Child Revisions, complete the following fields:

e Parent Number

Enter the address number of the child escalation distribution list that you entered
in step 3.

e  Structure Type

Enter WFS (Workflow Security), or enter your own user defined code. Be sure to
use the same Structure Type consistently throughout the call escalation setup
process.
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7. In the first row, complete the following field:

e Address Number
Enter the address number of an individual to include on the distribution list.
8. In the remaining rows, continue entering the Address Number values as many times

as necessary to build the distribution list. All individuals on this list will receive
escalation messages. Do not complete the other fields.

9. After you finish building the distribution list, click OK.

Setting Up the CALLESCAL Workflow Process

Topics
Setting up header workflow information and SENDMSG activity

O

Setting up the receipt condition for the queue
O Setting up activity rules
O Activating the CALLESCAL workflow process

Before You Begin

Q Verify that the Composer and Graphical Design Tool processing options of Process
Master are set to blank.

» To set up header workflow information and SENDMSG activity

From the Workflow Management Setup menu (G0241), choose Process Master.

1. On Work With Processes, click Add.
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. Process Master - [Workflow Revisions]

CALLESCAL

1
Call Escalation Workflow Process .

2. On the Process Master tab of Workflow Revisions, complete the following fields:

e Process

Type the following (exact spelling in capital letters):

CALLESCAL

e Version

Enter a version number, such as 1.

e Description

Enter a description, such as Call Escalation Workflow Process.

e Product Code
Enter 17.

3. Click the Data tab.
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. Process Master - [Workflow Revisions]

0170104904 0170104908

4. Complete the following fields:

o Key Data
Type the following:

D1701090A
e Additional Data
Type the following:
D1701090B
5. In the first row, complete the following fields:

o Activity

Type the following (exact spelling in capital letters):

SENDMSG

e Description

Enter a description, such as Send Message to Work Center.

o Activity Type
Enter 07.
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6. Choose the first row, and choose ER Definition from the Row menu.

7. On the Function Selection tab of Send Message System Function, double-click

Messaging.

8. Double-click Send Message.

@ Send Meszzage System Function
Select Function and then Map Parameters
Function Selection | Parameter Mapping |
B=hessaging
[ Forward Message
[ Run Executabl
BEpSend M e
[ Start Process In Line
< OK ¥ Cancel |
o
Send Message =-=i |
9. Click the Parameter Mapping tab.
Q Send Message System Function
Select Function and then Map Parameters
Function Selection  Farameter Mapping I
Available Objects FParameters
Special values Data Hemn Value
=Maone= Recipient BF mniMessageReceiver
hailbox BF szMessagemailBox
Subject BF szMsgDescription
Teut BF szMsgDescription

A

DDOMessage

Messagekey

' oK 3 Ccancel |

Send Message
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&
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10. Use the right arrow to set the following parameters for data item values:
¢ Recipient = BF mnMessageReceiver
¢ Mailbox = BF szMessageMailBox
e Subject = BF szMsgDescription
e Text = BF szMsgDescription
o Active = <Define Active Message>

The system displays the Work With Applications form when you select the Define
Active Message parameter.

a Work With Applications =]
File Edit Preferences Help

v B x 3 £ & 8|, -
inks
| Select Find Close Seg.. Mew. .. Dis... Abo 7 DUElL @lmemm
Fhiect Iwpe IAPPL Interactive Application
P17401
Ohject Description Product Product
Hame Code Code Repon

P17a01 stomer Call Entry

%

4==
B

Find records

11. On Work With Applications, complete the following field and click Find:

e Object Name
Enter P17501.

12. Choose the row and click Select.
13. On Work With Forms, choose the row containing W17501A and click Select.
14. On Work With Versions, choose the row containing ZJDE0001 and click Select.
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Form Interconnections

“HOT Assigneds=
<NOT Assigned=

sZlssue_Priority_F17¢
sZlssue_F1754
mnAddress_Mumber o

BF mnzallQueus

IMumber
BF mnCaliNumber =MOT Assighed=

a | [

Structure Motes Parameter Motes

Form Interconnect Mame: Yergion Mame
Callf AppcP17501 | Form: W7501 A% IZ.JDEDDM
Axailable Objects Data Structure
Special Values Value Dir Data ltern =]
=Literal= BF CallNumib [n] trder
<Taroe mnCallNumber & |[mnDocumentCrderim
Business Function Camman =MOT Assigned= & |sz0rderType
BF mnMessageReceiver = @ |szCompanykeyOrder—
BF mnhMessagelD
BF mnAssignee - & [szCall_Reason_F175
BF mnCustamertomber &
<
&

|

=
=
x
[
prij
=
=
©

%

FEH

15. On Form Interconnections, set the following Data Structure parameter:
e BF mnCallNumber = mnDocumentOrderinvoiceE

Choose the first occurrence of BF mnCallNumber that is in the Available Objects
list, and click the right arrow.
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16.

17.

Form Interconnections

Form Interconnect Mame:

Yergion Mame

Callf AppcP17501 | Form: W7501 A% IZ.JDEDDM
Available Objects Data Structure
Special Values Value Dir Data tern =1
=Literal= =MOT Assigned= Contact_M 1_F
<Blanke ssigne & | szContact_Mame_1_|
Business Function Camman =MOT Assigned= & | szProduct_Family_F1
CallRecardTine <MNOT Assigned= @ |szRequestText
BF cCallRecordType
BF cCallRecordType ;& |c9tatus_F1?55
ZNOT Assigned= & |idDate__Updated_F1
= OTASSignedb & |mnTime__Last_ Upds
=MOT Assignaed= (@ [cCallSource_F1755 T
4] | W[
Structure Motes Parameter Motes
" ¥ cancel |

(=]
>
%

FEH

Set the following Data Structure parameter (scroll down in the Data Structure window

to see cStatus_F1755):

e BF cCallRecordType = cStatus_F1755

Choose the first occurrence of BF cCallRecordType that is in the Available

Objects list, and click the right arrow.

Click OK.
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@ Send Meszzage System Function

Select Function and then Map Parameters

Function Selection  Farameter Mapping I

Available Objects Parameters
Special Values Data Hem Value
=Mone=
Business Function Commuon Recipient BF mnhessageReceiver
hailbox BF szMessagemailBox
] Subject BF szMsgDescription
BF mnCustamerMurmber Text BF szhsoDescription
BF mnCallQueue : " "
BF mnCallburmber Active Call{ App:P17501 , Form:
BF mnCallMumber DDMessage =Mones=

Send Message H

18. On Send Message System Function, use the right arrow to set the following
parameters:

o DDMessage = None
o MessageKey = BF mnMessagelD
19. Click OK.

Note

Completing this task allows you to move directly to the next task: To set up the receipt
condition for the queue.

» To set up the receipt condition for the queue

After you set up header workflow information and SENDMSG activity, perform these steps to
set up the receipt condition for the queue in which calls can be escalated.
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1. On Workflow Revisions, complete the following fields:

o Activity
On the second row of the detail area, type the following (where xxxxx is your
queue number):

IFXxxxxx

e Description

Type the following (where xxxxx is your queue number):

If Queue is xxxxx

o Activity Type
Enter 09.

2. Choose the second row and choose ER Definition from the Row menu.
3. On Criteria Design, select the following values:

o Left Operand = BF mnCallQueue

e Comparison = is equal to

¢ Right Operand = Literal

The system displays the Single value tab when you select Literal.
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Single value [ ] I

¥ 5§ +

Ok Cancel Delete  Add

Single walue | Range of values | List of values

Call Queue

4. On the Single value tab, complete the following field and click OK:
e Call Queue
Enter your queue number.

The system displays the queue number in the Right Operand field of the Criteria
Design form.

Criteria Design

X @ + u

DOk, Cancsl [elete Move.. Move..

Enter condition by selecting fram the optionz povided in each cell of the template below, vou mag either use the mousze or type
the initial chaacters to select an option.

Operstor Left Cormparison Right Operand
Operand

If BF mnCalldueue iz equal to "goooog”

5. Click OK.
6. On Workflow Revisions, click OK to return to the Work With Processes form.

Next, complete the steps to set up the activity rules.
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» To set up the activity rules

After you set up the receipt condition for the queue, perform these steps to set up the activity
rules.

1. On the QBE line of Work With Processes, enter CALLESCAL in the Process field and
click Find.

2. Choose the CALLESCAL row and click Select.

. Process Master - [Workflow Revisions]

eS0T
Call Escalation Waorkflow Process
.
—
|
[

Start
EnND End
Send Message to Wark Center Message

If Gueue is BO0O00 Recipient Condition

3. On the SENDMSG row of Workflow Revisions, complete the following field and click
OK:

e Escalation Y/N

Be sure to enter Y, since this field activates call escalation.
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. Process Master - [Escalation Rules]

12800 Farent Escalation Distrib.WFS
0 :

4. On Escalation Rules, complete the following fields:

e Escalation Rule

Type the following (exact spelling):
DEFDIST
e Description
Enter a description, such as Call Escalation Distribution Lists.
5. In the first row, complete the following fields:

¢ Recipient Condition

Type the following (where xxxxx is your queue number):
[FXxxxx

e Distribution List

Enter the parent address book number that contains the distribution list.

e  Structure Type

Enter WFS (Workflow Security), or enter your own user defined code. Be sure to
use the same Structure Type consistently throughout the call escalation setup
process.
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6. From the Form menu, choose ER Definition.

On Send Message System Function, perform the same steps for the queue (IFxxxxx)
that you completed for setting up the SENDMSG activity.

See the task, To set up header workflow information and SENDMSG activity. Begin

with step 7.

After you perform these steps, the system again displays the Escalation Rules form.

8. If you need to set up additional activity rules, repeat steps 5 through 7 in this
procedure for each rule.

9. After you finish setting up activity rules, click OK.

Next, complete the steps in the task to activate the CALLESCAL workflow process.

» To activate the CALLESCAL workflow process

From the Workflow Management Setup menu (G0241), choose Process Master.

1. On Work With Processes, enter CALLESCAL in the Process field of the QBE row and

click Find.

2. Choose the CALLESCAL row and choose Activate from the Row menu.

Q Process Master - [Work With Processes]

t::l Fil= Edit Preferences | Row Window Help

v B &
Select Find Add C

CALLESCAL

Process

Version

[ J Activate

Deackivate
Graphical Display

Verify Process

=l
=181

[

. Mew.. Dis...

Abo

Links w Activate [¢]OLE ..

[3]Internet

Description

Yersion
Status

Product
Code

Activate

Row:1

3. Click Find to verify that Version 1 of CALLESCAL is active.

The Version Status field displays Y. Version status must be activated in order to see

calls.
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Setting Up Escalation Detail for Queues and Priorities

Each time the system escalates a call, the system uses the detail data from the Call Priority
Revisions form to calculate the following information:

¢ New escalation date and time
o Message level within the parent distribution list for sending messages
e  Priority

When you enter a call, the escalation level is 1. The system locates the detail line containing
an escalation level of 1. If the call is assigned, the system uses the Assigned Percentage
value to calculate the escalation date and time. If the call is unassigned, the system uses the
Unassigned Percentage field value to make the calculation. The system also uses the
Commitment Date/Time value and the Response Time value in calculating the escalation
time.

If you do not close the call by the escalation date and time, the system sends messages to
the individuals on the distribution list, changes the escalation level, and calculates a new
escalation date and time. The system continues to escalate the call and increment the
escalation level until you close the call or until the system does not find a detail line
containing the next escalation level.

Note

When you enter a call, be sure to assign the call to the correct queue and priority. Otherwise,
you will not see escalation messages.

» To set up escalation detail for queues and priorities

This task describes how to set up call escalation data for all queues at one priority level. You
must repeat these steps for each priority code and queue that you set up.

From the Call Setup menu (G1743), choose Queue Revisions.

1. On Work With Queues, choose Queue Priorities from the Form menu.

Alternatively, if you want to set up call escalation data for a specific queue, you can
locate the queue on Work With Queues and choose Queue Priorities from the Row
menu.
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. Queue Revisions - [Work With Call Priorities]

Escalated

Go Live

Call Mext Day
Priarity
Standard
Critical
Priority
Standard

Call Escalated

2. On Work With Call Priorities, choose the row for the priority that you want to set up

and click Select.

74
1 1.00 a0 a0
2 1.00 74 74
3 1.00 a0 a0
4 1.00 25 251 Critical
0 1]
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3. In the first row of Call Priority Revisions, complete the following fields:
e Escalation Level

Enter 1.

e Message Level
Enter 1.0.
e Unassigned Percentage
e Assigned Percentage
4. In the second row, complete the following fields:
e Escalation Level

Enter 2.

e Message Level

Enter 1.0.
e Unassigned Percentage
e Assigned Percentage

5. In the remaining rows, continue entering as many escalation levels as you want to set
up.
6. Click OK.
Excluding CALLESCAL from the Start Escalation Monitor
Call escalation workflow is processed separately by the call management system. Therefore,
you need to exclude CALLESCAL from the Start Escalation Monitor batch program (R98810)

of workflow processing.

» To exclude call escalation from the Start Escalation Monitor

From the Workflow Advanced & Technical Operations menu (G0231), choose Start
Escalation Monitor.

1.  On Work With Batch Versions — Available Versions, choose the first row and choose
Data Selection from the Row menu.

2. On the second row of Data Selection, enter the following values:
e Operator = And
e Left Operand = BC Process ID (F98865)
e Comparison = is not equal to
¢ Right Operand = CALLESCAL
3. Click OK.
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Running the Call Escalation Program

From the Periodic Call Processing menu (G1723), choose Escalation Processing

After you enter new calls, you can run the Call Escalation Program to generate a report of
those calls needing escalation and send messages to the individuals on the escalation
distribution list.

If you want to confirm the escalation workflow, choose Work Center from the Daily Call
Processing menu (G1713). Inquire on the address book number of the queue or on the child
address book numbers in the escalation distribution list.

Before You Begin

a On the Call tab of the Customer Service Constants form, ensure that the checkbox
for Message Center Interface is turned on. Otherwise, you cannot write messages to
the work center and perform call escalation.

Q On the Call tab of the Customer Service Constants form, ensure that you have
access authority to the mailbox listed in the Mail Box for Escalation constant. This
mailbox will contain the escalation messages.

Processing Options for Workflow Net Change (P98800)

Composer
1. Composer

1 = Enabled
Blank = Disabled
Graphics
1. Graphical Design Tool

1 = Enabled
Blank = Disabled

Processing Options for Work with Queues (P17506)

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 ZJDEOQOO1 if blank.
1. Address Book MBF

P0100041 (ZJDEOOO1)

Default

1. Document Type

Display

1. Display Call Queues or Service Order Queues.

Blank = Service Order Queues.

1= Call Queues.

Billing for Calls

The typical billing process includes accumulating calls to bill, creating and printing invoices,
and recording journal entries for income and receivables.
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Customer Service Management is integrated with the Accounts Receivable and General
Accounting systems. The billing process in CSMS is the same whether you are billing for
contracts, service orders, or calls. After you set up the billing details in CSMS, the system
runs the billing process and updates Accounts Receivable tables with invoice information and
General Accounting tables with revenue information.

Invoices are based on billable calls. The first step in the billing process is to accumulate
billable calls. When you run CSMS Call Workfile Generation, the system finds the calls that
are eligible for billing from the Call table (F1755) and the Time Entry table (F1760), and
creates Service Billing Workfile records (F4812).

Topics

O Setting up AAls for calls

O Generating the call workfile

Before You Begin
a Set up the distribution AAls.

See Also
Q Billing for CSMS for related billing information

O If you are using Vertex, Vertex Quantum for Sales and Use Tax

Setting Up AAls for Calls

To bill calls and process business transactions properly, you must identify information about
your account structure and specific account values. You define your account structure and
specific account values by using automatic accounting instructions (AAls). The system stores
the AAl values in the Automatic Accounting Instructions table (F40905). Whenever a program
performs an accounting function, it accesses the Automatic Accounting Instructions table.

Distribution AAls define the rules by which the Customer Service Management system
interacts with the general ledger. Accounting AAls define the rules by which the CSMS and
the Accounts Receivable system interact. When you define AAls, you establish how the
system processes transactions for various programs.

Call-related distribution AAls consist of the following:

o 1747, Call Revenue: determines the credit account for billable calls. Accounting AAls
determine the debit side of revenue, also known as the trade accounts receivable
account.

e 1792, Call Center Expense: determines the debit account for call time entry records
that the system uploads to the Journal Entry Transactions Batch table (F0911Z1) or
the Employee Transactions Batch table (F06116Z1).

e 1793, Accrued Call Center Cost: determines the credit account of costs for call time
entry records that the system uploads to the Journal Entry Transactions Batch file
(FO91121).

Based on key fields, the system retrieves the G/L account to use when creating an entry in
the Service Billing Detail table (F4812). The key fields are:

e Company

e Doc Type
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e G/L Category Code
e Cost Type

Based on these key fields, the system creates journal entries using:

e Branch/Plant
e Object Account

e Subsidiary

Topics

The system retrieves the document type and company from the call and identifies the
appropriate G/L class code according to a search hierarchy.

The system retrieves the document type and company from the call and identifies the
appropriate G/L class code according to the following search hierarchies:

O Hierarchy for G/L Class Codes for Calls

O Hierarchy for Responsible Business Unit for Calls
Hierarchy for G/L Class Codes for Calls

Based on the service type of the call, the system finds the Covered G/L Code or the Non-
Covered G/L Code in the Service Contract Services table (F1725). The system uses these
GI/L codes to locate the appropriate distribution AAls for amounts that are either covered or
not covered by service contracts.

Based on the G/L class code, company, and document type, the system creates an entry
using the distribution AAls. The entry consists of a business unit, an object, and optionally, a
subsidiary. You can override the G/L class codes.

Hierarchy for Responsible Business Unit for Calls

If the business unit of an AAl is blank, the system locates the responsible business unit
based on the value specified in the Responsible Business Unit field, which is located on the
Calls tab of the CSMS Constants form.

On CSMS Constants, you can choose one of the following tables for the system to use to
locate the responsible business unit:

Item Branch Master Extension ) The system uses the branch/plant and item number on the call to
(F41171) or Item Master Extension find the responsible business unit in the ltem Branch Master
(F4117) tables Extension table (F41171).

If the branch/plant is blank, the system uses the item number on
the call to find the responsible business unit in the Item Master
Extension table (F4117).

If the business unit exists in the F41171 or F4117 table, the
system uses the same business unit in the resulting accounting
journal entry.

Product Family/Model table (F1790)  Tng system uses the product model on the call detail line to find

the responsible business unit in the Product Family/Model table
(F1790).
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If the business unit exists in the F1790 table, the system uses the
same business unit in the resulting accounting journal entry.

Equipment table (F1201) The system uses the equipment number on the call detail line to
find the responsible business unit in the Equipment Master table
(F1201).

If the business unit exists in the F1201 table, the system uses the
same business unit in the resulting accounting journal entry.

Customer Number table (F0101) The system uses the customer number on the call detail line to
find the responsible business unit in the Customer Master table
(FO101).

If the business unit for the customer exists in the FO101 table, the
system uses the same business unit in the resulting accounting
journal entry.

Note

If you assign a project business unit to the responsible business unit in the Business Unit
Master table (FO006), the system uses the project business unit as the business unit for the
account.

See Also

Q Setting Up AAls in the General Accounting documentation for more information about
defining the account structure to process transactions properly

Generating the Call Workfile

From the Periodic Call Processing menu (G1723), choose Call Workfile Generation.

When you run the Call Workfile Generation program (R17675), the system processes records
in the Call table (F1755) and the Time Entry table (F1760).

When you run the generation program in final mode, the system creates billing records in the
Service Billing workfile (F4812) and updates the call record with the date billed. The Service
Billing system then creates workfile transactions that are used by the Accounts Receivable
and General Accounting systems.

Caution

When you have billed a call in final mode, you cannot change it.

See Also

a Call Workfile Generation Report (R17675) in the Reports documentation for a sample
of this report.
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Processing Options for Call Workfile Generation (R17675)

Process Tab

These processing options specify whether to run the report in proof or final mode, and
whether the system writes errors to the report or to the Work Center.

1. Proof or Final Mode

Blank = Proof Mode

1 = Final Mode

Use this processing option to specify whether to run the report in proof or
final mode. Final mode updates all records. If you leave this processing
option blank, the system generates the report in proof mode and does not
update records. Valid values are:

Blank Run the report in proof mode

1 Run the report in final mode

2. Work Center Or Report

Blank = Write Errors to Work Center

1 = Write Errors to Report

Use this processing option to specify whether the system writes errors to the
Work Center or to the report. Valid values are:
Blank Write errors to the Work Center

1 Write errors to the report
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Display Tab

This processing option specifies whether to print domestic or foreign currency amounts on
the report.

1. Print Domestic or Foreign

D = Domestic
F = Foreign (Default)

Use this processing option to specify whether to print domestic or foreign
currency amounts on the report. If you leave this processing option blank, the
system prints foreign currency amounts. If foreign currency amounts do not
exist, the system prints domestic currency amounts. Valid values are:

D Print domestic currency amounts

F Print foreign currency amounts

Defaults Tab

These processing options specify the value to use in the Subledger field when you create
billing transactions, and the billing date to use.

1. Subledger

Blank = Subledger will be left blank
1 = Call Number

2 = Customer Number

3 = Site Number

4 = Short Item Number

5 = Contract Number

6 = Equipment Number

Use this processing option to specify the subledger value that the system uses
when you create billing transactions. Valid values are:
Blank No subledger value

1 Call number
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Customer number
Site number
ltem number

Contract number

o O A~ W N

Equipment number

2. Date Billed

Blank = Use System Date

1 = Use Call Beginning Date

Use this processing option to specify the date, in the Date Billed field, that
the system uses when you create billing transactions. The system only updates
this field when you run the report in final mode. Valid values are:

Blank System date

1 Call beginning date

Vertex Tab

These processing options specify the Vertex transaction type to use when calculating taxes
for billings.

1. Vertex Transaction Type for Labor Billings

Blank = SERVIC

Use this processing option to specify the Vertex transaction type that the
system uses when calculating taxes for time entry billing. Only use this
transaction type if you are billing for calls and the pricing method is Time
and Materials.

Enter a valid value from UDC 73/TY (Vertex Transaction Type). If you leave

this processing option blank, the system uses transaction type SERVIC.
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2. Vertex Transaction Type for Flat Rate Billings

Blank = SERVIC

Use this processing option to specify the Vertex transaction type that the
system uses when calculating taxes for flat rate billing. Only use this
transaction type if you are billing for calls and the pricing method is Flat
Rate.

Enter a valid value from UDC 73/TY (Vertex Transaction Type). If you leave

this processing option blank, the system uses transaction type SERVIC.

Reviewing Call Management Reports

When you want to review call statistics for your company, you can print call reports to verify
duration of calls, review the product models that are causing the most calls, and so on.

Note

All reports are based on closed calls. When you verify the duration of calls, the beginning and
ending date of the call must be within the date range set in the processing options.

Topics

Reviewing the Call Detail/Summary report
Reviewing the Call Statistics by Assignee report
Reviewing the Call Statistics by Product report

Reviewing the Call Duration Statistics by Products report

[ S W )

Reviewing the Call Print report

Reviewing the Call Detail/Summary Report

From the Periodic Call Processing menu (G1723), choose Call Detail/Summary Report.

The Call Detail/Summary report provides the ability to create reports that display detail or
summary information for the following types of closed calls:

e Calls by queue

e Calls by product model

e Calls by environment

e Calls by equipment number
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e Calls by item number

The Call Detail/Summary Report is based on closed calls. You can review detail or summary
information for these calls, based on processing options for the version. When you run the
detail report, the system lists all calls, as well as the total number of closed calls. When you
run the summary report, the system only list the total number of closed calls.

When you set the processing options for the Call Detail/Summary report, you specify a date
range. For example, if you set up the date range to retrieve calls from 6/1/05 through 6/30/05,
the system selects only those calls that have a beginning date on or after 6/01/05, but that
are closed on or before 6/30/05.

When you generate the Call Detail/Summary Report, you can select one of the following
versions, according to your organization requirements:

Closed Calls by Call When you run version XJDE00OQ1, the system lists the total number of closed
Queue calls by the queue number. You can define the queues in the data selection.
Closed Calls by When you run version XJDE0002, the system lists the total number of closed
Product Model calls by the product model.
Clos:,ed Calls by When you run version XJDE0003, the system lists the total number of closed
Environment calls by the environment.
C|°5_9d Calls by When you run version XJDE0004, the system lists the total number of closed
Equipment Number calls by the equipment number.

See Also

Q Call Detail/Summary Report (R17670) in the Reports documentation for a sample of
this report

Processing Options for Call Detail/Summary Report (R17670)

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

Reviewing the Call Statistics by Assignee Report

From the Periodic Call Processing menu (G1723), choose Call Statistics by Assignee.

The Call Statistics by Assignee report provides you with the ability to create reports that
display information for the following types of closed calls:

e Calls by assignee
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e Calls by queue

The Call Statistics by Assignee report is based on closed calls. When you set the processing
options for the Call Statistics by Assignee report, you can specify the closed call status in the
processing options as well as the Handled Live call type, which identifies the calls that an
assignee answered without having to call the customer back.

When you set the processing options for this report, you specify a date range. For example, if

you set up the date range to retrieve calls from 6/1/05 through 6/30/05, the system selects
only those calls that have a beginning date on or after 6/01/05, but that are closed on or
before 6/30/05.

When you generate the Call Statistics by Assignee Report, you can select one of the
following versions, according to your organization requirements:

Closed Calls by Use version XJDE00O1 to list call statistics for each call type by Assignee.
Assignee

Closed Calls by Call  jse version XJDE0002 to list call statistics for each call type for a queue number.
Queue

When you review the report, the total is based on the assignee. The Grand Total is

based on the queue number.

Rows in Call Statistics by Assignee Report

In the Call Statistics by Assignee report, the system displays the following calculations in

each row:

Days on Line Ending Date - Beginning Date
This calculation is based on the work day calendar and is listed by total
calls of each call type.

Total Time Ending Date/Time - Beginning Date/Time
This calculation is based on the work day calendar and is listed by total
calls of each call type.

Average Calls per Day Total Number / Days on Line

Average Time per Day Total Time / Days on Line

Average Time per Call Total Time / Total Number of Calls
This calculation includes all call types for each assignee.

Handled Live Number Total number of closed calls that were handled live / Total number of calls

This calculation includes all call types for each assignee.

Handled Live Percentage of  T4¢5 number of closed calls that were handled live / Total number of
Total closed calls

This calculation includes all call types for each assignee.

Handled Normal Number The total number of closed calls for each call type.
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Handled Normal Percentage  The Number / Total Number of closed calls.
of Total
Totals in the Call Statistics by Assignee Report

In the Call Statistics by Assignee report, the system displays the total results based on the
following calculations:

Days on Line The sum of days on line.

Total Time The sum of total time from each row.

Average Calls per Day Sum of Total Numbers (including handles live and normal) / Sum

Days on Line

Average Time per Day Sum of Total Time / Sum Days on Line

Average Time per Call Sum of Total Time / Sum of Total Numbers (including handled live
and normal)

Handled Live Number Sum of the row amounts / Handled Live Numbers

Handled Live Percentage of Total j5nqled Live Number / Total Number (including handled live and

normal) *100

Handled Normal Number Sum of the row amounts / Handled Normal Numbers.

Handled Normal Number The sum of the handled normal number / Total Numbers (including
Percentage of Total handles live and normal) *100

The grand total row is the same as the total row.

See Also

Q Call Statistics by Assignee Report (R17671) in the Reports documentation for a
sample of this report

Processing Options for Call Statistics by Assignee (P174671)

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

From the Periodic Call Processing menu (G1723), choose Call Statistics by Product.

The Call Statistics by Product report provides you with the ability to create reports that display
information for the following types of closed calls:
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e Calls by product model

e Calls by environment

e Calls by equipment number

e Calls by item number

e Calls by queue

The Call Statistics by Product report is based on closed calls. When you set the processing
options for the report, you can specify the closed call status in the processing options, as well
as the Handled Live call type which identifies the calls that an assignee answered without
having to call the customer back.

In the processing options, you must specify a date range that the system uses to retrieve
closed calls. In this report, the system selects closed calls if the beginning and ending dates
of the calls fall within the date range that you specify in the processing options From Date

and Thru Date.

When you generate the Call Statistics by Product Report, you can select one of the following
versions, according to your organization requirements:

Closed Calls by
Product

Closed Calls by
Environment

Closed Calls by
Equipment

Closed Calls by Item
Number

Closed Calls by Call
Queue

Use version XJDEOO0O1 to list call statistics based on each call type for the product
model. The total is based on the product model.

Use version XJDEOO0O2 to list call statistics based on each call type for the product
model based on the environment.

The total is based on the product model. The grand total is based on the
environment.

Use version XJDEOOO3 to list call statistics based on each call type for the
equipment number.

The total is based on the item number.

Use version XJDEOO0O4 to list call statistics based on each call type for item
number.

The total is based on item number.

Use version XJDEOOOS to list calls statistics based on each call type for product
model for the queue number.

The total is based on the product model. The grand total is based on the queue
number.

Rows in Call Statistics by Product Report

In the Call Statistics by Product report, the system displays the following calculations in each

row:

Handled Live Number

Total number of handled live calls.

This sum is based on the processing option that indicates the call
type for calls that are handled live.

Number of Handled Live Calls Total number of handled live calls. when the execution date is before
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within the Commitment the commitment date.

Percentage of Calls within the
Commitment

Number within commitment / Total number of calls (including
handled live and normal for each level break) *100.

Percentage within Commitment Number within commitment / Total number of calls (including

handled live and normal for each level break) *100.

Handled Normal Number Total number of handled normal calls.
The sum is based on the call type for calls that are handled

normally.

Nf"“_ber of H‘“f"dled Normal Calls Total number of handled normal calls, when the execution date is
within Commitment before the commitment date.

Totals in Call Statistics by Product Report

In the Call Statistics by Product report, the system displays the total results based on the
following calculations:

Handled Live Number The sum of the total number of handled live calls from each row.

Number within the
Commitment

The sum of the total number within the commitment.

Percentage of Calls The sum of the number within commitment / Total number of calls (including
within the Commitment  handled live and normal for each level break) *100.

Percentage within
Commitment

The sum of the number within commitment / Total number of calls (including
handled live and normal for each level break) *100.

Handled Normal Number Tot5) number of handled normal calls.
The sum is based on the call type for calls that are handled normally.
Total Percentage within  (\ymper within commitment for handled live + Total number with commitment

Commitment for handled normal) / Total number of calls (including handled live and normal
for each level break) *100.

The grand total row is the same as the total row.

See Also

Q Call Statistics by Product Report (R17672) in the Reports documentation for a
sample of this report

Processing Options for Call Statistics by Product (R17472)

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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Reviewing the Call Duration Statistics by Products Report

From the Periodic Call Processing menu (G1723), choose Call Duration Statistics by

Product.

The Call Duration Statistics by Product report provides you with the ability to create reports
that display information for the following types of closed calls:

e Calls by product model

e Calls by environment

e Calls by equipment number

e Calls by item number

e Calls by queue

The Call Duration Statistics by Product report is based on closed calls. When you set the
processing options for the report, you can specify the closed call status in the processing
options, as well as the Handled Live call type which identifies the calls that an assignee
answered without having to call the customer back.

In the processing options, you must specify a date range that the system uses to retrieve
closed calls. In this report, the system selects closed calls if the beginning and ending dates
of the calls fall within the date range that you specify in the processing options From Date

and Thru Date.

When you generate the Call Duration Statistics by Product Report, you can select one of the
following versions, according to your organization requirements:

Closed Calls by
Product

Closed Calls by
Environment

Closed Calls by
Equipment

Closed Calls by Item
Number

Closed Calls by Call
Queue

Use version XJDEOO0O1 to list call statistics based on each call type for the product
model. The total is based on the product model.

Use version XJDEOO0O2 to list call statistics based on each call type for the product
model based on the environment.

The total is based on the product model. The grand total is based on the
environment.

Use version XJDEOOO3 to list call statistics based on each call type for the
equipment number.

The total is based on the item number.

Use version XJDEOO0O4 to list call statistics based on each call type for the item
number.

The total is based on item number.

Use version XJDEOOOS to list calls statistics based on each call type for the
product model for the queue number.

The total is based on the product model. The grand total is based on the queue
number.
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Rows in the Call Duration Statistics by Product Report

In the Call Duration Statistics by Product report, you can review the results of the following
calculations in each row based on the level break:

Average Call Duration Total elapsed hours / Total number of calls for each row
Percentage of Calls under 3 Total number of calls (total elapsed hours < 3) / Total number of calls for
Hours each row

Percentage of Calls over 1 Day Tqta| number of calls (total elapsed hours > 24) / Total number of calls for

each row
Percen_tage of Calls within Number within commitment (execution date < commitment date) / Total
Commitment number of calls for each row
Pt.ercentage of Calls under 3 Total number of calls (total elapsed hours < 0.05) / Total number of calls
Minutes for each row
P(Iarcentage of Calls over 10 Total number of calls (total elapsed hours > .17) / Total number of calls
Minutes for each row

Totals in the Call Duration Statistics by Product Report

In the Call Duration Statistics by Product report, the system displays the totals based on the
following calculations. Each total includes all call types for each level break:

Average Call Duration Total elapsed hours / Total number of calls
Percentage of Calls under 3 Total number of calls (total elapsed hours < 3) / Total number of calls
Hours

Percentage of Calls over 1 Day  Tota] number of calls (total elapsed hours > 24) / Total number of calls

This calculation includes all call types for the level break.

Percen.tage of Calls within Number within commitment (execution date < commitment date) /
Commitment Total number of calls

Percentage of Calls under 3 Total number of calls (total elapsed hours < 0.05) / Total number of
Minutes calls

Percentage of Calls over 10 Total number of calls (total elapsed hours > .17) / Total number of calls
Minutes

The grand total row is the same as the total row.

See Also

e  Customer Duration Statistics by Products Report (R17673) in the Reports
documentation for a sample of this report
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Processing Options for Call Duration Statistics by Products (R17673)

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

From the Periodic Call Processing menu (G1723), choose Call Print.

You can review specific call information by printing call information. Based on your
processing option select, you can choose to print any associated media objects with the call.
You can indicate specific calls in your data selection.

See Also
e Call Print Report (R17674) in the Reports documentation for a sample of this report

Processing Options for Print Call (R17674)

Print
1. Print Media Object

Blank = Do not Print Media Object on Report
1 = Print Media Object on Report
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Service Order Management

For customer requests that cannot be resolved with a phone call, you can create a service
order. You enter service orders to request work to be performed at the customer site or a
repair depot. Service orders provide the central database for all service and repair
information and the events associated with an equipment record, inventory item number, or
product model. Service orders track requests for depot repairs and track shipments of
replacement parts. The majority of service calls are initiated through the Call Management
module, but the repair depot might also create them.

A service order allows you to track all phases of the work necessary to resolve the customer's
issue, from scheduling the technician, to the technician's arrival and successful completion of
the work.

You can also use service orders to manage the work flow of your service tasks and other
projects. You can manage all aspects of a service task or project, including the following:

o Creating service orders for preventive and corrective maintenance
¢ Committing inventory to a service order

e Scheduling multiple tasks, such as mechanical, electrical, and so on, to a service
order

e Tracking the progress of a service order by status
e Tracking service order costs, such as labor, materials, and so on
e Recording unlimited detailed information about a service order

e Completing and closing a service order

Topics

Setting up Service Order Management

O Working with service orders
O Processing service orders
O Billing and paying service orders

Service Order Management Process Flow

The following graphic illustrates the flow of a service order through a typical service order life
cycle.
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Terms and Concepts

The following Service Order Management terms and concepts are used in this guide:

Base warranty The warranty that is associated with the equipment. Base warranties are typically
included in the purchase price of the equipment and are non-billable.

Extended warranty ap, optional warranty that can be purchased to cover the performance of the
equipment over and above the criteria set forth in the base warranty. This type of
warranty is billable.
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Equipment number A nymber to identify a piece of equipment within the Equipment Master table (F1201).

Inventory item
number

Mean Time
Between Failure
(MTBF)

Mean Time to
Repair

Product family

Model

Returned Material
Authorization
(RMA)

Serial number

Service package

Service types

Service address
number

A number to identify an item within the Inventory Master table (F4101).

The average time, distance, or events between breakdowns.

The average time it takes to repair a failed item.

A group of products that have common characteristics and share classification criteria.

The numbers or letters that group products of a product family. A product model is a
more specific grouping of items within a product family.

An authorization from the supplier for the customer to return inventory for credit,
replacement, or repair. The system creates an authorization number for the supplier to
track the return of the inventory. This is also known as Returned Goods Authorization
(RGA).

The numbers or letters that uniquely identify an item. The serial number is stored in
the Equipment Master table (F1201).

The combination of service type and contract coverage that specifies the service
support to which the customer is contractually entitled. Service packages also specify
warranty types, such as base or extended.

The various services that you provide through the Service Order Management or Call
Management modules. For example, you can set up different codes to differentiate an
on-site repair or depot repair on an advanced exchange. The service type can
differentiate the status flow, response time, and downstream accounting entries.

The address book number of the site where a piece of equipment is located. The site
number can be the same as the customer number, but it might differ if the customer
has multiple sites.

296



Warranty An assurance by the manufacturer or seller that the equipment will perform as
specified for at least a specified time.

The following graphic illustrates an example of how you can achieve maximum service
revenue with CSMS functionality. CSMS utilizes customer and product information that you
enter once in order to operate efficient and cost effect service processes.

In this example, an installed base record was created when you sold a television set to
customer 4242. The customer opted to purchase an extended warranty to supplement the
base warranty. When the customer calls with an issue, the customer service representative
(CSR) is able to schedule a service order for TV repair, log the symptoms, issues and
resolutions for quality analysis, and schedule a call-back to ensure customer satisfaction.

ADDRESS BOOK
REGISTRATION GARD

I 11
l l

SERVICE GALL INSTALLED BASE

Sound doesn't work” S Item Number: 2000
GSR is not able to S Sold To: 4242
resolve issue over WARRANTIES

S Sales Order Number: 2550
S Description: Color TV

Phone BASE: 90 days parts and labor

EXTENDED: 3 years parts/labor
[$500 at the time of purchase)

S Both cover calls and Service Orders
v

SERVICE ORDER CREATED

v

S TV Fixed Depot Repair

S KB: Attached Symptoms, Issues,
Resolution Codes and Pareto
Analysis

S Tickler Call Back scheduled by
GSR to ensure satisfaction

Setting Up Service Order Management

Before you can use any of the features of Service Order Management, you need to define the
critical information that the system needs for processing. You also specify the information you
will use when you enter data throughout the system.

You also need to set up user defined codes for Service Order Management. See Setting Up
User Defined Codes for CSMS for more information.
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Topics
O Setting up service order constants
O Setting up service order history

Q Attaching activity rules to a service order

Before You Begin

O Set up service order document types in the Document Type Maintenance program
(P40040) from the Service Order Setup menu (G1742). See Setting Up Document
Type Information in the Inventory Management documentation. For each document
type, enter 1 in the Service Order field. The system uses this for splitting billing and
costing amounts to different accounts based on the service contract.

Setting Up Service Order Constants

To define default information that applies to your entire system, you set up system constants.
Constants control the types of information that you track and the rules that the system uses to
perform certain calculations.

» To set up service order constants

From the Customer Service Setup menu (G1740), choose Customer Service Constants.

1. On CSMS System Constants Revisions, click the Service Orders tab.

PeopleSoft.
SelectWorkspace W

Active Foundation | personsize | change Role | sign out

i 7 ]

K Cancel Tools

o
=]

ﬁﬁIHIka Orders = I

Defaults

Queue Search Type Service Order Queue

Responsible BU Location Inventony (FATAZ/F41171)
Message Queue for Escalation

Mail Box for Escalation

TITWT%

Service Order Entitlernent Trigger
Constants

Equipment Number

[ 'wha's Who Reguired
¥ Use Base Price

2. |If applicable, make changes to the following field:
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o Responsible BU Location

When adding a service order, the default value for the business unit is based on the

constant value. For example, if the default value of the business unit is based on the
equipment number, the system retrieves the value for the Responsible Business Unit
from the Equipment Master table.

3. Toindicate the field that is used to trigger a service order entitlement check,
complete the following field:

e Service Order Entitlement Trigger

4. To indicate that the caller name must have a Who's Who record associated with the
customer number, click the following option:

¢ Who's Who Required

You must select a customer number from the window. The system returns the short
identifier that is associated with the Who's Who record.

5. Click OK.

Setting Up Service Order History

From the Service Order Setup menu (G1742), choose Service Order History - Equipment
or choose Service Order History - Customer.

Set up service order history to track service order status information by customer and by
equipment. You can also set up service order history so that a service order is not created for
referenced equipment. These programs control the display of icons within the Service Order
Entry program to indicate previous customer or product calls.

Default dates and status codes are defined by processing options. You can override default
information by entering new dates and statuses. Icons appear at the top of the Service Work
Order Entry forms to alert you to existing customer or product history. Click the icons to see
detailed information.

Processing Options for Work With Service Order History (P17715)

Process

1. Beginning Status for History

2. Ending Status for History

3. Number of Days of History to Display

What You Should Know About Processing Options

Displaying an icon to The values that you enter determine whether the system displays an icon
indicate previous service when there are existing service orders associated with the inventory item
orders associated with a number, product model, equipment number, or customer number, if
piece of equipment or a applicable.

customer

You must first enter the status of the service orders that define the
selection range criteria. Then define the number of days of history that you
want to disnlav For examnle if voir enter 30 davs the nroaram disnlavs
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the product or customer icon if a service order falls within the status range
and was entered 30 days less than the system date.

Attaching Activity Rules to a Service Order

You can attach service order status activity rules to define the status flow and to indicate the
next step as determined by the status. Before the system can continue to the next step, you
must enter the next status in the Next Status field. If you do not include the next status, the
service order is considered complete. If you attach an open status code to the complete
status revisions line, you can reopen the service order.

» To attach activity rules to a service order

From the Daily Service Order Processing menu (G1712), choose Service Order Entry.

1. On Work with Service Orders, locate the service order to which you are attaching
activity rules, choose it, and click Select.

2. On Service Work Order Revisions, choose Service Order from the Form menu, and
choose Activity Rules.

PeopleSoft.

SelectWorkspace: |Actwe Foundation j

Active Foundation | Perzonalize ‘ Change Fole | Sign Out

ork Order A i 7 W
OK  Delste Cancel Row Tools

B 0 X B B

Order Type oV Base Warranty Senvice
WO Type ,T On-site Repair

Custor Grig

WO ‘WO Status Hext Allowed |Allowed Allowed Allowed Allowed Subledger Maint. Lock Edit
Status. Description Status Status 1 [Status 2 Status 3 Status 4 Status 5 Inactive Status. Flag Authori|

™ !I_Q!—l—!—l—!—!—!—l—!—l—l

3. On Work Order Activity Rules, complete the following fields:
e WO Status

¢ WO Status Description
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e Next Status
4. Complete any of the following fields, as applicable and click OK:
e Allowed Status 1
e Allowed Status 2
e Allowed Status 3
e Allowed Status 4
e Allowed Status 5
e Maint. Status
e Subledger Inactive

e Lock Flag

Working with Service Orders

You can enter a service order to formally request repair work and schedule maintenance.
You can also use service orders to record and communicate all details related to the repair
task.

You must create a service order master for every service that you track. The service order
master consists of basic information that defines the service order, such as the service order
number, description, and the business unit to which the service order is charged. You can
also enter additional information, such as category codes, to further identify the service order.

In addition, you can copy parts from a standard parts list or assign non-standard parts to a
service order. You can also assign detailed labor routing instructions to a service order. You
can perform the following steps:

o |dentify each work center needed to perform repair tasks
e Specify the sequence in which the tasks are performed
¢ Indicate the estimated duration of each task

You can delete any service order from the system unless it has any of the following
characteristics:

e ltis used as a parent work order
¢ It has any account ledger transactions associated with it

e It has a parts list or a routing attached

Topics
O Entering a service order
O Assigning parts to a service order

O Exchanging a piece of equipment
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Attaching service instructions

Updating the life cycle information of a service order
Reviewing the status history of a service order
Reviewing service order parts lists

Reviewing costs by parent service order

Printing service orders

I N I I A

Creating service order prepayment transactions

See Also

O To enter and review work orders on the web, you must activate Customer Self
Service functionality in the processing options for all applications that comprise your
web environment. See Working with Service Work Orders on the Web for complete
information about customer self-service and service work orders.

Entering a Service Order

If an issue cannot be resolved by a consultant using the Call Management system in
combination with the Knowledge Management system, you can enter a service order.

You enter a service order under the following circumstances:

¢ You need to bill for the parts and labor required to fix a piece of equipment
e You need to send a technician to the site to repair the problem

e You use a service provider to resolve the problem and you need to create a voucher
for payment

You can use processing options to set the default values for several fields, such as address
book fields and category code fields if you defined those fields during system setup. You can
also retrieve numerous default values from a parent service order. For example, you can use
values from a parent service order to retrieve the following information:

e Service type
e Start date
e Planned completion date

When you enter a service order, the system creates a record in the Work Order Master table
(F4801) and creates an extension table to store information that is pertinent only to CSMS
service orders, the Service Order Extension table (F4817).
Understanding Service Order Billing

O Hierarchy for G/L Class Codes for Service Orders

O Hierarchy for Responsible Business Unit for Service Orders

Hierarchy for G/L Class Codes for Service Orders

OneWorld identifies the proper G/L category code according the following hierarchy:

6. Based on the service type on the service order, the system looks up the Covered G/L
code and Non-Covered G/L Code in the Service Contract Services table (F1725)
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e The Covered G/L code is used for the appropriate Distribution AAls for the
amount covered by contract.

e The Non-Covered G/L code is used to locate the appropriate Distribution AAl for
amounts that are not covered by contract.

7. If G/L codes (both Covered and Non-Covered) in the Service Contract Services table
(F1725) are blank, then the system uses the AAls that are set up with the wildcard,

*kkk

Based on the company, document type, G/L code, and cost type, the system retrieves the
revenue or expense account to use when creating an entry in the Service Billing Detail table

(F4812).

If **** is entered in the Distribution AAls for the G/L class code, then the system ignores the
GI/L class code and uses on the company, document type, and cost type.

Hierarchy for the Responsible Business Unit for Service Orders

If the business unit for the AAl is blank, the system locates the responsible business unit
based on the value specified in the field Responsible Business Unit, located on the Service
Orders tab in the CSMS Constants.

In the CSMS Constants, you can choose one of following five options for the system to use to
locate the responsible business unit:

Item Branch Master
Extension (F41171)

The system uses the branch/plant and item number on the service
order to look up the responsible business unit in the Item Branch
Master Extension (F41171).

If there is the business unit in the Item Branch Master Extension, the
system uses this business unit in the resulting accounting journal
entry.

Item Master Extension
(F4117)

The system uses the item number on the service order to look up the
responsible business unit in the ltem Master Extension (F4117).

If there is the business unit in the Item Master Extension, the system
uses this business unit in the resulting accounting journal entry.

Product Family/Model
(F1790)

The system uses the product model on the service order detail line to
look up the responsible business unit in the Product Family/Model
table (F1790).

If there is the business unit in the Product/Family Model table, the
system uses this business unit in the resulting accounting journal
entry.

Equipment (F1217)

The system uses the equipment number on the service order detail
line to look up the responsible business unit in the Equipment Master
(F1201).

If there is the business unit in the Equipment table, the system uses
this business unit in the resulting accounting journal entry.
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4 Customer Number
(F0301)

The system uses the customer number on the service order detail line
line to look up the responsible business unit in the Customer Master
table (FO301).

If there is the business unit for the customer in the Customer Master
table, the system uses this business unit in the resulting accounting
journal entry.

Note

If you assign a project busin
Master (FO006), the system
account.

ess unit to the responsible business unit in the Business Unit
uses the project business unit as the business unit for the

See Also

Q Understanding AAls for General Accounting in the General Accounting

documentation
Q Setting Up AAls for

Service Contracts for more information about identifying the

account structure to process your business transactions properly.

P To enter a service order

From the Daily Service Order Processing menu (G1712), choose Service Order Entry.

@ service Order Entry - [Work with Service Orders] =] 3]

3

L:' Fil= Edit Preferences Form  Row  Window  Help =181x]

J«@.+E%

Select Find Add Copy Del.. Close Seq.. Mew.. Dis.. Abo

@ x I & \@JLinks w» WOS. [SOLE.. [3)Intemet

- People :' Dates :' Category Codes :' Status :l Order Definition :' Classification :l

Serial Mumber
Business Unit ar Joh
Subsidiary

Parent Order Mumber

I 2

i Order Work prqgr wo wo wo Wo =
Humber Description St St Type Type
451282:Red lights blinking ME WO YWaiting for Pards Y Qn-site Repair
461291 :Phone mail goes dead M WD In Planning A 0n-site Repair
451725 LIGHTENING STRUCK OUR BLIEMA MWO Approved hd On-site Repair
451741iBAD CONMECTIONS IN THEIR AW W0 In Planning Y On-site Repair b
451830RING IS TOO SOFT M WO In Planning hd On-site Repair
45184815emrver is down MG WD Readyto Scheduleiy’ 0n-site Repair -
T o

3

£

s

) wark With wiark Orders |

1.  On Work with Service Orders, click Add.
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@ service Order Entry - [Service Work Drder Revisions] _ 10l x|
£ IFle Edit Preferences Form ‘Window Help =1

v % & 8 JL. " -, ,
5K Gur Diow Abs inks wr Activity.. 4mPrevio.. mphext [S]0LE .. [@]Internet

Serce GrderHurmher |451 287 ISE Service Type I\(_ 0n-site Repair ‘f" -}a

StatusiAssignments :' Classification :' Accounting __| Attachment :'

D

— Custamet Infarmation

Call Number || ﬁ

Claim Mumber I

Custormer |4242 ijCapitaI Swstem

Site Number |4242 Capital Systermn

Caller |4242 Capital System

Caller Mame |JOE SMITH Fhane |404 |555—6389

Short Description IRed lights blinking e
Symptorms IRED LIGHTS BLINKING

—Installed Base Information
Serial Mumber |2|3542 Fhone Switch

r)

E

) wiark With Wark Orders 1 Gervice Work Order Revisians |

On the Customer/Installed Base tab of Service Work Order Revisions, complete the
following fields:

e Site Number

e Short Description

The short description defaults from the symptom field, or you must enter text.
This description is displayed on the Work with Service Work Orders form.

e Symptoms

A processing option defines the default value for this field (P17714, Defaults tab,
Symptoms Default). If you have not set up your processing options to retrieve
this value from the call, you must enter a value.

e Equipment Number

Depending on the installed base constants that you set up on the CSMS System
Constants Revisions form, the system displays an equipment number, unit
number, or serial number description. Based on this number, the system supplies
customer and equipment information from the installed base record.

e Branch/Plant

The branch/plant defaults from the Installed Base record and defines the
branch/plant from which inventory is issued.
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Note

If you are accessing this form from the Call Management or Knowledge Management
modules, the system enters information from the installed base record as default
information when you enter a service order. The system also checks entitlement for
the customer.

3. Click the Status/Assignments tab.

. Service Order Entry - [Service Work Drder Revisions]

06/20/05 08:28:00

07in4/05 06:28:00
06/20/05 00:00:00

00:00:00

4. Complete the following fields:
e Current Status
o Estimated Start Date/Time
e Time Zone

e Estimated End Date/Time

If the customer is entitled, the system calculates the commit date and time based on
the entitlement check process.

5. Complete the following optional fields:
e Status Comment
e Percent Complete
e Primary Service Provider
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For EAM, the Primary Service Provider represents the Manager.

e Secondary Service Provider

The system retrieves the primary service provider from the address book. For
EAM, the Secondary Service Provider represents the Supervisor.

e Primary Technician
For EAM, the Primary Technician represents the Assigned To person.
e Secondary Technician
6. Complete the following field when the service order is complete:

e Actual End Date/Time

The value for the Actual End Date field defaults to today's date if the status of the
service order is at a complete status.

7. Click the Classification tab.

' Service Order Entry - [Service Work Order Revisions]

[
[

I
in
pucty

8. Complete the following optional fields:
e Phase
e Category 02

e Category 03
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10.

11.

12.

e Category 04

e Category 05

e Status

e Service Type

e Skill Type

e Experience Level
e Category 10

e  Priority

e Flash Message

e Language

e Geographic Region
e Country

e Type of Material

e Type of Labor

The system attaches a bill of material and routing to a service order based on the

Type of Material and Type of Labor fields.

The system retrieves the information for the Language, Geographic Region, and
Country fields based on the customer record.

To associate a parent service order to a child service order, complete the following
field:

e Parent Order Number

The system does not automatically update information between parent and child
service orders.

To associate standard instructional information to the service order, complete the
following field:

e Standard Procedure

To set up a cross-reference between this service order and another service order,
complete the following field:

e Cross/Reference

This is a text only field, but you can use the information as search criteria on Work
with Service Orders.

Click the Accounting tab.
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13.

14.

@ service Order Entry - [Service Work Drder Revisions] _ 10l x|
£ IFle Edit Preferences Form ‘Window Help =1

v % & 8 JL. " -, ,
5K Gur Diow Abs inks wr Activity.. 4mPrevio.. mphext [S]0LE .. [@]Internet

Serce GrderHurmher |451 287 ISE Service Type I\(_ 0n-site Repair ‘f" -}a
Customeriinstalled Base :l StatusiAssignments :' Classification :- Aftachment :'

Estimated Cost of Service Order————— ~Actual Cost of Service Order
Lahar Haurs Lahar Haurs

D
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Other Amaount Other Amaunt

ot At Tpatal A

i)

W

Accounting —Serice Contract

Business Lnit =31 Contract Mumber -
Subsidiany |— Entitlement GHesk |1_ Transaction Enti

Covered GiL Category W Entitlement Check

Mon-Covered GIL Category W Coverage Graup

4 |

;
D|
=
-
4

r)

E

) wiark With Wark Orders 1 Gervice Work Order Revisians |

To track estimated costs and actual costs against this service order, complete the
following fields:

e Labor Hours
e Labor Amount
e Material Amount

e  Other Amount

If you associate routings to a service order, the system retrieves default values for
the Labor Hours and Labor Amount fields. If you associate a parts list to a service
order, the system retrieves default values for the Material Amount field. The system
updates the cost to the service order header.

When you add routing and/or a parts list, the program updates the cost to the service
order header.

Note

Alternatively, to update the actual costs of a service order, you can run a batch
process, Update Work Order Actual Amounts (R13800). This batch process
summarizes transactions for labor and material and updates the actual cost fields of
the service order.

To override the business unit responsible for costs and revenue, complete the
following field:
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15.

16.

17.

18.
19.
20.

e Business Unit

The system enters the default value for this field from the equipment number,
inventory item number, or customer number records based on CSMS constants.
Enter other accounting information as applicable by completing the following fields:
e Subsidiary

e Covered G/L Category

e Non-Covered G/L Category

The values for the Covered G/L Category and Non-Covered G/L Category fields
default from the service contract's service package based on the type of service
on the service order.

Click one of the following options to define the method of pricing:

e Flat Rate

If you use flat rate as the pricing method, you must associate one labor step with
the service order.

o Time and Materials
If you use time and materials to price, both parts and labor will be priced.

The values for the Flat Rate and Time and Materials fields default from the service
contract's service package based on the type of service on the service order.

The system retrieves Tax Rate/Area information based on the Service Address
Number. Tax Rate/Area information is based on where the work is completed, not on
the location of the customer.

To associate the service order with a contract, complete the following field:

e Contract Number

The system supplies service contract values if the system is set up to check
entitlements and the contract is valid.

Click the Attachment tab.

If applicable, add attachments to the service order.

Click OK.

The system uses next numbers to assign a service order number unless you override
the information.

Processing Options for Work with Work Orders (P48201)

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 (XJDE0OO1)

2. Completed PM - P12071 (ZJDEO0O1)

3. Parts List - P3111 (ZJDEO0O1)

4. Routing Instructions - P3112 (ZJDE0001)

5. Inventory Issues - P31113 (ZJDE0002)

6. Time Entry - P311221 (ZJDE0001)(CSMS Only)

7. Work With Returned Material Authorization

P40051 (ZJDEOO0O1)

(CSMS Only)

8. Open Purchase Order - P4310 (ZJDEO0011)

9. Returned Material Authorization Revisions Version - P400511

(CSMS Only)

10. On Line Service Order Quote - P17717 (ZJDEO0O1)

(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 (ZJDEOO0O1)
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.
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What You Should Know About Processing Options

Setting up a default o, the Defaults 2 tab, you can enter the document type that you want the system to
document type use for service orders. This document type will be overridden if the service order is
entitled by a contract.

Sear_ching for On the Defaults 3 tab, enter an address book number in the Originator field. The

se_rv_lce orders by system uses this address book number to search for service orders entered by a user.

originator To display all service orders when you click Find on Work with Service Orders, type 0
in this field.

Processing options for Service Order Revisions can be accessed by retrieving P17714 in the
Interactive Versions application.

Processing Options for Service Work Order Revisions (P17714)

Defaults tab

The processing options on this tab define the defaults that the system uses when you are
revising or entering service work orders in the Service Work Order Revisions form.

1. Service Order Document Type

Use this processing option to specify the document type that the system uses
as a default when you enter a service order. This code also indicates the
origin of the transaction.

You must enter a value that has been set up in the user defined code (00/DT).

2. Service Order Type

Use this processing option to specify the order type that the system uses when
you enter a service order. The order type indicates the type classification of

a work order or engineering change order. You can use work order type as a
selection criteria for work order approvals.

You must enter a value that has been set up in user defined code table

(00/TY).
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3. Service Order Priority

Use this processing option to specify the service order priority that the
system uses as a default when you enter a service order. It is a user defined
code that indicates the relative priority of a work order or engineering
change order in relation to other orders.

You must enter a value that has been set up in the user defined code table

(00/PRY).

4. Customer

Use this processing option to identify an address book number of employees,
applicants, participants, customers, suppliers, tenants, and any other address
book members that the system uses as a default. An address book number is a

number that identifies an entry in the Address Book system.

5. Primary Service Provider

Use this processing option to specify the service provider that the system
uses as a default. The default service provider is the address book number of

a manager or planner that the system assigns when you enter a service order.

6. Secondary Service Provider

Use this processing option to specify a secondary service provider that the
system uses as a default. The secondary service provider is the address book

number of a supervisor that the system assigns when you enter a service order.
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7. Primary Technician

Use this processing option to specify a primary technician that the system
uses as a default. The technician is the address book number of a person that

the system assigns to do the work when you enter a service order.

8. Secondary Technician

Use this processing option to specify a secondary technician that the system
uses as a default. The secondary technician is the address book number of an

inspector that the system assigns when you enter a service order.

9. Parts List

10.

Use this processing option to specify the default for the parts list when you
enter a service order. The parts list is a user defined code that designates

the type of bill of material.

You must enter a value that has been set up in the user defined code table

(40/TB).

Routing Type

Use this processing option to specify a routing type that the system uses as a
default when you enter a service work order. The system retrieves the default
routing type for the work order header and uses the type of routing to

identify the service that should be done.

You must enter a value that has been set up in the user defined code table
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(40/TR).

11. Symptoms Default
Blank = Do not default a symptom
1 = Default Service Type description
2 = Default Entitlement description

3 = Default Method of Pricing

Use this processing option to indicate the information type that the system
retrieves as the symptom when you enter a service order.
Valid values are:

Blank Do not default symptoms.

1 Use the service type description as the symptom.

2 Use the entitlement description as the symptom.

3 Use the method of pricing as the symptom.

3 Use the method of pricing as the symptom.

Edits tab

The processing options on this tab define which information is required when you enter a
service work order. When you activate these processing options, the system verifies that you
have entered the appropriate information in the corresponding fields before creating a service
work order. If you have activated any of these processing options and you do not have a
value in a corresponding field, the system displays a hard error and does not allow you to
enter a service work order.

1. Required Equipment Number
Blank = Do not require Equipment Number entry
1 = Require Equipment Number entry

Use this processing option to specify whether you are required to enter an
equipment number when you enter a service work order.
Valid values are:

Blank The equipment number is not required when you enter a service work

315



order.
1 Equipment number is required when you enter a service work order.
If you choose option 1, you must enter an equipment number when you enter a
service work order. If you do not enter an equipment number, the system
displays a hard error and does not allow you to proceed in service work order

entry.

2. Date Edits
Blank = Accept all dates entered
1 = Display a warning for date errors
2 = Display an error for date errors.

Use this processing option to specify whether the system verifies dates when
you enter a service work order. This flag determines if the system checks
dates when dates are entered or changed on a service work order.
Valid values are:

Blank Accept all dates entered.

1 The system displays a warning for date errors.

2 The system displays a hard error for date errors.

3. Required Caller Number
Blank = Do not require Caller Number
1 = Require Caller Number entry

Use this processing option to indicate whether the system requires you to
enter the address book number for a caller when you are entering an order.
Valid values are:

Blank Caller number is not required.

1 Caller number is required.

4. Update Pricing Method
Blank = Update Pricing Method
1 = Do not update Pricing Method
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Use this processing option to specify whether you want to prevent the system
from updating the pricing method.
Valid values are:

Blank You can update the pricing method.

1 Do not update the pricing method.

5. Required Phone Number
Blank = Do not require Area Code and Phone Number
1 = Require Area Code and Phone Number entry

Use this processing option to specify whether you are required to enter an
area code and phone number when you are entering service work order.
Valid values are:

Blank Do not require area code and phone number.

1 You must enter an area code and phone number

6. Work With Service Order History (P17715) version

Use this processing option to enter the version of Work with Service Order
History (P17715) that the system uses to verify existing service orders. By
verifying existing service orders, you can prevent the addition of a duplicate
service order for an equipment number.

If you leave this option blank, the system uses version ZJDEO0O1.

Process tab

The processing options on this tab define the processing that the system performs for this
version of Service Work Order Revisions (P17714). You can choose whether the system
retrieves default information based on the information that you enter a service work order.
You can perform additional processing, such as creating parts list and routings, entitlement
checking, and approval processing.

1. Default Service Provider

Blank = Do not default the Primary and Secondary Service Providers

A — NAfAaiilt thA DrinaAams AanA CAanAandaAam: CAanmian DeavidAava hanAaAd An AntAa~nAams AaAAdAA~ 1
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2 and 3.

Use this processing option to specify whether the system retrieves primary and
secondary service provider based on category codes 1, 2, & 3 when you enter a
service work order.
Valid values are:

Blank Do not default the primary and secondary service providers.

1 Default the primary and secondary service providers.
The category codes are user defined codes (00/W1, 00/W2, 00/W3) that are
defined in the service work order.
When you define primary and secondary service providers, the system refers to
the CSMS attributes in Address Book for the customer. If primary and secondary
service providers are not defined in Address Book, the system uses the primary
and secondary service provider that you defined in the processing options for
Service Work Order Revisions (P17714) first in the Defaults tab, then in the
Process tab.
If you leave the service providers fields on the Default tab blank and you
specify in this processing option to default the primary and secondary service
providers based on category codes, the system verifies the category codes in

the service work order against work order default codes (P48001).

2. Default Standard Parts
Blank = Do not default the standard parts from equipment

1 = Default the standard parts from equipment

Use this processing option to specify whether the system retrieves the
standard parts based on the equipment when you enter a service order.
Valid values are:

Blank Do not default the standard parts from the equipment.

1 Default the standard parts from the equipment.
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3. Recalculate Dates
Blank = Do not recalculate dates automatically

1 = Automatically recalculate the start and requested dates for the parts list and
routings

Use this processing option to specify whether the system automatically
recalculates the start and requested dates for the parts list and routings.
Valid values are:

Blank Do not recalculate dates for parts lists and routings.

1 Automatically recalculate dates for parts lists and routings.

4. Service Order Approval Type

Use this processing option to enter the approval type that the system uses in
the Service Order Approval process. The service order approval type is a user
defined code that indicates the type of work order approval path that a work
order follows.

You must enter a value that has been set upo in the user defined code table

(48/AP).

5. Service Order Cross Reference
Blank = Equipment's immediate parent
1 = Equipment's top level parent

2 = Value from parent service order.

Use this processing option to indicate the service order cross-reference. The
system uses the cross-reference to determine the default of the parent
equipment number.

Valid values are:

Blank The immediate parent
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1 The top-level parent

2 Value from parent service order

6. Entitlement Checking
Blank = Bypass Entitlement Checking
1 = Check entitlement using the date table (F1791)

2' = Check entitlement without the date table.

Use this processing option to determine whether the system performs
entitlement checking and the preferred method.
Valid values are:

Blank Bypass entitlement checking.

1 Check entitlements using the Entitlement Dates table (F1791).

2 Check entitlements without using the Entitlement Dates table.

7. Symptoms Entry

Blank = Bypass prompt to enter a Knowledge Base symptom when adding a Service
Order

1 = Enter a Knowledge Base Symptom when adding a Service Order

Use this processing option to specify whether you are required enter a
Knowledge Base symptom when entering a service work order.
Valid values are:

Blank Do not enter a Knowledge Base symptom

1 You must enter a Knowledge Base symptom

8. Display Entitlement Inquiry
Blank = Do not display Entitlement Inquiry

1 = Display the Entitlement Inquiry following the entitlement check.
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10.

11.

Use this processing option to specify whether the system displays the
Entitlement Inquiry form following an entitlement check.
Valid values are:

Blank Do not display the Entitlement Inquiry form.

1 Display the Entitlement Inquiry form.

9. Create Routings
Blank = Do not create routing labor instructions

1 = Create routing labor instructions when adding a service order.

Use this processing option to specify whether the system creates routing
instructions when you are adding a service order.
Valid values are:

Blank Do not create routing instructions.

1 Create routing instructions.

Display Who's Who Search
Blank = Do not display Who's Who Search window

1 = Display Who's Who Search window when the Caller Name is blank.

Use this processing option to determine whether the system displays the Who's
Who Search & Select form when you move past the customer number field and the
Caller Name is blank.
Valid values are:

Blank Do not display Who's Who Search & Select form.

1 Display the Who's Who Search & Select form.

Create Parts List

Blank = Do not automatically create parts list
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1 = Automatically create parts list when adding a service work order.

Use this processing option to automatically create a parts list for a new
service work order.
Valid values are:

Blank Do not automatically create a parts list for a new service work

order.

1 Automatically create a parts list when adding a service work order.

12. Work Order Status Window

Blank = Do not automatically call work order status window when adding a
service work order

1 = Automatically call the work order status window when adding a service work
order.

Use this processing option to specify whether the system automatically
displays the work order status window when you are adding a service work
order.
Valid values are:
Blank Do not automatically display the work order status window when
adding a service work order.
1 Automatically display the work order status window when adding a

service work order.

13. Customer Self Service
Blank = Bypass Customer Self Service functionality
1 = Activate Customer Self Service functionality in Java/HTML

2 = Activate Customer Self Service functionality in Windows
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Use this processing option to activate Customer Self-Service functionality. If
you activate self-service functionality, the system displays the self-service
tab forms and hides other tab forms.
Valid values are:

Blank Bypass Customer Self-Service functionality.

1 Activate Customer Self-Service functionality in Java/HTML.

2 Activate Customer Self-Service functionality in Windows.

14. Create Work Order Tag files (future)
Blank = Do not create F4801Z records

1 = Create F4801Z records

Use this processing option to specify whether the system creates the
interoperability table (F48012).
Valid values are:

Blank Do not create the interoperability table.

1 Create the interoperability table (F4801Z).

15. Service Order Quote (P17717) version

Use this processing option to specify the version of Service Order Quote

(P17717) the system displays after you enter the service work order.

16. Enter '1' to automatically e-mail primary service provider for new work orders.
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Install Base tab

The processing options on this tab define whether information in a corresponding Installed
Base record is updated to match the information in a service work order.

1. Customer Number Update
Blank = Bypass update

1 = Prompt to update Installed Base customer number to match Service Order
customer number

2 = Automatically update Installed Base

Use this processing option to determine what happens when you change the
customer number for an installed base item on a call, a contract, or a service
work order.
Valid values are:

Blank Bypass Installed Base update.

1 Display prompt to update Installed Base.

2 Automatically update Installed Base.

2. Site Number Update
Blank = Bypass update

1 = Prompt to update Installed Base site number to match Service Order site
number

2 = Automatically update Installed Base.

Use this processing option to determine what happens when you change the site
number for an installed base item on a call, a contract, or a service work
order.
Valid values are:
Blank Bypass Installed Base update.
1 Display prompt to update Installed Base.

2 Automatically update Installed Base.
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Versions tab

The processing options on this tab define the versions of other programs that the system
uses when you require additional information about the service work orders. You can access
these programs from form and row exits on the Service Work Order Revisions form.

1. Service Order Parts List (P3111)

Use this processing option to specify the version of Service Order Parts List
(P3111) that the system uses for parts list. If you leave this option blank,

the system uses version ZJDE0002.

2. Service Order Labor Instructions (P3112)

Use this processing option to specify the version to be used for Service Order
Labor Instructions (P3112). If you leave this option blank, the system uses

version ZJDEQOO0O2.

3. Service Order Status History (P1307)

Use this processing option to specify the version of Service Order Status
History (P1307) that the system uses when you inquire on the status history of
a service work order. If you leave this option blank, the system uses version

ZJDEO0002.

4. Product Repair History (P17715)

Use this processing option to specify the version of Service Order History

(P17715) that the system uses for product repair history. If you leave this
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option blank, the system uses version ZJDEQ0O1.

5. Customer Repair History (P17715)

Use this processing option to specify the version of Service Order History
(P17715) that the system uses for customer repair history. If you leave this

option blank, the system uses version ZJDE0002.

6. Equipment Repair History (P17715)

Use this processing option to specify the version of Service Order History
(P17715) that the system uses for equipment repair history. If you leave this

option blank, the system uses ZJDE00O3.

7. Inventory Issues (P31113)

Use this processing option to specify the version to be used for Inventory

Issues (P31113). If you leave this option blank, the system uses ZJDEOO0Q2.

8. Work With Returned Material

Avuthorization (P40051)

Use this processing option to specify the version to be used for Work With
Returned Material Authorization (P40051). If you leave this option blank, the
system uses ZJDEOOO1.
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9. Return Material Authorization

Revisions (P400511)

Use this processing option to specify the version to be used for Return
Material Authorization Revisions (P400511). If you leave this option blank,

the system uses ZJDEOOO1.

10. Work With Contracts (P1720)

Use this processing option to specify the version to be used for Work With

Contracts (P1720). If you leave this option blank, the system uses ZJDE0OO1.

11. Work With Routing Master (P3003)

Use this processing option to specify the version that the system uses when
you access the Work With Routing Master program.

If you leave this option blank, the system uses version ZJDEOO0O1.

12. Bill of Material Revisions (P3002)

Use this processing option to specify the version to be used for Bill of
Material Revisions (P3002). If you leave this option blank, the system uses

ZJDEO0O0O1.

13. Service Provider Address Book (P01012)

Use this processing option to specify the version to be used for Service

Provider Address Book (P01012). If you leave this option blank, the system

327



uses ZJDEOOO1.

14. Knowledge Base Symptoms, Analysis,

Resolution (P17764)

Use this processing option to specify the version to be used for Knowledge
Base Symptoms (P17764). If you leave this option blank, the system uses

version ZJDEOO0O1.

15. Installed Base Revisions (P1702)

Use this processing option to specify the version to be used for Installed
Base Revisions (P1702). If you leave this option blank, the system uses

version ZJDEOO0O1.

16. Equipment PM Schedule (P1207)

Use this processing option to specify the version to be used for Equipment PM

Schedule (P1207). If you leave this option blank, the system uses ZJDE0QOO1.

17. Equipment Status History (P1307)

Use this processing option to specify the version to be used for Equipment
Status History (P1307). If you leave this option blank, the system uses
version ZJDE0OO1.

18. Credit Check (P42050)
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Use this processing option to specify the version to be used for Credit Check

(P42050). If you leave this option blank, the system uses ZJDE00O1.

19. Quick Customer/Contact Add (P01015)

Use this processing option to specify the version to be used for Quick

Customer/Contact Add (P01015). If you leave this option blank, the system uses

ZJDEOO0O1.

20. Customer Address Book (P01012)

Use this processing option to specify the version to be used for Customer

Address Book (P01012). If you leave this option blank, the system uses

ZJDEOO0O1.

21. Call Entry - Customer (P17501)

Use this processing option to specify the version to be used for Call Entry -

Customer (P17501). If you leave this option blank, the system uses version

ZJDEOO0O1.

22. Call Entry - Caller (P17501)

Use this processing option to specify the version to be used for Call Entry -

Caller (P17501). If you leave this option blank, the system uses version

ZJDEOQO0O1.
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23. Equipment Search/Select (P17012S)

Use this processing option to specify the version to be used for Equipment
Search/Select (P17012S). If you leave this option blank, the system uses
version ZJDEQOOQO1.

To enter service work orders on the web using this version of Service Work
Order Revisions (P17714), you must activate the Customer Self-Service
processing option in the version of Equipment Search/Select (P17012S) that you

enter in this field.

Category Codes tab

The processing options on this tab define the values for category codes in the Service Work
Order Revisions form.

Enter default Category Code values for the following:

1. Category Code 1

Use this processing option to enter the value for Category Code 1 that the
system uses as a default. This category code indicates the current stage or
phase of development for a work order. You can assign a work order to only one
phase code at a time.

You must enter a value that has been defined in the user defined code table

(00/W1).

2. Category Code 2

Use this processing option to enter the value for Category Code 2 that the
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system uses as a default. This category code indicates the type or category of

a work order.

You must enter a value that has been defined in the user defined code table

(00/W2).

3. Category Code 3

Use this processing option to enter the value for Category Code 3 that the
system uses as a default. This category code indicates the type or category of

a work order.

You must enter a value that has been defined in the user defined code table

(00/W3).

4. Category Code 4

Use this processing option to enter the value for Category Code 4 that the
system uses as a default. This category code indicates the type or category of

a work order.

You must enter a value that has been defined in the user defined code table

(00/W4).

5. Category Code 5

Use this processing option to enter the value for Category Code 5 that the
system uses as a default. This category code indicates the type or category of
a work order.

You must enter a value that has been defined in the user defined code table

(00/WS5).
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6. Category Code 6

Use this processing option to enter the value for Category Code 6 that the
system uses as a default. This category code indicates the status of a work

order.

You must enter a value that has been defined in the user defined code table

(00/W6).

7. Category Code 7

Use this processing option to enter the value for Category Code 7 that the
system uses as a default. This category code indicates the service type of a

work order.

You must enter a value that has been defined in the user defined code table

(00/W7).

8. Category Code 8

Use this processing option to enter the value for Category Code 8 that the
system uses as a default. This category code indicates the type or category of

a work order.

You must enter a value that has been defined in the user defined code table

(00/W8).

9. Category Code 9

Use this processing option to enter the value for Category Code 9 that the

system uses as a default. This category code indicates the type or category of
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a work order.
You must enter a value that has been defined in the user defined code table

(00/W9).

10. Category Code 10

Use this processing option to enter the value for Category Code 10 that the
system uses as a default. This category code indicates the type or category of
a work order.

You must enter a value that has been defined in the user defined code table

(00/WO).

Prepayment tab

These processing options control whether you can record payment information for service
work orders.

Prepayment of an work order takes place when a seller receives a form of payment from the
customer at the time of order entry. There are many types of prepayments that a customer
can use, such as cash, check, and credit card. When you make any type of prepayment, the
system records transaction information, and indicates the payment on the invoice.

Use this processing option to specify a hold code the system uses to restrict the amount of an
item or item group that a customer or customer group can purchase.

You must set up the Product Allocation preference in the Preference Master (P40070),
activate the preference through the Preference Selection (R40400), set up the hold code
information in Order Hold Information (P42090) and then activate preference profile
processing in the P4210, Versions, Preference Profile processing option. You must enter a
value that has been set up in UDC 42/HC.

1. Prepayment Processing
Blank = Bypass Prepayment Processing

1 = Activate Prepayment processing

Use this processing option to determine whether to activate Prepayment
Processing.

Valid values are:
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Blank The system does not update prepayment processing files.

1 The system updates prepayment processing files.

2. Authorization Processing
Blank = Bypass Authorization processing
1 = Process Authorization interactively

2 = Process Authorization in batch or subsystem mode, based on the version

Use this processing option to identify the method of processing.
Valid values are:
Blank The system does not process the authorization.
1 The system processes the authorization interactively.
2 The system processes the authorization in batch or subsystem mode,

based on the version.

3. Settlement Processing
Blank = Bypass Settlement processing
1 = Process Settlement interactively

2 = Process Settlement in batch or sybsystem mode, based on the version

Use this processing option to identify the settlement processing method. Valid
values are:

Blank The system does not process the settlement.

1 The system processes the settlement interactively.

2 The system processes the settlement in batch or subsystem mode,

based on the version.

4. Authorize Prepayment Transaction (R004201) version
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Use this processing option to enter the version to be used for the Authorize
Prepayment Transaction UBE (R004201). If you leave this option blank, the

system uses version XJDEOOO1.

5. Settle Prepayment Transaction (R004202) version

Use this processing option to enter the version to be used for the Settle
Prepayment Transaction (R004202). If you leave this option blank, the system
uses version XJDEQOOO1.

6. Override Next Status for Authorized Transactions (future)

Use this processing option to identify the override next status code for
authorized transactions. The override status is another allowed step in the

process.

7. Override Next Status for Settled Transactions (future)

Use this processing option to identify the next status code for Settled

transactions. The override status is another allowed step in the process.

Assigning Parts to a Service Order

You can assign parts to a service order to satisfy parts requirements for repair tasks.
Depending on how you set up your system, you can indicate how and when the system
commits inventory to satisfy the parts requirements for a service order. For example, you can
use Workflow Management to direct the system to commit inventory to a service order only at
a particular service order status.
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You can assign inventory parts when you are creating a service order for an unanticipated
emergency repair. You can also assign parts for which you do not maintain an inventory
master, such as order parts for which you rarely have a need. All parts inventory information
that applies to a service order appears on Service Order Parts List.

Before You Begin

a Verify that you have purchased and installed the following systems. You must have

installed these systems to be able to use parts lists for service orders:
e System 30: Product Data Management

o System 31: Shop Floor Management

e System 40: Inventory Base and Order Processing

e System 41: Inventory Management

e System 43: Procurement

Set up substitute parts through the Inventory Cross Reference program. See Setting
Up Item Cross-References in the Inventory Management documentation for more
information about assigning inventory cross-references.

» To copy an existing parts list

From the Daily Service Order Processing menu (G1712), choose Service Order Entry.

1.

On Work with Service Orders, in the Query by Example row, complete the following
field and click Find:

e  Order Number

Choose the record and then choose Parts List from the Row menu.
On Service Order Parts List, choose Copy BOM from the Form menu.

On Copy Screen, click OK to copy the bill of material for the displayed item and
branch/plant to the service order parts list.

On Service Order Parts List, make any necessary changes to the parts list and click
OK.

» To manually assign a parts list

From the Daily Service Order Processing menu (G1712), choose Service Order Entry.

1.

On Work with Service Orders, locate the service order to which you want to attach a
parts list.

2. Choose the record and then choose Parts List from the Row menu.
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On Service Order Parts List, choose the applicable component to attach to the
service order and click OK.

To override the billing adjustment schedule, complete the following field:

e Bill Adj. Schedule

The system retrieves the value for this field from the extension table to the address
book that contains CSMS-Address Book Information table (F1797).

To determine if the customer is entitled, review the following field:

e Entitlement Check

A value of 1 indicates that the customer is entitled.

The system retrieves the value for the Entitlement Check field from the Service Order
Master Extension table (F4817).

To review coverage information for entitled customers, review the following fields:
e Coverage Group

e Percentage Covered

To override the cost type of the part, complete the following field:

e Cost Type

The system retrieves the value for this field from the Item Branch Master - Customer
Service Extension table (F41171).
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8. To override whether or not the account is billable, complete the following field:

e Billable Y/N

If a service order has a flat rate, the parts are not billable.

9. If you are pricing using the Advanced Pricing system, review the following field, and
override if necessary:

¢ Estimated Billable Unit

Based on the value in the Estimated Billable Unit field, the system calculates the
Estimated Billable Amount.

10. To override the service provider payment information, complete the following fields:
e Pay Adj. Schedule

e Pay Method Pricing

The system retrieves the value for these fields from the address book record in the
Address Book CSMS Extension table (F1797).

Processing Options for the Work Order Parts List program (R3111)

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 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, XJDEOOO7 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 (ZJDE00O1)

2. Work Order Inventory Issues - P31113 (ZJDE00O1)

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
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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 version in parenthesis will be used.
1. Supplier Master - P01054 (ZJDE0O001)

2. Open Order Inquiry - P430301 (ZJDEOOOG)

3. Supply and Demand Inquiry - P4021 (ZJDE0OOO3)

4. Item Availability by Time - P3413 (ZJDE0002)

5. Purchase Order Entry - P4310 (ZJDE00O1)

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

When a customer needs to return a piece of equipment because it is faulty or for any other
reason, you can record the replacement piece that you are shipping on the service order.
This is considered an advanced exchange when you ship a replacement piece of equipment
before you receive the item being returned by the customer.

You can access the Installed Base Change Out form from the service order header. The
system retrieves the serial number from the service order and enters it as the default value
for the incoming product for repair.

» To exchange a piece of equipment

From the Daily Service Order Processing menu (G1712), choose Service Order Entry.

1.  On Work with Service Orders, locate and choose the service order and click Select.

2. On Service Work Order Revisions, choose Installed Base from the Form menu, and
then choose Changeout.
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3. On Installed Base Change Out, complete the following field to override the
transaction date and time:

o Effective Date/Time

The system enters the current system date and time as the default.

4. Complete the information for incoming and outgoing product, and click OK.

The system confirms the exchange by displaying a message that the exchange was
successful.

5. Click OK.
The outgoing product inherits whatever contracts were associated to the incoming
product and updates the Installed Base record.

Attaching Service Instructions

You can specify which work center is responsible for each task on a service order. You can
specify the sequence of operations for each task, as well as the labor rates and the number
of hours necessary to complete each task.

You can assign labor routing instructions to a service order using the following methods:
e Copy labor routing information from standard instructions
e Manually assign labor routing instructions

When you know the labor requirements for a particular task in advance, you can set up
standard routing instructions for the task. You can copy from the instructions when you need
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to assign labor routings for similar tasks. You can manually assign labor routing instructions
for any task for which you have not set up standard routing instructions.

Before You Begin

a Verify that you have purchased and installed the following systems. You must have
installed these systems to be able to use routings for service orders:

System 30: Product Data Management

System 31: Shop Floor Management

System 40: Inventory Base and Order Processing
System 41: Inventory Management

System 43: Procurement

o Verify that the following fields on the Service Work Order Revisions form are
complete:

Standard Procedure
Start Date

» To copy labor routing information from standard instructions

From the Daily Service Order Processing menu (G1712), choose Service Order Entry.

After you have created a work order, you can copy labor routing information from standard
instructions. Labor routing information establishes the responsible work center for each task
on a work order, as well as the sequence of operations for the tasks.

1. On Work with Service Orders, in the Query by Example row, complete the following
field and click Find:

Order Number

2. Choose the record and choose Instructions from the Row menu.
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3. On Work Order Routing, choose Copy by Item from the Form menu.
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On Copy by ltem, click OK to copy the standard instructions for the displayed item
and branch/plant to the work order routing.

You can accept the values on the Copy by Item form or enter different values. The
system completes the Work Order Routing form with values from the standard
instructions.

On Work Order Routing, make any additional changes and click OK.

» To manually assign labor routing instructions

From the Daily Service Order Processing menu (G1712), choose Service Order Entry.

After you have created a work order, you can manually assign labor routing instructions for
any maintenance task for which you have not set up standard routing instructions.

1.

On Work with Service Orders, in the Query by Example row, complete the following
field and click Find:

e  Order Number

Choose the record and choose Instructions from the Row menu.

On Work Order Routing, complete the following fields:

e Work Center

The system retrieves the value for the Work Center field from the service
provider address book record, if available.

e Operation Sequence
e Operation Description
e Labor Run Hours

e Capacity UOM

Capacity unit of measure is required if you use Advanced Pricing.

The system retrieves the value for the Customer field from the Service Order Master
table (F4801).

To determine if the customer is entitled, review the following field:

e Entitlement Check

A value of 1 indicates that the customer is entitled.

The system retrieves the value for the Entitlement Check field from the Service Order
Master table (F4801).

To review coverage information for entitled customers, review the following fields:

e Coverage Group
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e Percentage Covered

To override the cost type of the labor, complete the following field:

e Cost Type

To override whether or not the account is billable, complete the following field:
e Billable Y/N

To override the labor costs associated with the order, complete the following field:
e Estimated Billable Rate

Complete the following optional fields:

e Operation Status

e Rate

o Estimated Start Time

¢ Request Date

e Overlap Percent

e Crew Size

e Instruction Number

. To override payable information, complete the following fields and click OK:

e Payable Y/N

Pay Method of Pricing

e Pay Adjustment Schedule
e Estimated Payable Rate

o Estimated Payable Amount
e Actual Payable Rate

¢ Actual Payable Amount

e Date Paid
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11. On Work Order Routing, choose the applicable instructions to attach to the service
order and click OK.

Processing Options for Work Order Routing (P3112)

Process
1. Create Parts List

Blank = No Parts List.
1 = Parts List.
2. Operation's Generic Text

Blank = Does not copy to the work order routing.
1 = Copies to the work order routing.
3. Queue and Move Hours

Blank = Do not default Queue and Move Hours from Work Center.
1 = Always Default Queue and Move Hours from Work Center.
2 = Default Queue and Move Hours from Work Center only for manual entry.

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 = ZJDEO003
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Updating the Life Cycle Information of a Service Order

The life cycle of a service order includes the steps, or statuses, through which a service order
must pass in order to accurately communicate the progress of the service tasks that the
service order represents. For example, the life cycle of a service order can include statuses
that indicate:

e Service order entered

e Service order pending review
¢ Waiting for parts

o Work in progress

When you have completed all of the tasks requested on a service order, you can change the
service order status to complete. When you change the status of a service order to complete,
the system issues a warning message to alert you to any open purchase orders associated
with the service order. You can close a service order to prevent transactions from being
entered against it.
Topics

O Changing the status of a service order

o Closing a service order

» To change the status of a service order

From the Daily Service Order Processing menu (G1712), choose Service Order Entry.

After you create a service order, you can revise its status to indicate the progress of the tasks
indicated on the order.

1.  On Work with Service Orders, complete the steps for locating a service order, choose
a service order, and click Select.

2. On Service Work Order Revisions, click the Status/Assignments tab.
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3. Complete the following field:
e Current Status
4. Complete the following fields and click OK:

e Estimated Start Date/Time

Enter an estimated start date/time when you enter status information.

e Status Comment

» To close a service order

From the Daily Service Order Processing menu (G1712), choose Service Order Entry.
You can close a service order to prevent transactions from being entered against it.

1. On Work with Service Orders, complete the steps for locating a service order, choose
a service order, and then click Select.

On Service Work Order Revisions, click the Status/Assignments tab.

3. Complete the following fields:
e Actual End Date/Time

e Percent Complete
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4. To prevent transactions from being entered, enter a value other than blank in the
following field and click OK:

e Subledger Inactive Code

Reviewing the Status History of a Service Order

You can review a history of the statuses that you have assigned to a service order, such as
new order, parts list attached, and in progress. This is especially useful when you need to
determine how long a service order has been at various statuses in the service order life
cycle. When you review the status history of a service order, you can also review:

e Remarks entered when you changed the service order status

e The beginning and ending dates and times of each status change

e The hours associated with each occurrence of a particular status
Processing options for Work With Status History allow you to revise existing remarks for any
status change, enter a new remark, or protect the remarks field from future revisions.

» To review the status history of a service order

From the Daily Service Order Processing menu (G1712), choose Service Order Status
History.

@ Service Order Status History - [Work With SEatus History ] 8 - IEllll
£ IFle Edit Preferences Form ‘Window Help =1
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QK Find Can.. MNew. Dis.. Abo
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Serial Mumber I
Status Begin Beginning Ending Ending
@1 Sl Description Date Time Date Time
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On Work With Status History, complete the following field and click Find:
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e  W.O. Number

A history of each status assigned to the service order, from its creation to the
present, appears.

Processing Options for Status History (P1307)

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

Review service order parts lists to view the most current information about the parts
requirements of your service orders. Use Parts List Inquiry to review information for individual
service orders or a group of related service orders. You can review the following:

e Parts requirements based on service order status
e Parts requirements based on the start date

o Parts with a negative availability

» To review service order parts lists

From the Daily Service Order Processing menu (G1712), choose Parts List Inquiry.
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. Parts List Inquiry - [Work With Work Order Parts Lisk]
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On Work With Work Order Parts List, complete the following field:

¢ WO Number

You can search for parts information based on a service order number or on a
combination of fields on the Additional Selection Criteria form, but not on both.

From the Form menu, choose Added Selection.
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. Parts List Inquiry - [Additional Selection Criteria]

On Additional Selection Criteria, complete any combination of the following fields to
search for parts associated with multiple service orders:

e Address Number
e Business Unit

e Asset Number

e WO Start Date

e From Status

e Thru Status

Complete any of the optional category code fields to further limit your search to
specific service orders and click Close.

On Work With Work Order Parts List, complete the following fields and click Find:
e Requirements
e Availability

To determine which service orders are creating a demand for a part, choose a
record, and then choose Supp/Dem Inquiry from the Row menu.

The system displays Work With Supply and Demand, from which you can review the
associated service orders.
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Processing Options for Work Order Parts List Inquiry (P3121)

Versions

If blank, version 'ZJDE0001" will be used.
1. Purchase Order Inquiry Version

2. Supply/Demand Version

Reviewing Costs by Parent Service Order

You can quickly review all service order costs associated with a parent service order. Use
Work with Cost by Parent Work Order to review the total amounts and hours at the parent
service order level, with individual service orders summarized as follows:

e Estimated amount or hours

e Actual amount or hours

e Variance between estimated and actual

You review costs by amounts or hours. After you review a summary of costs for the parent
service order, you can review detailed costs for each service order in the project.

» To review costs by parent service order

From the Daily Service Order Processing menu (G1712), choose Parent Service Order

Inquiry.

Q Parent Service Order Inquiry - [Work With Cost by Parent Order] =] 3]
C:' File Edit Preferences Form Row  Yiew Window Help =1
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inks Docu... OLE .. Int t
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4518481Server is down 3ge.00i 388.00: [00451848
451856 Not installed correctly 200.004 35.004 165.00;00451848
Total: 588.00° 423.00° 165.00;

Eea
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1. On Work With Cost by Parent Order, complete the following field and click Find:

e Order Number

2. To review costs for a particular service order, choose the record, and then choose

WO Cost Detail from the Row menu.

Q Parent Service Order Inquiry - [Work With Work Order Cost] Bl ] 4
C:' File Edit Preferences Form Row  Window Help =1
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15.00
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2.00

100.00
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3. On Work With Work Order Cost, to limit the transactions that the system displays,
complete the following fields and click Find:

e From
e Thru

e Ledger Type

See Also

Q Reviewing Work Order Transactions in the Enterprise Asset Management

documentation

Printing Service Orders

Print service orders when you need a hard copy of a service order.

If you want to print multiple service orders, instead of using the following procedure,
choose Service Order Print from the Daily Service Order Processing menu (G1712).
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» To print service orders

From the Daily Service Order Processing menu (G1712), choose Service Order Entry.

1. On Work with Service Orders, locate the service order that you want to print.
2. Choose the service order and choose Print WO from the Row menu.

You can view the service order online or print the service order.

See Also

Q Service Order Print (R17714) in the Reports documentation for a sample of this
report

Creating Service Order Prepayment Transactions

To track your customer's payments that are made up-front, you can use prepayment
processing. Customers can prepay by using cash, check, or credit card. If payment has
already been made for service, the invoice reflects that the service order has been prepaid. If
prepayments are being used with the service order, the full amount of the service order must
be prepaid.

Before You Begin

o Define the processing options for the Service Order Revisions form to process
prepayment transactions.

» To create service order prepayment transactions

From the Daily Service Order Processing menu (G1712), choose Service Order Entry.

1. On Work with Service Orders, locate, choose and then select the service order that is
being prepaid.

2. On Service Work Order Revisions, click the Accounting tab.

Complete the following fields and click OK:
e Payment Instrument

e Prepayment Amount
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See Also

Q

Working with Prepayments

Processing Service Orders

After you have created service orders and made any necessary revisions, you can issue
inventory to service orders and post inventory to the general ledger.

Topics

Q

0O 0O 0 O

Issuing inventory to service orders

Reviewing and approving inventory journal entries
Posting inventory to the general ledger

Entering time

Working with hours and quantities

Issuing Inventory to Service Orders

You can use the Inventory Issue Revisions form to issue material associated with a service
order. You can also change the commitments that the system recorded. When you change
commitments, the system displays an error message if the quantities do not equal the total
quantity required. The system also adjusts the available balance for any location for which
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you changed the quantity committed. The system creates journal entries. The total cost of
each part can be split into separate journal entries, based on the percentage of the part
covered under a contract.

To reverse an issue transaction, enter the item quantity as a negative number. The system
decreases the amount in the Quantity Issued field.
Topics

O Issuing material from a single location

O Issuing material from multiple locations

Before You Begin

0 Ensure that the document type on your service order is set to 1 in the Service Order
field on the Document Type Maintenance table.

Set up service order document types in the Document Type Maintenance program
(P40040) from the Service Order Setup menu (G1742).

0 Ensure that you have set up Inventory AAls to track inventory cost. See Setting Up
AAls for Service Orders for more information.

» To issue material from a single location

From the Daily Service Order Processing menu (G1712), choose Service Order Inventory
Issues.
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1. On Work With Work Order Inventory Issue, complete the following field and click
Find:
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e  Skip to Order Number

2. Choose an item and click Select.

PeopleSoft.
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3. On Inventory Issue Revisions, review or revise the following fields:
e Issue Material for
e Issueto
o MtSt

e Qty Ordered

e UM

e Location

e Lot/Serial
4. Click OK.

» To issue material from multiple locations

From the Daily Service Order Processing menu (G1712), choose Service Order Inventory
Issues.

This task is only necessary to issue material from locations that are different than what is
listed on the Inventory Issues form.
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1. On Work With Work Order Inventory Issue, complete the following field and click
Find:

e  Skip to Order Number

2. Choose an item and click Select.

3. On Inventory Issue Revisions, complete the following field:
e Issues

4. Choose an item and choose Multi-location from the Row menu.

On Select Multiple Locations, review the following default information:

¢ Quantity
e Location
e Lot/ Serial

e Branch/Plant

Processing Options for Work Order Inventory Issues (P31113)

Edits

CPPOOTONOOALN S

Document Type

Work Order Status Code
Material Status Code

Work Order Status Code Limit
Negative Quantity on Hand
Item Sales History

Lot Hold Codes

Lot Hold Code #1

Lot Hold Code #2

Lot Hold Code #3

Lot Hold Code #4

Lot Hold Code #5

Unplanned Issues

Purchase Order Document Type

10. Receipt Routing Route Type (FUTURE)
11. Route Type

(FUTURE)

Display

1.

oA wWN

Issue Type Code

. Operation Sequence

Requested Date

Lot Number

Issue Material For

Apply Shrink to Issue Quantity
1= Apply

Blank = Do not apply

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)
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Equipment Mgt

1. Equipment/Plant Management
2. Work Order Number

Interop

1. Transaction Type

What You Should Know About Processing Options

Equipment Management tab For CSMS, enter 1 for equipment issue entries.

Reviewing and Approving Inventory Journal Entries

From the Daily Service Order Processing menu (G1712), choose G/L Journal Review.
You can review information at different levels before posting journal entries. You can:

o Review a list of journal entry batches
e Revise journal entry detail

When you review journal entries for posting, you can display a list of batches based on the
batch type, number, date, status, or your user ID. For example, you might want to review all
batches with a posting status of pending. If the batch review security feature is activated, the
system lists only the batches that you are authorized to review and approve.

After you review a list of batches, you can access transaction detail within a specific batch of
journal entries. For example, you can review the number of journal entries within a batch. You
can also select a specific journal entry for review.

The G/L Journal Review program displays and updates information in the Batch Control
Records (FO011) and Account Ledger (F0911) tables.

After you enter and review a batch of journal entries, you might need to approve it before
posting can occur. Based on your company requirements as defined by the general
accounting constants, the system assigns either a pending or an approved status to the
batch.

See Also

Q Reviewing Journal Entries in the General Accounting documentation for steps to
review, revise, and approve journal entries

Posting Inventory to the General Ledger

From the Daily Service Order Processing menu (G1712), choose Post Inventory to G/L.

After you enter, review, and approve inventory journal entries, post them to the general
ledger. You can use various methods to post journal entries. For information about these
methods and instructions on posting journal entries, see Posting Journal Entries in the
General Accounting Guide.
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Before You Begin
Q Verify that the batch has an approved status.
Q Ensure that all post menu selections are routed to the same job queue and that the
job queue allows only one job to process at a time.
See Also
Q Understanding the Post Process for Journal Entries in the General Accounting

documentation

Processing Options for General Ledger Post Report (R09801)

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. ZJDE00O1)

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. ZJDE00O01)

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. ZJDE0OO1)

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 (FO018). '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, RB
only.)

***Obsolete™*

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.)

***QObsolete***
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Entering Time

Use the Service Order Time Entry program to charge hours and quantities to a service order.
You can use the processing options to display the information in order number format or
employee number format. Use these formats to record time and quantities for employees
against service order routing steps, or service order routing steps against employees.

Note the following important information about entering hours and quantities:

o Enter the quantity completed only once for each operation sequence number.
Entering the quantity for each type of hours causes a variance amount.

¢ Enter hours using beginning and ending times for each entry or enter the actual
hours up to two decimal places.

e Reverse completed or scrapped quantities that you have entered by entering the
quantity as a negative value.

» To enter time

From the Daily Service Order Processing menu (G1712), choose Service Order Time
Entry.

Q Service Order Time Entry - [Work With Work Order Time Entry] : =] 3]
C:' File Edit Preferences Form Row  Window Help =1
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1. On Work With Work Order Time Entry, complete the following fields and click Find:
o Work Date
e Employee Number

2. To enter hours and quantities, click Add.
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v W % &8 J i
Links Updat OLE .. Int t
0K Del.. Can.. Mew. Dis.. Ao o oo
Tk Ete Iusm 0oz Batet ke 238
Ermplayee W utrmkber IEDm Allen, Ray
i Order Order Employee Equipment Oner # Ty | Shift Begin End
Humber Type Humber Humhber P Hrs | Code Time Time
[l »
oo
Row: L

3. On Time Entry Revisions, complete the following optional fields and click OK:

e Oper#
e TyHrs

e Hours

e Quantity
e UM

o St

Processing Options for Work Order Time Entry (P311221)

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, ZJDE0OO01 will be used.
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A WN

. Test Results Revisions (P3711)

. Manufacturing Scheduling Workbench (P31225)
. Production Status (P31226)
. Hours and Quantities Update (R31422) (Default - XJDE0OO1)

Working with Hours and Quantities

Topics

After you enter time, complete the following processes:

O Updating hours and quantities
0 Reviewing and approving cost routing journal entries

O Posting cost routing journal entries to the general ledger

Before You Begin

O Ensure that the document type on your service order is set to 1 in the Service Order
field on the Document Type Maintenance table.

O Setup AAls to cost routings. See Setting Up AAls for Service Orders for more
information.

Updating Hours and Quantities

From the Daily Service Order Processing menu (G1712), choose Hours and Quantities
Proof.

From the Daily Service Order Processing menu (G1712), choose Hours and Quantities
Update.

To process the hours and quantities that you have entered and to create journal entries for
the costs, you must run the Hours and Quantities Update batch program. This program
updates the Work Order Routing table (F3112) and creates journal entries. The Total cost of
each routing will be split into separate journal entries based on the percentage of the routing
covered under a contract. After you run this program, you cannot make changes.

You can run the Hours and Quantities Proof program (R31322) before running Hours and
Quantities Update (R31422) to review and correct any errors.

Note

In the processing options of the Hours and Quantities Update program, you must activate the
CSMS processing option 1, Create CSMS Journal Entries, for the system to create journal
entries.

Processing Options for W.O. Hours and Quantity Update (R31422)

Interop
1. Transaction Type
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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

From the Daily Service Order Processing menu (G1712), choose G/L Journal Review.
You can review information at different levels before posting journal entries. You can:

e Review a list of journal entry batches
¢ Revise journal entry detail

When you review journal entries for posting, you can display a list of batches based on the
batch type, number, date, status, or your user ID. For example, you might want to review all
batches with a posting status of pending. If the batch review security feature is activated, the
system lists only the batches that you are authorized to review and approve.

After you review a list of batches, you can access transaction detail within a specific batch of
journal entries. For example, you can review the number of journal entries within a batch. You
can also select a specific journal entry for review. The General Journal Review program
updates and displays information in the Batch Control (FO011) and the Account Ledger
(FO911) tables.

After you enter and review a batch of journal entries, you might need to approve it before
posting can occur. Based on your company requirements as defined by the general
accounting constants, the system assigns either a pending or an approved status to the
batch.

Before You Begin

O Change the value in the Batch Type field to 0 (zero).
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See Also
Q Reviewing Journal Entries in the General Accounting documentation for steps to
review, revise, and approve journal entries

Posting Cost Routing Journal Entries to the General Ledger

From the Daily Service Order Processing menu (G1712), choose Post Inventory to G/L.

After you enter, review, and approve cost routing journal entries (batch type equal to zero),
post them to the general ledger. You can use various methods to post journal entries.

Before You Begin
Q Verify that the batch has an approved status.
Q Ensure that all posting menu selections are routed to the same job queue and that
the job queue allows only one job to process at a time.
See Also

Q Understanding the Post Process for Journal Entries in the General Accounting
documentation

O Forinformation about these methods and instructions on posting journal entries, see
Posting Journal Entries in the General Accounting documentation

Processing Options for General Ledger Post Report (R09801)

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. ZJDE00O1)

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. ZJDE0OO1)

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 (FO018). '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.
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Cash Basis

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

***Obsolete™**

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 ZJDE00O01.)

***QObsolete***

Billing and Paying Service Orders

The typical billing and payment process includes accumulating service orders to bill and pay,
creating and printing invoices, and recording journal entries for income and receivables.

Invoices are based on billable service orders and the first step in the billing process is to
accumulate the billable service orders. Vouchers are based on payable service orders, and
the first step in the payment process is to accumulate payable orders.

When you run Service Order Workfile Generation, the system gathers the service orders
eligible for billing and payment from the Work Order Parts List (F3111), the Parts List
Extension table (F31171), the Work Order Routing table (F3112) and the Routing Instructions
Extension table (F31172) and then creates Service Billing Workfile records (F4812).

For multi-currency environments, the system retrieves currency information from the following
sources:

When billing for a part or Domestic: Currency code of the company to which the Service Order

routing Business Unit belongs.

Foreign: Currency code of the customer within the Customer Master.
Whe_n paying for apartor  pomestic: Currency code of the company to which the Service Order
routing Business Unit belongs.

Foreign: Currency code of the service provider within the Supplier Master.

Topics
O Setting up AAls for service orders
O Understanding service order billing for CSMS

O Generating the Service Order Workfile

See Also
Q Billing for CSMS for related tasks
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Setting Up AAls for Service Orders

You must create AAls for each unique combination of company, document type, and G/L

class (G/L offset account) and cost type that you want to use. Each AAl is associated with a
specific G/L account that consists of a business unit, an object, and optionally, a subsidiary.

When you set up AAls for CSMS, the system uses distribution AAls for service order billing

and paying. Service order-related distribution AAls consist of the following:

Based on the four key fields, Company, Document Type, G/L Class Code, and Cost Type,
the system retrieves the G/L Account to use when creating an entry in the Service Billing

1742, Service Orders (Billing)

1782, Service Order Claims (Paying)

Detail Entry (P4812).

Based On:

HCreate Journal Entries using:

Company

Doc Type

G/L Code

Cost Type

Branch/Plant

Obj. Acct

Subsidiary

The system retrieves the document type, company, G/L class codes, and cost type from the
service order.

If **** is entering in the Distribution AAls for the G/L class code, then the system ignores the

GIL class code and uses on the company, document type and cost type.

If the business unit for the AAl is blank, the system locates the responsible business unit

based on the value specified in the field, Responsible Business Unit, located on the Service
Orders tab in the CSMS Constants.

Understanding Service Order Billing in CSMS

The typical billing process includes accumulating service orders to bill, creating and printing
invoices, and recording journal entries for income and receivables.

The typical payment process includes accumulating service orders to payment, creating and

printing invoices, and recording journal entries for income and receivables.

When you perform service order billing, you create accounts receivable entries for customers
whom you invoice. You also create accounts payable entries for service providers that you
pay. Based on a processing option in Service Order Workfile Generation program (R1775),
you can choose to gather billable and payable records at the same time, or do one process
before the other.

Topics

Understanding service order billing and paying in CSMS summarizes the following service

order billing processes:

Customer Invoice Processing

Service Provider Voucher Processing

Customer Invoice Processing

When you generate the service order workfile using the CSMS Service Order Workfile

Generation (R1775), the system gathers the orders that are eligible for billing from the Work
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Order Master table (F4801), the Service Order Extension (F4817), the Work Order Parts List
(F3111), the Parts List Extension table (F31171), the Work Order Routing table (F3112) and
the Routing Instructions Extension table (F31172), and creates the Service Billing Workfile
records (F4812).

After you generate the service order workfile, you must continue the standard billing process,
which includes:

¢ Generate the invoice workfile using the Invoice Processing Program (P48121)
e Printing invoices (R48504)

e Generating the Invoice Journal using the Invoice Journal Generation program
(R48131)

o Creating A/R and G/L entries using the Create A/R Entries program (R48199)

e Posting the A/R and G/L entries using the standard Post Invoices to the G/L program
(R0O9801)

Run the Invoice Processing program to group workfile transactions and assign invoice
numbers. When you run the Invoice Generation program, the system summarizes one or
more workfile transactions into pay item records. Pay items are the billing lines that make up
the total amount of a specific invoice. The system stores pay item information in the Invoice
Summary Workfile (F4822) and updates the workfile transaction records with the new invoice
information and the sequence and summarization key information.

After you run the Invoice Processing Program, you can print invoices for your customers for
services provided to them.

To complete the billing process, you must create A/R and G/L entries. You first create
preliminary A/R and G/L entries using the Invoice Journal Generation program (R48131).
When the system creates preliminary A/R and G/L entries, you can review the resulting
reports, the Billing Journal Register and the Invoice Journal Generation Report, to determine
whether the entries were generated with errors.

After you ensure that there are no errors within the batch, you can create the final A/R
entries, using Create A/R Entries (R48199), and then post invoices to the general ledger.

See Billing for CSMS for detailed information and tasks about billing customers for service
orders in the Customer Service Management system.
Service Provider Voucher Processing

When you generate the service order workfile using CSMS Service Order Workfile
Generation program (R1775), the system gathers the orders that are eligible for payables and
creates records in the Service Billing Workfile (F4812).

After you generate the service order workfile, you must continue the standard voucher
process, which includes:

e Generate the voucher workfile using the Voucher Generation Program (P48122)
e Print vouchers

¢ Generating the Voucher Journal using the Voucher Journal Generation program
(R48131)

e Creating A/P and G/L entries using the Create A/P Entries program (R48197)

e Posting the A/P and G/L entries using the standard Post Invoices to the G/L program
(R0O9801)
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Run the Voucher Generation program to group workfile transactions and assign voucher
numbers. The system stores pay item information in the Voucher Summary Workfile (F4823)
and updates the workfile transaction records with the new voucher information and the
sequence and summarization key information.

To complete the billing process, you must create A/P and G/L entries. You first create
preliminary A/P and G/L entries using the Voucher Journal Generation program (R48131).
When the system creates preliminary A/R and G/L entries, you can review the resulting
reports, the Journal Edit Register and the Journal Audit Report, to determine whether the
entries were generated with errors.

After you ensure that there are no errors within the batch, you can create the final A/P
entries, using Create A/P Entries (R48197) and then post invoices to the the general ledger,
using the standard Post program (R09801).

See Voucher Processing for CSMS for detailed information and tasks about generating
vouchers for service orders in the Customer Service Management system.

Generating the Service Order Workfile

Generating the service order workfile allows you to do the following:

o Bill customers for services that you provided to them
e Pay service providers for services that they provided to your company

The system retrieves the billing information from the parts and routing detail lines.

The following tables are accessed when you generate the Service Order Workfile:

Work Order Master (F4801) Contains general service order information

Service Order Extension (F4817) Contains CSMS-specific information about the service order
Work Order Parts List (F3111) Contains general parts list information

Parts List - Extension (F31171) Contains CSMS-specific information about the parts list
Work Order Routing (3112) Contains general routing and instruction information
Routing Instructions - Extension Contains CSMS-specific information about routing and
(F31172) instruction

Generating the Service Order Workfile, creates or updates the following tables:

BiIIing. Details When you run the Service Order Workfile Generation program in final mode, the system
Workfile (F4812)  reates F4812 records for each detail line within the Work Order Parts List (F3111) and

Work Order Routing (F3112). When you create payable records to pay a service
provider, the system creates a record within the Billing Details Workfile for the Covered
Expense and a separate record for the Non-Covered Expense.

Extension

Parts List - Based on the processing involved, it is possible for the system to update the following:
(F31171) e Date Billed
e Date Paid
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e Actual Billable Unit
e Actual Payable Unit
e Actual Billable Amount

e Actual Payable Amount

Routing Based on the processing involved, it is possible for the system to update the following:
Instructions -

Extension e Date Billed

(F31172)  Date Paid

e Actual Billable Rate
e Actual Payable Rate
e  Actual Billable Amount

e Actual Payable Amount

Processing Options for CSMS Service Order Workfile Generation (P1775)

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
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
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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. 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. [f left blank,
"SERVIC" will default.

3. Enter the appropriate Transaction Type for taxing Flat Rate payables when using Vertex.
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Returned Material Authorization

Returned Material Authorization

A Returned Material Authorization (RMA) is an approval from the supplier for the customer to
return inventory for credit, replacement, or repair. The system creates an authorization
number for the supplier to track the return of the inventory. This is also known as Returned
Goods Authorization (RGA).

When you create an RMA, you create a purchase order to receive the old product and a
sales order to ship a replacement. Or instead of shipping a replacement product, you can
create a credit order. You can indicate how the system creates purchase orders and sales
orders by setting up processing options for versions of Sales Order Entry (P4210) and
Purchase Order Entry (P4310) and specifying those versions in Return Materials
Authorization Revisions program (P40051).

The following graphic illustrates an example of how you can achieve maximum service
revenue with the levels of CSMS functionality. CSMS utilizes customer and product
information that you enter once in order to operate efficient and cost-effective service
processes.

In this example, an installed base record and base warranty record were created when you
sold a computer monitor to customer 4242. When the customer calls with an issue, the
customer service representative (CSR) is able to resolve the issue based on previous calls
with corresponding symptoms, issues, and resolutions. If the CSR is unable to resolve the
issue, the CSR can create a Returned Materials Authorization, by which the customer can
return the faulty monitor and receive a replacement.

CHECK BASE WARRANTY
SERVICE CALL INSTALLED BASE (Inventory,
S CIMy monitor is down” Address Book, Sales Order)
S CSR Knowledge Base: S Item Number: 1000
S Sold To: 4242
S Make sure plugged in, check SERVICE CONTRACT S Sales Order Number: 1550
contrast, etc. One year

S Description: Computer
100% parts and labor

Covers Service Calls and Service
Orders

IF CUSTOMER SERVICE REPRESENTATIVE
CANNOT SOLVE ON LINE

l

RMA CREATED
Purchase Order to receive old monitor,
Sales Order to send a new monitor
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Topics
O Setting up RMA defaults

Q Working with Returned Material Authorizations

Setting Up RMA Defaults

When you set up RMA defaults, you identify to the system that you want the system to

reserve and release parts for shipment using the default data based on the service type,
model, parts recommendation, RMA type, and service provider.

» To set up RMA defaults

From the Service Order Setup menu (G1742), choose Return Materials Authorization
Defaults.

@ Return Materials Authorization Defaults = [Work with Return Material Authori

=13ix]
t::l File Edit Preferences Form  ‘Window Help

=181x]
v B O+ B @ x I & &

Links W Searc.. OLE .. Internet
Select Find Add Copy Del.. Close Seq.. Mew.. Dis.. Abo J @ @

RhA Type IRg Return Material Authorization BranchiPlant I *
Seniice Type Ii_zl Senice Group I*

Semice Provider I

Service Service Type Branchi Service Grouy
Description Plant Description

i 1 Wark with Return Material Authorization Defaults

1. On Work with Return Material Authorization Defaults, click Add.
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PeopleSoft. —++ 7 v {4 of

Select Workspace: | Active Foundation hd

Active Foundation | personsize | change Role | sign out
orization Defaults Revisio A a ™
OK  Cancel Tools
=]
RMA Type R2 Return Material Author/zation Branch/Plant |
Service Type ,7 Service Group

Service Provider |

Purchase Order

Repairable Brn/PIt m Q
Repairable Location

Scrap Brn/PIt 530
Scrap Location S5C.RAP
Purchase Order Version ZJDEDOT 4 Return Matenal Autharization

Received Lead Time 10 days

On

Return Material Authorization Defaults Revisions, complete the following fields:
RMA Type

Service Type

Service Provider

Branch/Plant

Service Group

To set up Purchase Order for Receipt default information, complete the following
fields:

Repairable Brn/PIt

Repairable Location

If a returned inventory item is repairable, the system places the item in a
repairable branch/plant. If the returned item is not repairable, the system places
the item in a scrap branch/plant.

Scrap Brn/Plt
Scrap Location

Purchase Order Version
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e Received Lead Time

The system uses the value from the Received Lead Time field to calculate the
promised delivery for the returned inventory item number.

4. To set up Sales Order for Credit/Shipment default information, complete the following
fields:

e Shipping Brn/Plt
e Shipping Location
e Sales Order Version

5. To set up the type of customer receiving the shipment, click one of the following
options under Ship To Type and click OK:

e Service Provider
e Customer

e Technician
The system retrieves the address book information from the Service Work Order
table (F4801) that is created when you enter a service order.

When you enter an RMA from a service order, the system retrieves the service
provider information from the service order. If you enter an RMA directly from the
menu, the system does not provide the service provider. From the menu, the system
uses the Ship To as the default value for the customer.

6. To define how the system retrieves RMA defaults, exit to Work with Return Material
Authorization Defaults.

7. From the Form menu, choose Search Sequence.
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PeopleSoft.
SelectWorkspace W

Active Foundation Personalize | Change Role | Sign Out

A Defa ea il R

=]

elete Cancel Todls

oK
=]

Customize Grid

-
o= | A O T O |

cld

8. On RMA Defaults Search Sequences, complete the following fields and click OK:
e RMA Type
e Branch/ Plant
e Service Type
e Service Group

e Service Provider

Define the order that you want the system to use to search for a match between the
call and routing rules. The system uses a hierarchical search method, from most
specific to most general. To include fields in the hierarchical search, complete them
witha Y or N.

Processing Options for the Return Material Authorization Revisions
program (P400511)

Defaults

1. Enter the default RMA document type.

2. Enter a '1' to default the Service Order Number to the Sales Order 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 ltem 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
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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 ZJDE0O0O01 will be used.
2. Enter the version of Quick Customer Add (P01015) to be used. If left blank, version ZJDE0OO1 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 ZJDE00O01 will be used.
5. Enter the version of OnLine Invoice Inquiry (P42230) to be used. If left blank, version ZJDEOO0O01 will
be used.

6. Enter the version of Shipment Confirmation (P4205) to be used. If left blank, version ZJDE00O1 will be
used.

7. Enter the version of Purchase Receipts Inquiry (P43214) to be used. If left blank, version ZJDE00O01
will be used.

8. Enter the version of ltem Availability (P41202) to be used. If left blank, version ZJDE00O01 will be used.
9. Enter the version of Item Cross Reference (P4104) to be used. If left blank, version ZJDE00O1 will be
used.

10. Enter the version of Purchase Order Receipt Entry (P4312) to be used. If left blank, version
ZJDEOQO001 will be used.

11. Enter the version of Open Order Inquiry (P4310) to be used. If left blank, version ZJDEO001 will be
used.

Working with Returned Material Authorizations

A Returned Material Authorization is an authorization from the supplier for the customer to
return inventory for credit, replacement, or repair. The system creates an authorization
number for the supplier to track the return of the inventory. This group of programs assists
the user in managing the return of inventory by inventory item numbers.

You can create a purchase order to receive a returned item, which allows you to take
advantage of system processes such as receipt routings, warehouse puts, and quality
inspections. You can also create a sales order to ship a replacement inventory item to a
customer or to issue a credit for the return.

With the RMA module, the system can perform the following functions:

e Trigger invoicing for parts or machines not returned
e Deduct inventory and forecast the reorder level based on usage

e Substitute parts wherever parts numbers are involved (reservation, shipping,
receiving, balancing, backorder fulfillment, and so on)

O Entering Returned Material Authorization information
0 Entering credit memos

O Running the RMA - Sales Order Update program

Before You Begin

o Define defaults for creating sales orders and purchase orders. See Setting Up RMA
Defaults.
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O Set up RMA status user defined codes (40/RN). See Customizing User Defined
Codes in the OneWorld Foundation documentation.

o Verify that you have purchased and installed the following systems. You must have
installed these systems to be able to use Returned Material Authorization:

e System 41: Inventory Management
e System 42: Sales Order Management

e System 43: Procurement

Entering Returned Material Authorization Information

Enter RMA information to manage the return of inventory items for credit or repair. If a
customer calls one of your consultants with a defective item claim, the consultant can use the
RMA programs to:

e Provide an authorization number for the return

o Define a purchase order to record the return of the item

o Define a sales order to credit the customer's account

e Define a sales order to reserve and release items for shipment

If necessary, the consultant can also enter a service order for repair of the returned item.
Additionally, you can use the RMA process to ship replacement items to a customer, service
provider, or technician if a service order is referenced in the header of the authorization.
When you enter the return material authorization, the system creates a record in the Return
Material Authorization table (F40051).

» To enter Returned Material Authorization information

From the Daily Service Order Processing menu (G1712), choose Returned Materials
Authorization.

1. On Work with Return Material Authorization, click Add.

378



PeopleSoft.

Select Workspace: | Active Foundation hd
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On Returned Material Authorization Revisions, complete the following fields:
e Customer

e Branch/Plant

The system uses next numbers to generate the RMA number. The RMA number
associates the purchase order with the sales order.

To associate a service order claim number with the RMA, complete the following
field:

e Claim/PO Number

To associate a service order with the RMA, complete the following field:
e Service Order

To associate a call with the RMA, complete the following field:

e Call

Complete the following fields and click OK:

e Line Type

e Inventory ltem for Receipt
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e Quantity for Receipt

o Expected Receipt Date

The system calculates this date based on the Received Lead Time field on the
Returned Material Authorization Default Revisions form.

¢ Inventory Item Receipt Description
¢ Equipment Number for Receipt
e Carrier Number for Receipt

e Returned Reason

Processing Options for Work with Return Material Authorization (P40051)

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.
2. Shipment Confirmation - P04205 (ZJDE0001)

. Receipt Entry - P4312 (ZJDE0O1)

. SO Entry - P4210 (ZJDEOOO1)

. PO Entry - P4310 (ZJDEOOO1)

. Service Work Order Revisions - P17714 (ZJDE0O001)
. On-Line Invoice - P42230 (ZJDE00O1)

. Purchase Receipts Inquiry - P43214 (ZJDE0OO1)

O©CoOoO~NOOOTLh~h W

RMA Revisions - P400511 (ZJDE0OO1)

PO Receipts - P4312 (ZJDEO0O1)

10. Work With Work Orders - P48201 (ZJDE0002)
11. Work With Calls - P17500 (ZJDE0001)
12. Work With Installed Base - P1701 (ZJDE00O1)
13. Print Pick Slips - R42520 (XJDE0001)

Entering Credit Memos

When you enter credit memos, you are creating a reversal for an existing sales order. This
action creates a negative amount for the sales order.

When you create a credit memo, the system displays order history information from which
you can select entire orders or order detail lines. You can create credit memos from order or
order detail line combinations. As you select an order or order detail line, the system pulls the
information from Sales Ledger Inquiry to Returned Material Authorization Revisions. When
you close Sales Ledger History, you can review the credit information.

Before You Begin
O Set up a unique document type for return materials authorizations.
O Set up a version of Sales Order Entry (P4210) for credit orders. For more information,
see Entering Detail Information in the Sales Order Management documentation.

380



O Set up a version of Sales Ledger Inquiry (P42025) for RMA. Ensure that you set the

status code processing options so that the Sales Ledger Inquiry program only
retrieves orders that have been invoiced.

Set up a version of Work with RMAs (P40051) and RMA Revisions (P400511). In the
processing options for each of these versions, you must enter the versions of Sales
Order Entry and Sales Ledger Inquiry that you set up for RMAs.

O Set up RMA Defaults (P40052).

» To enter a credit memo

From the Daily Service Order Processing menu (G1712), choose Returned Materials
Authorization.

1.

2.

On Work with Return Materials Authorization, click Add.

@ Returned Materials Authorization - [Returned Material Authorization Revisions P ] 4
& IV Fle Edit Preferences Form Row  Window Help 181 x|

v o x & &

QK Can.. Mew. Dis.. Aho

Links w Custn.. [#]OLE .. [#]internet

-
R urmbet |1n IRg Iggggn BranchiFlant I 53
Phone Mumber |303 123-4567
Customer 4253 £| City Light & Power
Service Order I
Ship Ta |
Call I
Contact Name IPHII_ MEYERS ShipToType ——————

) Benicel Erovider

Description |Di|:| not nead
%] Custanier

Claim/PO Number I = Technician

Line Inventory ltem Inventory ltem - Lots
& Type for Receipt Receipt Description SRS ft
REC 72583 Terminal Server - 16 Port 28

On Returned Material Authorization Revisions, complete the following fields:

o RMA Type

This field appears directly to the right of the RMA Number field (Related
PO/SO/WO Order Type).

e Customer

e Branch/Plant

You review existing credit memo information on the Returned Material Authorization
Revisions form.
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3. Choose Credit Memo from the Form menu.

When you create a credit memo, the system accesses Sales Ledger History
(F42199) for order history information.

Q Returned Materials Authorization - [Work With Sales Ledger Inquiry] - |El|l|
£ VFle Edit Prefersnces Form Row ‘Window Help 18|

v R x I &G & \@JLinks w Added.. [8]OLE .. [3]Internet

Select Find Close Sed.. Mew.. Dis.. Aho

Order Mumber IE Iso I* BranchiPlant I =
Custorner PO I*

Iterm Number I*

Order | Order Line Sold T Quantity Quantity
Humber | Type Humber WD Ordered Shipped

i 1 Wiork With Sales Ledger Inguiry

4. On Work With Sales Ledger Inquiry, enter search criteria (such as Order Number,
Item Number, or Sold To customer number) and click Find.

5. Choose the row or rows that you want the system to receipt. From the Row menu,
choose Credit Memo and then Select Line.

The system receipts credit lines one at a time.

If you have incorrectly selected a line or order to create a credit memo, but you have
not yet created a credit order, you can clear the credit information.

6. On Work With Sales Ledger Inquiry, click Close.
On Returned Material Authorizations Revisions, review the credit information.

To credit an amount, you must ensure that the line type indicates a credit transaction.

See Setting Up Order Line Types in the Sales Order Management Guide for more
information.

8. To clear credit information, choose the row that you want the system to clear and
choose Cancel Line from the Row menu.
9. Click OK.

The system creates the credit order.
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Note

When you clear a credit memo, the system clears the credit each time that you choose Clear
Credit Memo from the Form menu.

To delete the credit information after you have created a credit memo, you cancel the
detail lines on Returned Materials Authorization Revisions.

10. You can now create another credit memo or review the credit memos that exist.

e To create another credit memo from Sales Order History, choose Credit Memo
from the Form menu.

e To review credit orders, click Cancel to return to Work with Return Material
Authorization and then click Find.

Running the RMA - Sales Order Update Program (P400502)

From the Daily Service Order Processing menu (G1712), choose RMA - Sales Order
Update.

You run the RMA - Sales Order Update program for advanced exchanges. For example, you
create a sales order to ship an item and a purchase order to receive a defective, yet similar
item. If the defective item is not received by the promised delivery date, the program updates
the status of the related sales order detail line to a user defined status such as Print Sales
Invoice. If the defective item is received, the program updates the status of the related sales
order detail line to a user defined status such as Complete - Ready to Purge.

The system bases the data selection based on the RMA table (F40051). The system
calculates the promised delivery date from the Received Lead Time field. If the date has
passed and the item has been returned, the system updates the sales order status. If the
item has been received, the system updates the purchase order to another status.

Processing Options for the RMA - Update Sales Order Status (R400502)

Process
For Inventory ltems that have not been received.
1. Enter the Next Status to which Related Sales Orders for Inventory ltem 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
(ZJDEOO0O1)
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Unit - Knowledge Management

Knowledge Management

The Knowledge Management module is the database that allows you to associate symptoms,
analysis, and resolutions with calls and service orders.

Topics

O Setting up the knowledge base

O Working with Knowledge Management transactions

Terms and Concepts

The following Knowledge Management terms and concepts are used in this guide:

Knowledge type

Knowledge code

Knowledge tree

Symptom

Analysis

Resolution

Unit of knowledge

A category that distinguishes among symptoms, analyses, and resolutions.

A user defined code describing symptoms, analyses, and resolutions.

A hierarchy of knowledge base codes used as a means of selecting
knowledge base codes for a symptom, analysis, or resolution.

The problem according to the customer. Symptoms are stored separately from
analyses and resolutions, and can be searched for and reused for other
issues.

The cause of the symptom. Analyses are stored separately from symptoms
and resolutions.

The correction for the symptom of an issue. Resolutions are stored separately
from analyses and symptoms, and can be searched for and reused for other
issues.

A piece of information that consists of one or all of the following:

e Knowledge codes
e Descriptions
e Media objects

A knowledge type is used to distinguish units of knowledge. Knowledge types
are:

384



e  Symptoms
e Analyses
e Resolutions

Pareto analysis The method of ranking the analyses and resolutions of a problem to identify
the most commonly occurring ones.

Setting Up the Knowledge Base

Before you can use Knowledge Management to assist you in resolving calls or service
orders, you must set up the knowledge base and specify the information that will be used
later when you enter data into the system.

You also need to set up user defined codes for Knowledge Base Management. See Setting
Up User Defined Codes for CSMS for more information.

Topics

Setting up Knowledge Management constants

Setting up Knowledge Management codes

Defining Knowledge Management tree names

Setting up the knowledge tree structure

0O 0o 0 O

Setting up symptoms, analyses, and resolutions

Setting Up Knowledge Management Constants
You set up constants to define default information for the entire system. Constants control the

types of information that you track and the rules that the system uses to perform certain
calculations.

» To set up Knowledge Management constants

From the Customer Service Setup menu (G1740), choose Customer Service Constants.
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5 X
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ParentiChild Structure Type ’7 Accounts Recelvable
Day Type Code for Holidays ,;_T Holiday

Constants
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On CSMS System Constants Revisions, click the following option to enable CSMS to
work as designed when interfacing with other systems:

e CSMS Installed

To require users to choose Knowledge Management codes from the knowledge tree,
click the following option:

e Use Knowledge Base Tree for Selecting Knowledge Base Codes

By choosing this option, you protect the knowledge base codes from being
overwritten on Knowledge Base Revisions.

For Knowledge Management, the workflow feature is reserved for future use.

Click OK.

Setting Up Knowledge Management Codes

Set up knowledge codes if you use codes to define a unit of knowledge. The codes are the
building blocks of the tree, but you are not required to set up knowledge trees to use
knowledge codes. Use codes with symptoms, analyses, and resolutions for calls.

The system does not recognize these codes until you attach them to a transaction. You can
associate codes with a symptom, analysis, or resolution using a tree, which standardizes how
the codes are defined. Alternatively, you can choose a code from a table.

When you create symptoms, analyses, and resolutions for calls or service orders, you can
associate as many as five knowledge codes to define the symptom, analysis, or resolution.
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Then you can create as many as five user defined codes to associate with each knowledge
code; you might create these codes for reporting purposes. You must set up knowledge
codes if you are using the knowledge tree.

You can assign the following knowledge types to Knowledge Management codes:
e Symptom
e Analysis
e Resolution

e All of the above

» To set up Knowledge Management codes

From the Knowledge Management Setup menu (G1745), choose Knowledge
Management Code Entry.

@ Knowledge Management Code Entry - [Work with Enowledge Base Codes] - IEllll

3

Qg:l File Edit Preferences Row ‘Window Help ;Iilll

v B O+ @ x 3 £ & Bl
Langu.. @]OLE .. [#Intemet
Select Find  Add  Del.. Close Seq. Mew.. Dis.. Abo 7 ez [El Bl

Knowledge Type

" Analysis " Resolution Al

—

T [T st | pmt | oce |
Symptoms CURL Faperis curling
Symptams DISCOMMECT iCalls disconnected
Symptoms EXT Routing to incorrect extension
Symptams JAM Faperis jamming
Symptoms MUSIC Program hold music
Symptams QUTPUT Qutput is incorrect
Symptams PROCESS Repatt newver runs
Symptams RIMNG Customize phone ring
Symptams TEAR Faperis tearing in printer

i 1 Work with Knowledge Base Codes |

1. On Work with Knowledge Base Codes, click one of the following options to define the
knowledge type and then click Add:

e Symptoms
e Analysis
e Resolution

o Al
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On Knowledge Base Code Revisions, complete the following fields:
e Knowledge Code
You can enter up to 15 alphanumeric characters in the Knowledge Code field.
e Code Description
Complete the following optional fields:
e Start Date
e End Date
e KB CodeCC1
e KB CodeCC?2
e KB Code CC3
e KB CodeCC4
e KB CodeCC5

To attach descriptions in foreign languages to knowledge management codes,
highlight the code and choose Language from the Row menu.
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5. On Language Overrides, complete the following fields and click OK:
e Language
e Description

6. Click Cancel.

On Knowledge Base Code Revisions, click OK.

Processing Options for Knowledge Base Codes (P17761)

Defaults
1. Knowledge Type

Blank = All

1 = Symptom

2 = Analysis

3 = Resolution

Knowledge Base Code CC1

Knowledge Base Code CC2

Knowledge Base Code CC 3
Knowledge Base Code CC 4
Knowledge Base Code CC 5

DO hWN
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Defining Knowledge Management Tree Names

You define Knowledge Management tree names to give logical meaning to a hierarchical
structure of knowledge codes and types.

To define Knowledge Management tree names

From the Knowledge Management Setup menu (G1745), choose Knowledge
Management Tree Entry.

@ Knowledge Management Tree Entry - [Work with Knowledge Base Tree Names] - IEllll
€ IFle Edit Preferences Row ‘Window Help =1
v B o+ B @ x I & &
inks w Tree OLE .. Internet
J Select Find Add Copy Del.. Close Seq.. Wew.. Tree Dis.. Abo @ @
Knowledge Type
’7 7 Symptams  Analysis " Resolution
Product WModel I*—
Product Family I*
Irventary tern Ka. I
Tree Name Description Knowledge Product Product =
Type Model Family Ci
HARDVWARE 3 5
HARDWAREA Hardware Analysis Tree Analysis
HARDWARER Hardware Resolution Tree Resolution
SOFTWARE Software Tree Symptoms o
SOFTWAREA Software Analysis Tree Analysis =
1 | 3

r)

E

i 1 Work with Knowledge Base Tree Names I

1. On Work with Knowledge Base Tree Names, click Add.
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On Knowledge Base Tree Name Revisions, complete the following fields:
e Tree Name

e Description

Click one of the following options:

e Symptoms

e Analysis

e Resolution

o Al

Complete the following optional fields:
e Inventory Iltem No.

e Product Model

e Product Family

e Product Component

e Environment
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¢ Installed Base Cat Code 01

¢ |Installed Base Cat Code 02

¢ |Installed Base Cat Code 03

e |nstalled Base Cat Code 04

e |Installed Base Cat Code 05

e |Installed Base Cat Code 06

e |Installed base Cat Code 07

¢ |Installed Base Cat Code 08

e |nstalled Base Cat Code 09

Installed Base Cat Code 10

5. Click OK.

Setting Up the Knowledge Tree Structure

After you define a knowledge tree name, you set up the structure for the tree. When you set
up a knowledge tree, you create a hierarchical structure of knowledge base codes using a
parent/child relationship.

Topics
O Setting up the structure by parent code

O Setting up the structure by child code

Before You Begin

o Define the knowledge base codes that you will use when you create the tree
structure. See Setting Up Knowledge Management Codes.

» To set up the structure by parent code

From the Knowledge Management Setup menu (G1745), choose Knowledge
Management Tree Entry.

1.  On Work with Knowledge Base Tree Names, locate the tree name to which you are
adding the structure and choose Tree from the Row menu.
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On Knowledge Base Tree Revisions, to enter one parent code and all of its children,
complete the following fields:

e Parent Code
e Child Code
Click OK.

PeopleSoft.

SelectWorkspace: |Actwe Foundation j

Active Foundation | Perzonalize ‘ Change Fole | Sign Out

i 7 W
Select Find  Add  Close Row  Tools

v @ + X B B

Tree Name SOFTYWARE Software Tree ‘

Code Descriptions

" Never Show ' Show Root Node 0 Always Show @ Code + Desc ‘

' =453 SOFTWARE

o B4 SOFTSoftware

E| ACDAutomatic Call Distribution

| = -y ROUTEAgent Routing

1B DISCONNECTCalls disconnected
; B EXTRouting to incorrect extension
] {1 REPORTSoftware Reporting

O 00 D@D

- NOMACDNon Automatic Dist. Call

Click Cancel.

On Knowledge Base Tree, click one of the following options to define how the code
descriptions are displayed:

e Never Show

The system displays the code only with no description.

e Show Root Node

The system displays the description only at bottom of the tree.

¢ Always Show

The system always displays the description.

e Code + Desc

The system displays the code and description concatenated.
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7. To add codes at the first level, click Add.

8. To add children to an existing code, locate the code on Knowledge Base Tree and
choose Add Children from the Row menu.

Note

When adding codes, you must select the code and choose Add while the code is selected.

» To set up the structure by child code

From the Knowledge Management Setup menu (G1745), choose Knowledge
Management Tree Entry.

1. On Work with Knowledge Base Tree Names, locate the tree name to which you are

adding the structure and choose Tree from the Row menu.

2. On Knowledge Base Tree, click Add.

@ Knowledge Management Tree Entry - [Knowledge BEase Tree Revisions ]

B ] 51
i 'Fle Edit Preferences indow Help =1
v x ©o. \@J ) )
Links Displ... OLE .. Int t
0K Can.. New. Dis.. Abo Sl [E oo
Tree Mame |SOFTWARE |Soﬂware Tree
Parent Cade | [Top nade Parents
@1 Child Code CHILD CODE DESCRIPTION
EXT Routing to incorrect extension
o
Row:2 L

3. On Knowledge Base Tree Revisions, to enter codes for all of the first level parents,
complete the following field:
e Child Code

4. Click OK.
Click Cancel.
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6. On Knowledge Base Tree, click one of the following options to define how the code
descriptions are displayed:

e Never Show

The system displays the code only with no description.

e Show Root Node

The system displays the description only at bottom of the tree.

e Always Show

The system always displays the description.
e Code + Desc
The system displays the code and description concatenated.

7. To add children to an existing code, locate the code and choose Add Children from
the Row menu.

Note

When adding codes, you must select the code and choose Add while the code is selected.

Setting Up Symptoms, Analyses, and Resolutions

Based on prior experience, a business might identify common or recurring symptoms,
analyses, or resolutions. You set up Knowledge Management symptoms, analyses, or
resolutions to reuse existing information. You can attach this information to new calls or
service orders.

A Knowledge Management symptom, analysis, or resolution is composed of the following
information:

e As many as five Knowledge Management codes selected from either a Knowledge
Management tree or the Knowledge Management code table

e A description that is no more than 80 characters long
e Media objects, such as:

e Text documents

¢ Images
e OLE objects
e Shortcuts

Caution

When you create a Knowledge Management symptom, analysis, or resolution, and select the
codes from a Knowledge Management tree, the system creates a link between the last code
selected and the symptom, analysis, or resolution. From this point forward, whenever you
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choose that code from the Knowledge Management tree, the system also retrieves the
description and attached media objects.

Topics

O Setting up symptoms, analyses, and resolutions by code

O Setting up symptoms, analyses, and resolutions by tree

Before You Begin
a

See Setting Up Knowledge
Management Constants to define how the user is to select a unit of knowledge.

» To set up symptoms, analyses, and resolutions by code

From the Knowledge Management Setup menu (G1745), choose Knowledge
Management Revisions.

@ Knowledge Management Revisions - [Work ¥ith Knowledge Base] o |EI|5|
& )V Fle Edit Preferences Row Window Help 181 x|
v B &+ B x I &£ & 8,
Links w Paret. OLE ... Internet
Select Find Add Copy Close Seg.. Mew.. Dis.. Abo @ @
" Call Systemn " Sewice Order System (e All
Document Type I*
 Knowledge Type
" Symptoms " Analysis " Resolution Al
CEALCI
-
v Tree Knowledge Knowledge —
& BT Name Code 1 Code 2
Calls disconnected SOFTWARE SOFT ACD &
Routing to incorrect extension SOFTWARE SOFT ACD R
Repart newar runs SOFTYWARE SOFT ACD R
Cutput is incorrect SOFTWARE SOFT ACD F
Calls disconnected SOFTWARE SOFT ACD I
Routing to incorrect extension SOFTWARE SOFT MOMACD R
3

=

£

1 YWork With Knowledge Base

1. On Work With Knowledge Base, click Add.
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On Knowledge Base Revisions, to define the system to which you are applying the
knowledge unit, click one of the following options:

e None
e Calls

e Service Orders

When you associate a call with the knowledge database, you must assign a symptom
to the call.

To define the knowledge type, click one of the following options:

e Symptoms

e Analysis

e Resolution

To indicate that the unit of knowledge is available for reuse, click the following option:

e Approve

If you are using workflow, the approval option is disabled until the reviewer accesses
Knowledge Base Revisions to choose the approval or rejection option.

To indicate that the unit of knowledge is not approved for reuse, click the following
option:
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e Reject

6. To attach knowledge codes to the unit of knowledge, complete any or all of the
following fields:

e Tree Name

Knowledge Code 1
e Knowledge Code 2
e Knowledge Code 3
¢ Knowledge Code 4

e Knowledge Code 5

Depending on how you have set the constants for the Use Knowledge Base Tree for
Selecting Knowledge Base Codes option, either the Tree Name field or the
Knowledge Code fields are enabled.

7. To override the text description that the system retrieves from the last knowledge
code, complete the following field:

e Description

8. To add media objects or text descriptions that are longer than 80 characters, attach
the information in the media object area.

9. Click OK.

» To set up symptoms, analyses, and resolutions by tree

From the Knowledge Management Setup menu (G1745), choose Knowledge
Management Revisions.

1. On Work With Knowledge Base, click Add.
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On Knowledge Base Revisions, to define the system to which you are applying the
knowledge unit, click one of the following options:

e None
e Calls

e Service Orders

When you associate a call with the knowledge database, you must assign a symptom
to the call.

To define the knowledge type, click one of the following options:

e Symptoms

e Analysis

e Resolution

To indicate that the unit of knowledge is available for reuse, click the following option:

e Approve

If you are using workflow, the approval option is disabled until the reviewer accesses
Knowledge Base Revisions to choose the approval or rejection option.

To indicate that the unit of knowledge is not approved for reuse, click the following
option:
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e Reject

6. To attach a knowledge base tree to a unit of knowledge, complete the following field:
e Tree Name

7. To select codes from the specified tree, choose Knowledge Tree from the Form
menu.

8. On Knowledge Base Tree Search & Select, double click a code.

9. On Knowledge Base Revisions, to add media objects or text, or to revise the text that
the system retrieves from the last knowledge code, attach the information in the
media object area.

10. Click OK.

Caution

If you create reusable symptoms, analyses, and resolutions, the knowledge unit is forever
attached to the last code that you select in the tree.

Processing Options for Knowledge Base Symptoms, Analysis and Resolution (P17764)

Defaults

Calling System (blank, C or S)
Document Type

Knowledge Type

Knowledge Base Tree Name
Created by user

Working With Knowledge Management Transactions

When using Knowledge Management, you first attach a symptom to a call or service order.
Then, you attach analyses and resolutions to that symptom. You can attach additional
symptoms to the same call or service order. Knowledge Management is flexible when used
with Call Management and Service Order Management: you can attach any number of
symptoms, analyses, and resolutions to a call or service order.

When you enter the knowledge database from a call or service order, the system displays all
symptoms associated with the issue. If a standard, reusable symptom was used, the
symptom entry information is disabled; if a non-standard symptom was used, the symptom
fields are enabled.

Customer and Supplier Self-Service

Internet Commerce, the exchange of goods and services on the Internet, specifically the
World Wide Web (WWW), allows businesses to conduct business with other businesses and
with consumers. Internet transactions are inexpensive, increasingly secure, platform-
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independent, and built on standards that make communicating with suppliers, partners, or
customers a simple task. Businesses can easily use the Internet for time-critical transactions,
such as purchasing, invoicing, electronic funds transfer, cargo tracking, and sales force
automation.

You can create an Internet site from which your customers and suppliers can access the
most updated information at any time.

The advantages of Internet Commerce include:

e Global market expansion
o Wider product distribution
o World-wide, 24-hour access to customers

e Cost reduction, including reduction of your physical inventory, fewer distribution
intermediaries, and reduction of costs on catalog production and distribution

Increased revenue

With J.D. Edwards software, your customers can enter their own orders, inquire on the status
of orders, and review service and billing information whenever they want, without security
risks or additional costs. Likewise, your suppliers can view real-time information about orders,
receipts, and payment information and respond to requests for quotes.

Using the OneWorld tools applications for web-based transactions, you can customize the
self-service interface for your environment and business needs.

Note

This documentation is based on J.D. Edwards forms and data that are provided for self-
service in a Windows environment. The navigations, forms, steps, and data shown in this
documentation might not correspond to your customized self-service internet site.

Topics
O Attaching symptom information to a call or service order

O Attaching analyses and resolutions to a symptom

» To attach symptom information to a call or service order

From the Daily Call Processing menu (G1713), choose Call Entry.

The steps for this process are shown as you enter the Knowledge Management system from
the Call Management system, but the same steps apply if you enter from the Service Order
Management system.

1.  On Work With Calls, complete the steps to locate a specific call, choose a call, and
click Select.

2. On Customer Call Entry, choose Knowledge Base from the Form menu, choose
Add/Attach, and then choose Symptom.
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On Knowledge Base Revisions, complete either of the following fields and click OK:
e Tree Name

e Knowledge Code 1

Depending on how you have set the constants for the Use Knowledge Base Tree for
Selecting Knowledge Base Codes option, either the Tree Name field or the
Knowledge Code field is enabled.

To add or attach a symptom from the Work With Calls form, you enter symptom
information, and then choose a knowledge code that has information attached
(reusable code). The system uses the knowledge code to override the symptom that
you entered on the call.

To add analysis information to a call, complete the same steps that you use to add resolution
information to a call. See Resolving Calls.

» To attach analyses and resolutions to a symptom

From the Daily Call Processing menu (G1713), choose Call Entry.

1.

On Work With Calls, complete the steps to locate a specific call, choose a call, and
click Select.

On Customer Call Entry, choose Knowledge Base from the Form menu, choose
Add/Attach, and then choose Resolution.

On Work with Call/Order Knowledge Base, locate the existing symptom or analysis,
and choose Resolution from the Row menu.
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On Knowledge Base Revisions, complete either of the following fields and click OK:
e Tree Name

e Knowledge Code 1

Depending on how you have set the Use Knowledge Base Tree for Selecting
Knowledge Base Codes option in your system constants, either the Tree Name field
or the Knowledge Code field is enabled.

Click OK.

Click Cancel.

On Work with Call/Order Knowledge Base, to review pareto analysis results of
resolutions or analyses attached to the symptom, choose Pareto Analysis from the
Row menu.

Only resolutions or analyses that are chosen from the knowledge tree structure and
attached to a symptom appear in pareto analysis results.
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8. On Knowledge Base Pareto Analysis, choose one of the following options and click
Find:

e Display Analysis

e Display Resolution

These options define whether the system displays an analysis attached to a symptom
or a resolution attached to a symptom or an analysis.

9. Click Close.

10. On Work with Call/Order Knowledge Base, to detach a resolution that is attached to a
symptom, highlight the resolution and choose Detach from the Row menu.

You can also detach an analysis that is attached to a symptom or detach a resolution
that is attached to an analysis. You cannot detach a symptom or an analysis that has
any other knowledge types attached to it.

See Also

Q Searching for Customer Issues and Solutions for information about adding symptoms
to a call

405



CSMS (Self-Service) Web Solution

Setting Up Self-Service for Customers and Suppliers

Before your customers and suppliers can use self-service to access information, you must
provide a method for them to do one or more of the following:

e Access item information

e Review account information

e Review existing orders and shipments

e Access product and warranty information
¢ Review information about existing calls

o Review service orders

When you set up user profiles for your customers and suppliers, you can limit their access to
only the self-service menus, based on their user IDs. Customers and suppliers cannot use
self-service to add or modify address book, customer master, or supplier master information.
Before You Begin

a Verify that you have set up address book records, complete with CSMS extension
records, as well as A/R information in order for customers to enter CSMS information.

See Setting Up Customers and Service Providers for more information about entering
basic address book and CSMS extension information for your customers.

O Assign a branch/plant and default location to each customer. When your customers
inquire on products, pricing and availability, the system retrieves the information
based on the branch/plant that you assign to the customer's user ID. See Setting Up
Default Location Information in the Inventory Management documentation for more
information.

Addressing Security Issues

After you set up address book and master records for customers and suppliers, you must set
up user profiles to limit your customers' and suppliers' access to your system. Customers and
Suppliers must have profiles before they can log on to any self-service applications.

In the user profile, you indicate the following information for a customer or supplier:
e UserlD
e Password

e Preferences, such as language and localization information

You must also specify the menu that you want the supplier or customer to be able to access.
Suppliers and customers can access only the programs that are on the menu that you specify
in the user profiles. Specify one of the following menus, depending on the type of user:

e Customer Self-Service (G1715), for customers who need access to self-service
programs in the Customer Service Management system
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o Customer Self-Service (G42314), for customers who need access to self-service
programs in the Sales Order Management system

e Supplier Self-Service (G43S11), for suppliers who need access to self-service
programs in the Procurement system

When a customer or supplier enters information using self-service programs, the system
stores product selections and other information in a memory cache file. The customer or
supplier can move between programs and the cache file retains the current contents of the
order or quote.

See Also

Q User Profiles in the System Administration documentation for more information about
security and user profiles

Working with Calls on the Web

As part of your company's customer service solution, you can provide customer service over
the Web. Customer Self-Service for CSMS allows your customers to enter requests for
technical assistance or product information, or to report a problem at their convenience.
Instead of placing a telephone call to a customer service center during normal business
hours, your customer can enter the call or review the status of a call at any time that is
convenient, without waiting in a phone queue for customer service.

Note

The following tasks are based on OneWorld forms and data provided for self-service in a
Windows environment. The navigations, forms, steps, and data shown in these tasks might
not correspond to your customized self-service Internet site.

Topics
Q Entering calls on the Web

O Reviewing calls on the Web

Before You Begin

O Verify that you have set up address book records, complete with CSMS extension
records, as well as A/R information in order for customers to enter CSMS information.

See Setting Up Customers and Service Providers for more information about entering
basic address book and CSMS extension information for your customers.

a Verify that you have set up a user profile that limits your customer's access in
OneWorld to only the Customer Self-Service menu. Your customer will not be able to
log in without a profile.

o Verify that you have set up features of Call Management for processing customer
calls. For standard call entry and Web-based call entry, you must set up CSMS
constants, queues, distribution lists and routings before you can enter call
information.

O You must set the processing options for the following programs for customer self-
service in order for your customers to enter or review calls:

e Customer Call Entry (P17501)
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o  Work with Calls (P17500)

See Also

e Entering Call Information for complete task and process information about the
Customer Call Entry program (P17501) as well as descriptions of the processing
options

o  Working with Calls for complete processing information about the Work with Calls
program (P17500) as well as descriptions of the processing options

o Setting Up Call Management for complete information about setting up CSMS
constants, queues, group distribution lists, and routing information

Entering Calls on the Web

During standard call entry, when your customers call your customer service center, you can
enter issues, edit the information, and access master tables by way of form exits, such as
Address Book, Customer Master and Installed Base.

In the Call Entry program (P17501), you can access a separate tab for Customer Self-Service
that is hidden during standard call processing. When you activate Customer Self-Service for
Call Entry (P17501), the system displays the Customer Self-Service tab and hides all form
exits and the following tabs:

e Caller
e Product
e Queue

o Dates/Time

e Call Information
e Installed Base

e Category Codes
e Accounting

In Web-based call entry, customers can add issues by entering minimum information about
the call, such as the caller name, the item's serial number, and a brief description of the
issue.

Note

You can customize the Customer Self-Service tab to fit the requirements of your Web-based
solution without affecting Call Entry processing.

» To enter calls on the Web

From the Daily Customer Self-Service Processing menu (G1715), choose Enter Inquiry.

Based on the sign-on, the system retrieves default information about that customer, such as
the telephone number.
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1. On Customer Call Entry, enter the following information:
e Phone Number
e Caller Name

e Symptoms
Depending on how you have set your processing options, the first 80 characters
from the media object can be used as the default value for the Symptom field.

e Reason

Your customer can choose a call reason from the visual assist.

2. Click OK.

The system assigns a call number based on Next Numbers. The item and customer
information is based on the user signon and the CSMS information that exists in the master
tables.

Reviewing Calls on the Web

In the Work with Calls program (P17500), customers can search for all calls associated with
their customer numbers, which default the address numbers associated with the user sign-
ons. When you activate customer self-service for Call Entry (P17501), the system hides all
form exits and row exits that exist in the Work with Calls form and the Call Entry Revisions
form.
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Note

You can customize the Customer Self-Service tab to fit the requirements of your Web-based
solution without affecting Call Entry processing.

P To review calls on the Web

From the Daily Customer Self-Service Processing menu (G1715), choose View Inquiry
Status.

Based on the signon, the system retrieves all calls associated with that customer number.

1. On Work With Calls, enter query information in the QBE fields, such as serial
numbers, status, and completion date, and click Find.
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2. Review the information and click Select.

Working with Service Orders on the Web

As part of your company's customer service solution, you can provide customer service over
the Web. Customer Self-Service for CSMS allows your customers to enter requests for
maintenance or to report a problem. Instead of placing telephone calls to a customer service

center during normal business hours, your customers can enter service orders at their
convenience.
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You can use the versions of Service Work Order Revisions (P17714) and Work with Service
Work Orders (P48201) that are set up for customer self-service, and allow your customers to
enter or review the status of service orders on the Web.

J.D. Edwards Web-based solutions are designed so that customers can intuitively access,
enter, and review their specific information.

Note

The following tasks are based on OneWorld forms and data provided for self-service in a
Windows environment. The navigations, forms, steps, and data shown in these tasks might
not correspond to your customized self-service Internet site.

Topics
Q Entering service orders on the Web

0 Reviewing service orders on the Web

Before You Begin

o Verify that you have set up address book records, complete with CSMS extension
records, as well as A/R information in order for customers to enter CSMS information.

See Setting Up Customers and Service Providers for more information about entering
basic address book and CSMS extension information for your customers.

a Verify that you have set up a user profile that limits your customer's access in
OneWorld to only the Customer Self-Service menu. Your customer will not be able to
log in without a profile.

0 Before you can enter information for standard or Web-based service order entry,
verify that you have set up the features of Service Order Management for processing
customer calls, such as CSMS constants.

O Set the processing options in the following programs to use customer self-service:

e Toinquire on service orders, the Work with Service Work Orders program
(P48201).

e To enter service orders, the Service Work Order Revisions program (P17714).

o To review associated parts and equipment, you must set the processing options
for the Equipment Search and Select program (P17012S) to activate Customer
Self-Service.

Reference the version of the Equipment Search and Select program that is set
up for Customer Self-Service in the Service Work Order Revisions program
(P17714).

See Also

e Entering a Service Order for complete task and process information about the
Service Work Order Revisions program (P17714) and the Work with Service Work
Orders program (P48201), as well as descriptions of the processing options
associated with Service Work Order Revisions (P17714)

o Setting Up Service Order Management for complete information about setting up
CSMS constants, service order history, and activity rules for service orders
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Entering Service Orders on the Web

During standard service order entry, if an issue cannot be resolved by a consultant using the
Service Order Management system in combination with the Knowledge Management system,
your trained personnel can enter a service order to send a technician to repair the problem.

In a Web environment, your customer can enter a service order and optionally provide the
equipment number and any symptoms.

In the Service Work Order Revisions program (P17714), a separate tab for Customer Self-
Service is hidden during standard service order entry and processing. When you activate
Customer Self-Service for Service Work Order Revisions (P17714), the system displays the
Customer Self-Service tab and hides all row and form exits, as well as the following tabs:

e Customer/Installed Base
e Status/Assignments

o Classification

e Accounting

e Attachments

Customers can add service orders by entering minimum information about problems with the
item, such as the item's serial number and a brief description of the issue.

Note

You can customize the Customer Self-Service tab to fit the requirements of your Web-based
solution without affecting Call Entry processing.

When you enter a service order, the system creates a record in the Work Order Master table
(F4801). The system also creates the Service Order Extension table (F4817) to store
information that is pertinent only to CSMS service orders.

» To enter service orders on the Web

From the Daily Customer Self-Service Processing menu (G1715), choose Service Work
Order Entry.
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On Service Work Order Revisions, complete the following fields:
¢ Contact Name

e Phone

Based on the user ID, the system retrieves default information about the
customer, such as the telephone number.

e Standard Services

Standard services are a set of services, such as Oil Change or Routing
Inspection, that you define as standard in the bill of material and routing
instructions. For example, if you define an Oil Change as a standard service, you
can define the material and labor that comprise the oil change.

When your customer enters a service order and enters the Oil Change service,
the system adds and prices parts and labor based on the processing option
selection.

¢ Requested Service Date

If you leave this field blank, the system uses today's date as the default date.
e Describe Problem

Depending on how you have set your processing options, the first 80 characters
from the media object can be used as the default value for the Symptom field.
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e Lot/Serial Number

Based on the user ID, the system retrieves equipment associated with that
customer. You can use the visual assist if necessary.

2. Click OK.

The system creates a service order. The service order document type and service
type are based on the processing options or customer information.

Reviewing Service Orders on the Web

To allow your customers to review the status of a service order on the Web, you can use a
version of Work with Service Work Orders (P48201) that is set up for Customer Self-Service.

When you activate Customer Self-Service for Work with Service Work Orders (P48201), the
system hides all form exits and row exits that exist on the standard Work with Service Orders

form.

Note

You can customize the Customer Self-Service tab to fit the requirements of your Web-based
solution without affecting service order processing.

» To review service orders on the Web

From the Daily Customer Self-Service Processing menu (G1715), choose View Service
Work Orders.

Based on the user ID, the system displays all service orders associated with that customer
number.

1. On Work With Work Orders, enter query information in the QBE fields, such as serial
numbers, status, and completion date, and click Find.
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2. Review the information and click Select.

Topics
O Setting up self-service for customers and suppliers
O Working with calls on the Web
Q Working with service orders on the Web
a

Reviewing service contracts on the Web

Topics
O Addressing security issues

O Activating processing options for customer self-service in CSMS

Activating Processing Options for Customer Self-Service in CSMS

To enable your customers to use your website to enter and review orders and review service
and billing information, you must activate the customer self-service processing options for the
following programs:

e  Customer Call Entry (P17501)

o  Work with Calls (P17500)

e  Work with Work Orders (P48201)

e Service Work Order Revisions (P17714)
e Equipment Search/Select (P17012S)
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Specify the version of Equipment Search/Select (P17012S) in the version of Service
Work Order Revisions (P17714) that is set up for customer self-service.

o Entitlements Inquiry (P1723)

When you activate the processing options for customer self-service, the system displays only
the fields for calls, service order entry, order inquiry, item information, and customer
information that are useful to your customers.

Before You Begin

o Verify that you have set up address book records, complete with CSMS extension
records, as well as A/R information in order for customers to enter CSMS information.

See Setting Up Customers and Service Providers for more information about entering
basic address book and CSMS extension information for your customers.

o Verify that you have set up a user profile that limits your customer's access in
OneWorld to only the Customer Self-Service menu. Your customer will not be able to
log in without a profile.

See Also

Q Entering Service Contracts for information on standard contract entry

» To review service contracts on the Web

From the Daily Customer Self-Service Processing menu (G1715), choose View Service
Contracts.

Based on the user ID, the system displays all service contracts associated with that customer
number.

1.  On Work With Entitlement Inquiry, enter query information in the QBE fields, such as
product model and product family, and click Find.
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2. Review the information and click Select.

Reviewing Service Contracts on the Web

Customer Self-Service for CSMS allows your customers to review their service contracts on

the Web. This is useful in reviewing which equipment is covered and the expiration dates of
the coverage.

Note

The following task is based on OneWorld forms and data provided for self-service in a
Windows environment. The navigations, forms, steps, and data shown in this task might not
correspond to your customized self-service Internet site.
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Appendices

Setting Up Advanced Pricing for CSMS

Setting up advanced pricing for contracts, service orders, and calls allows you to price items
and services using an advanced pricing structure, and allows you to streamline pricing setup
and maintenance.

Advanced pricing provides flexibility when defining pricing. You can easily adjust prices for
each contract, service order, or call, and then combine the adjustments into a pricing
structure or schedule. Within each schedule, you can define unlimited price adjustments. The
adjustment schedule attaches to the customer record and, therefore, is used for any contract,
service order, or call for that customer.

Topics

Setting up preference hierarchies

Setting up customer service detail groups

Setting up price adjustment definitions

Setting up adjustment schedules

Setting up adjustment details

0 0o 0 0 O

Attaching adjustment schedules to contracts and service orders

Setting Up Preference Hierarchies

The system applies pricing adjustments to service contracts, service orders, and calls in the
order that you determine on the pricing hierarchy. The system uses the pricing structure to
calculate price adjustments and updates. For this reason, you should set up your hierarchy to
search from specific combinations to general combinations.

Topics
O Set up a preference master

0 Define a pricing hierarchy

Setting Up a Preference Master

Before you define each pricing hierarchy, you must create a master record called the
preference master. You can create as many different preference hierarchies as you need.

You define the hierarchy and then attach it to an adjustment definition. You can create a
hierarchy for each adjustment definition, or you can use a single hierarchy for many
adjustment definitions. J.D. Edwards recommends that you set up a few hierarchies that can
be used for multiple adjustment definitions.

» To set up a preference master

From Customer Service Advanced Pricing Setup (G1746), choose Preference Hierarchy.
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On Preference Hierarchy Revisions, choose Master Revision from the Form menu.
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On Preference Master Revision, complete the following fields and click OK:
e Preference Type

e Description

o Preference Classification

e Sequence Number

If applicable, click either of the following options:

¢ Enable Effective Dates

e Enable Effective Quantity

Click OK.

Defining a Pricing Hierarchy

A preference hierarchy allows you to specify the order in which pricing adjustments are
applied. You identify the pricing hierarchy by typing numbers at the intersections of the rows
and columns. The pricing search begins at the intersection where you type 1 and looks for
records defined for that customer and item combination. If no adjustment details are found for
that combination, the system moves to the next combination in the hierarchy, identified by the
number 2 in the intersection, and so on.
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The system selects the first combination found during a search. Therefore, you should set up
the most specific method of pricing first in your hierarchy and continue defining the hierarchy
to the most general pricing.

Although you can enter as many as 9 numbers, searching takes system time and resources,
so you should limit your hierarchy to three or four numbers. Each number represents a
system search and increases system processing time. The Sold To and All Customer rows
are the only fields that CSMS will recognize.

Note

For Customer Service Management, only the information attached to the Sold To and All
Customer rows is currently applicable.

Before You Begin

Q Verify that a master record has been created for the preference hierarchy.

» To define a pricing hierarchy

From Customer Service Advanced Pricing Setup (G1746), choose Preference Hierarchy.

1.  On Work With Preference Hierarchy, click Add.

2. On Preference Hierarchy Revisions, complete the following field:
e Preference Type

3. Beginning with 1, enter numbers in the intersections to indicate search order. When
you define the pricing hierarchy, start with 1 and do not skip any numbers.

4. Click OK.

Setting Up Customer Service Detail Groups

You can use order detail groups to create adjustments to the pricing line of a contract, service
order, or call. When you set up your system, you need to consider the information that is
standard for each contract, service order, or call. For example, if all contracts or all service
orders contain a customer number and a model number, you can set up advanced pricing
information based on the customer number and model number fields.
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» To set up customer service detail groups

From Customer Service Advanced Pricing Setup (G1746), choose Customer Service

Detail Groups.
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1. On Work with Price Group Definition, click Add.

The system imports the price group type code based on your processing option
selection. When you click Find, the system displays only those groups of that price

group type code. To override the system default, type a new price group type code in

the field and click Find or Add. The system retrieves the appropriate form based on
this type code.

422




PeopleSoft. —++ 7 v {4 ok
SelectWorkspace W

Active Foundation | personsize | change Role | sign out
Order Detail Price Group De 0 i 7 W)
OK  Cancel Form  Tools
=]
Price Group " a, | ’_
Business Unit [ | contract il Duration [] | workOrder Cat Gode 02 ]
Company ’_ Billing Frequency Code [] | warkarder Cat Cods 03 ’_
Line Type ]7 Billing In AdvancelArrears l_ Work Order Cat Code 04 ’*
Cost Code ’7 Contract Mon-Bill Duration l_ Request Type -1 ’7
Pricing Method ’* Contract Total Duration |_ Reguest Queus ]*
Country ]_ Contract Cat Code 01 |_ rflaimgnance Reguest ’_
Payment Terms ’7 Contract Cat Code 02 l_ Mamtenanne Request ’7
Payment Instrument ’_ Contract Cat Code 03 ,* Mamtenancg Reqguest ’_
Froduct Model ’_ Contract Cat Code 04 ,f Aﬁnamteﬂance Reguest Cat ’_
Product Family ’_ Type of Service ’i Mamtepfnce Request Cat ’_
Contract Service Package ’7 YWark Order Cat Caode 01 ,_ Aﬁa\pte_rlfnne Request Cat ’7
Aﬁa\pte_rlﬁnne Request Cat ’7

On CSMS Order Detail Price Group Definition, define a user defined code to
complete the following field:

e Price Group
See Setting Up User Defined Codes for CSMS.

If the price group is for a service contract, indicate the fields that you want to use to
price service contracts by typing the numbers 1 through 3 next to three of the
following fields:

e Business Unit

e Company

e Line Type

e Country

e Payment Terms

e Payment Instrument

e Product Model

e Product Family

e Contract Service Package
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e Contract Bill Duration

e Billing Frequency Code

¢ Billing In Advance/Arrears
e Contract Non-Bill Duration
e Contract Total Duration

e Contract Cat Code 01

e Contract Cat Code 02

e Contract Cat Code 03

e Contract Cat Code 04

If the price group is for a service order, indicate the fields that you want to use to
price service orders by typing the numbers 1 through 3 next to three of the following
fields:

e Business Unit

e Company

e Cost Code

e Pricing Method

e Country

e Payment Terms

e Payment Instrument

¢ Product Model

e Product Family

e Type of Service

e Service Cat Code 01

e Service Cat Code 02

e Service Cat Code 03

e Service Cat Code 04

If the price group is for a call, indicate the fields that you want to use to price calls by
typing the numbers 1 through 3 next to three of the following fields:

e Business Unit
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e Company

e Cost Code

e Pricing Method

e Country

e Payment Terms

e Payment Instrument
¢ Product Model

e Product Family

e Contract Service Package
e Type of Service

e Call Type 1

e Call Queue

e Call Priority

e Call Language

e Call Environment

e Call Cat Code 01

e Call Cat Code 02

e Call Cat Code 03

e Call Cat Code 04

Setting Up Price Adjustment Definitions

Once you have created CSMS order detail groups and defined pricing hierarchies, you can
attach them to adjustments. An adjustment is a record that describes a special pricing
situation, such as a pricing plan or promotion. Before you can add an adjustment to a
schedule, you must create adjustment definitions to specify the characteristics of the
adjustment. These characteristics determine the following:

e The sequence that the system uses to search for prices
o Whether the adjustment is based on quantity

o Whether the adjustment is an override price, manual add or change, or a mandatory
adjustment
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Before You Begin

O Set up Price Adjustment Names (40/TY). See Setting Up User Defined Codes for

CSMS.

Set up preference hierarchies. See Setting Up Preference Hierarchies.

Set up customer service detail groups. See Setting Up Customer Service Detail

Groups.

» To set up price adjustment definitions

From Customer Service Advanced Pricing Setup (G1746), choose Price Adjustment

Definitions.

Q Price Adjustment Definitions - [Worlk with Adjustment Types]
£ VFle Edit Prefersnces Form Row ‘Window Help

=l
=181

v B & @ o x I & l\@J i
Links FrefH... OLE ... Ints t
Select Find Add  Del.. Close Seq.. Mew. Dis.. 7 il |6 Bjiiere
Adjustrment Name Ii zl
it Adj ltem Customer Order Pref Ln T 0 L M
Hame Group Group Detail Type Ty A P T C

1. On Work with Adjustment Types, click Add.
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PeopleSoft. —++ 7 v {4 ol
SelectWorkspace W

Active Foundation | personsize | change Role | sign out
et Definitio A i M
QK  Cancel Form  Todls
=]
Controls
Level
Adjustment Name CLAIMAD IClaim adjustments] % Line Level Adjustment
Target Application 2 Senice & Warranly Management Basket Level Adjustment
Order Level Adjustment
Adjustment Control Code 1 Da Mot Print on Document !
Waolume Level Adjustment
Groups Adjustment Options
e Price Group Enahle Basket Master
Customer Price Group
Sliding Rate
Crder Detail Group
_ - — Up Sell Adjustment
[ override Price
Preference Hierarchy 01-57 Reserved for JOE
[ Manual AddiChange
[ Mandatory Adjustrment
Subledger in G/L GIL Offzet '_ApplyAhsnlule value
Level Break Type Detached Adjustment Onhy -
@ Quantity Level Break
Weight Level Break
Amnount Level Break
Exclude From AR Discount ﬂ

On Price Adjustment Definition, complete the following field:
e Adjustment Name
Enter 2 in the following field to define it as being applicable to CSMS:
e Target Application
To attach price groups in CSMS, complete the following fields:
e Order Detail Groups
Note: This field is required for Advanced Pricing to work in CSMS.
e |tem Price Group
o  Customer Price Group
To attach a price adjustment hierarchy, complete the following field:
e Preference Type
Click any of the following applicable options:
e Override Price (Y/N)

e Manual Add/Change (Y/N)
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e Mandatory Adjustment (Y/N)

7. Click OK.

The following fields are not applicable to CSMS: Adjustment Control Code, Rebate
Beneficiary, Line Type, Subledger G/L, G/L Offset, Exclude from A/R Discount, Weight Level
Break, Amount Level Break, Basket Level Adjustment, and Order Level Adjustment.

Setting Up Adjustment Schedules

After you define a price adjustment, you attach it to a schedule. An adjustment schedule
contains one or more price adjustment types for which a customer or an item might be
eligible. An adjustment schedule consists of price adjustment definitions and adjustment
details.

You assign customers to adjustment schedules so that the system can calculate prices. In
the adjustment schedule, you specify the sequence that the system uses to apply price
adjustment types to the order being priced.

Each adjustment schedule can contain an unlimited number of price adjustments. You can
add adjustments at any time. You link customers to an adjustment schedule through the
CSMS address book extension. If necessary, you can override the adjustment schedule on
the order (contract, service order, or call).

Before You Begin

O Set up Adjustment Schedule Names (40/AS). See Setting Up User Defined Codes for
CSMS.

O Set up price adjustment definitions. See Setting Up Price Adjustment Definitions.

» To set up adjustment schedules

From Customer Service Advanced Pricing Setup (G1746), choose Price & Adjustment
Schedule Revisions.
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1.

. Price & Adjustment Schedule Revisions - [Work with Adjustment Schedules]

On Work With Adjustment Schedules, click Add.

PeopleSoft.

SelectWorkspace: | Active Foundation i

Active Foundation

Personslize | ChangeRols | Sign Out

OK  Delete Cancel Form Row  Tools

B 0 X 0O B R

Adjustment Schedule GLOBAL
Address Number I:l

on

[} 20 VOLING Waolume Incentive Deal

[} 30 SLIDE Sliding Rate Adjustment

[} 40 GPMARGIN Gross Profit Margin

[} 50 ADDPRICE Additional Price Search UOM
[} B0 RELATEUP Related ltems Upselling

[l 70 MULTUOM Multiple UCMs

(i 80 ROUND Rounding Rule

Effective Expired Beneficiary
Date Date Address
05/20/03 12131710

05720103
04/20i03
04/20i03
05720103
04/20i03
04/20i03
05720103

1213110
12Enn
12Enn
1213110
12Enn

12Enn
1213110
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2. On Price Adjustment Schedule Revisions, complete the following fields and click OK:
e Adjustment Schedule

e Adjustment Name

Setting Up Adjustment Details

You can use the Price and Adjustment Detail Revisions program to set up prices for
adjustments. Note that you set up prices for adjustment names rather than adjustment
schedules.

» To set up adjustment details

From Customer Service Advanced Pricing Setup (G1746), choose Price & Adjustment
Detail Revisions.

Q Price & Adjustment Detail Revisions - [Work with Adjustment Detail] =] 3]
C:' File Edit Preferences Row ‘Window Help =1
v R + x 8 & & B J ¥ .
inks Adj ... CLE ... Int t
Select Find Add Close Seg. New.. Dis.. Abo R [9] [$1inteme
Adjustment Kame IADJCLM Adjustment for Claims
Itern Murmber ﬁ zl
Iterm Price Group I*
Address Mumber I
Customer Price Group I* ‘ I” Suppress Prices
@1 Adj 2nd kem tem Address Customer Cur UM From
Hame Humber Group Humber Group Cod Level
ADJCLM USD  EA 1.0000
ADJCLM UsD EA 1.0000
ADJCLM UsD EA 1.0000
ADJCLM UsD EA 1.0000
il

1. On Work with Adjustment Detail, complete the following field and click Find:
¢ Adjustment Name

2. Click Add.
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PeopleSoft. —++ 7 v {4 ok
SelectWorkspace W

Active Foundation | personsize | change Role | sign out

i 7 ]

Select Close  Tools

4

| S&WM Higrarchy ‘

Custor Gric]

Description

& ltem Only

0 Item Group Qnly
0 All lterns and All Customers

On Preference Hierarchy Selection, choose the appropriate description and click
Select.

Your choices on the Preference Hierarchy Selection form and the selections within
the price group determine the fields that appear on the Price and Adjustment Detail
Revisions form (retrieved from the Preference Hierarchy and the Order Detail group).
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PeopleSoft.
SelectWorkspace W

Active Foundation Personalize | Change Role | Sign Out

P ——— A i M

OK  Delete Cancel Row Form  Tools

B 0 %X 8 0O &k

Adjustment Mame ADJCLM Adfustment for Claims Order Detail Group |z am
| Itern Mumber | Q

Customize Grid

From Threshold (Factor Value Basis Fy Price Cur Effective Expired Cost Formula Va
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On Price Adjustment Detail Revisions, complete the following field:
e Item Number
To enter quantity breaks, complete the following field:

e From Level

For service contracts, the unit of measure for an item, not duration, must match the
unit of measure on the contract.

To define the adjustment price, enter a price or percentage in the following field:

e Factor Value Numeric

By entering a negative value in the Factor Value Numeric field, you can apply a
discount.

Enter the Basis Code in the following field:

e BC

For CSMS, you can enter one of the following values for Basis Code:

e 2, which represents a percent markup or markdown (percent of the current net
price)
e 3, which represents a percent of the cost

o 4, which represents the cost plus the amount
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¢ 5, which represents an addition to or subtraction from the current price.
The Basis Code value in the first detail line must be a 3, 4, or 5 to indicate the start
amount. CSMS does not use the base prices from Inventory.

8. To apply the price adjustment to a customer, complete the following field:

e  Customer Number

9. To specify the currency that applies to the amount entered in the Factor Value
Numeric field, complete the following field:

e CurCod
10. To override the price adjustment start and end dates, complete the following fields:
o Effective Date

o Expired Date

The system uses the system date as the default value in the Effective Date field.
11. Enter N in the following field:

e FG
CSMS does not use the Free Goods field to associate the price adjustment with free
goods. Use the following guidelines:

e To define a free contract in CSMS, enter 0 in the Unit Price field on the Contract
Revisions form, or define the line type in the contract as a base warranty or free
contract.

o To define a free part or routing for a service order, enter 0 in the Actual Billable
Amount field on the Work Order Routing or Service Order Parts List form.

e To define a free call, enter 0 in the Actual Billable Amount field on the Call or Call
Time Entry record.

Depending on your selection in the Preference Hierarchy, the fields for your Order
Detail Groups appear at the end of the detail grid.
See Also
Q Entering Service Contracts
Q Entering a Service Order

Q Entering Call Information

Attaching Adjustment Schedules to Contracts, Service Orders, and Calls

After you completed the setup tasks associated with advanced pricing, you can apply an
adjustment schedule to a customer service contract, service order, or call.

Topics

¢ Attaching an adjustment schedule to a customer record
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e Attaching an adjustment schedule to a service provider record
e Activating an adjustment schedule for a contract
e Activating an adjustment schedule for a service order

e Activating an adjustment schedule for a call

See Also

Setting Up Customers and Service Providers

O

Entering Service Contracts
Q Entering a Service Order

Q Entering Call Information

» To attach an adjustment schedule to a customer record

From the Customer Service Setup menu (G1740), choose Address Book Revisions.

1.  On Work With Addresses, click Find to display, then choose the customer record and
click Select.

2. On Address Book Revision, choose CSMS from the Form menu.

On Working With Customer Service Management Information, choose the
information type record for the customer and click Select.

4. On Customer Information Revisions, complete one of the following fields to attach a
schedule to a contract, service order, or call. Then click OK.

e Contracts
e Service Orders

e Calls

» To attach an adjustment schedule to a service provider record

From the Customer Service Setup menu (G1740), choose Address Book Revisions.

1. On Work With Addresses, click Find, then choose the address book record for the
service provider and click Select.

2. On Address Book Revision, choose CSMS from the Form menu.

3. On Working With Customer Service Management Information, choose the
information type record for the service provider and click Select.

4. On Service Provider Revisions, click the Adjustment Schedules tab.

Complete the following field and click OK:

e Claims

» To activate an adjustment schedule for a contract

From the Daily Service Contract Processing menu (G1714), choose Service Contract
Detail.
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If you have attached an adjustment schedule to the customer, the system retrieves the
adjustment as the default value in the contract. You can override the default value in the
contract.

1.  On Work With Contracts, click Find first, then choose the contract and click Select.

2. On Contract Revisions, complete the following fields and then click OK:
¢ Advanced Pricing

e Adjustment Schedule

» To activate an adjustment schedule for a service order

From the Daily Service Order Processing menu (G1712), choose Service Order Entry.

If you have attached an adjustment schedule to the customer, the system retrieves the
adjustment as the default value in the service order. You can override the default value in the
service order.

1.  On Work with Service Orders, click Find, then choose the service order and choose
Parts List from the Row menu.

2. On Service Order Parts List, complete the following fields if necessary and click OK:

e Bill Adj. Schedule

The system retrieves this value from the CSMS Customer information in Address
Book.

e Pay Adj. Schedule

The system retrieves this value from the CSMS Service Provider information in
Address Book.

» To activate an adjustment schedule for a call

From the Daily Call Processing menu (G1713), choose Call Entry.

Note

You must enable the Billing for Calls processing option in order to activate adjustment
schedules for calls.

If you have attached an adjustment schedule to the customer, the system retrieves the
adjustment as the default value in the call. You can override the default value in the call.

1. On Work With Calls, click Find, then choose the call and click Select.

2. From the Form menu on Customer Call Entry, choose Billing, then Billing Information.
3. On Billing Information, click the Pricing Info tab.

4. Complete the following field (Adjustment Schedule):

e Calls
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Billing for CSMS

Customer Service Management uses the same billing programs as the Service Billing
system.

Before you can complete the billing process for CSMS, you must generate any of the
following workfiles:

e For contracts, the Service Contract Workfile (R1732)

e For service orders, the Service Order Workfile (R1775)

e For calls, the Call Workfile (R17675)
The system gathers the corresponding records that are eligible for billing and creates Service
Billing Workfile records (F4812).
Topics

0 Generating the invoice workfile

O Printing invoices

O Working with A/R and G/L entries

Before You Begin
O Generate the workfile for contracts, service orders, and calls.

See Also
e Billing Contracts and Billing and Paying Service Orders for more information

o Generating the Workfile in the Service Billing documentation for information about the
billing process

Generating the Invoice Workfile

From the Invoice Processing menu (G48S21), choose Invoice Generation.

After you generate the workfile, the system creates records in the Billing Detail Workfile
(F4812). When you run the Invoice Processing program, the system groups workfile
transactions and assign invoice numbers to records in the Billing Detail Workfile (F4812).

When you run the Invoice Processing program, the system creates pay item records and
invoice documents. Pay items are the billing lines that summarize one or more workfile
transactions. The pay items for a specific invoice make up the total amount of the invoice.
The system stores pay item information in the Invoice Summary Workfile (F4822). The
program also updates the workfile transaction records with the new invoice information and
the sequence and summarization key information.

After you run the Invoice Generation program, the system generates a report that includes
the following information:

e Invoice number and related pay items

e Totals by invoice
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e Batch number
e Any applicable tax information

e Sequence and summarization code

Before You Begin
0 Generate workfile transactions.
O Define the sequence and summarization of the invoice information.

O If you want to print invoices during generation, define an invoice format. See
Understanding Invoice Format Revisions and Defining the Sequence and
Summarization in the Service Billing documentation.

Processing Options for Service Billing Invoice Generation (P48121)

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)
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Currency
1. Exchange Rate Date Basis

1 = Use invoice date (Default)
2 = Use G/L date

Printing Invoices

From the Invoice Processing menu (G48S21), choose Invoice Print.

After you generate and review invoices, you can print invoices for your customers.

Processing Options for Invoice Print Selection (P48504)

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

You complete the billing process by creating the following journal entries related to a batch of

invoices:

e The credit for the account that you specify in the distribution AAls (automatic
accounting instructions) which you define for your system. The system stores the

credit entry temporarily in the Compressed Journal Entries (F489111).

e The debit for the account that you specify in the G/L offset rules (accounting AAls)
which you define for your system. This AAl is RC (Accounts Receivable Class) in the
Chart of Accounts AAls. The system stores the debit entry in the Invoice Summary

Workfile (F4822).

J.D. Edwards strongly recommends that you create and carefully review preliminary G/L
entries before you create the final entries that post to the general ledger. If you post out-of-
balance records to the general ledger, the only way to correct these balances is to void and

regenerate the invoice.
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Topics
O Creating preliminary A/R and G/L entries
O Reviewing preliminary A/R and G/L entries
O Creating final A/R and G/L entries
a

Reviewing and posting journal entries

Before You Begin

O Generate invoices

Creating Preliminary A/R and G/L Entries

You complete the billing process by creating journal entries. You first create preliminary A/R
and G/L entries. When you create the entries, the system prints the Invoice Journal
Generation report. You can also set a processing option to print the Service Billing Journal
Register. You should carefully review these reports to ensure that you do not create final
journal entries that create out-of-balance records in the general ledger.

When you run Invoice Journal Generation, the system:

e Creates preliminary journal entries from the transactions in the Billing Workfile. The
distribution AAls define which accounts the system assigns to the credit side of the
journal entries.

o Updates the batch status description for the batch.

e Prints the Invoice Journal Generation report with accounting rule information and
journal entry detail.

o Compresses the detail journal workfile information and stores it temporarily in the
Compressed Journal Entries (F48911).

e Prints the Service Billing Journal Register with the compressed information as a
summary of the journal entry detail.

See Also

Q Printing Invoices Manually in the Service Billing documentation for information about
locating a batch of invoices

» To create preliminary A/R and G/L entries

From the Invoice Processing menu (G48S21), choose Batch Review.

1.  On Work With Batches, locate your batch of invoices.

2. Choose the batch and choose Journal Generation from the Row menu.

Reviewing Preliminary A/R and G/L Entries

From the Invoice Processing menu (G48S21), choose Batch Review.

When the system creates preliminary A/R and G/L entries, you can review the batch status
on Batch Review to determine whether the entries were generated with errors. To verify the
information for the general ledger journal before you create the final A/R and G/L entries, you
can review the following reports:
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¢ Invoice Journal Generation Report, to review the detail of all cost transactions that
make up the pay items for your invoices, and the accounting rules for the
transactions

o Billing Journal Register, to review journal entry details summarized by business unit,
object, subsidiary, and subledger

Review the Billing Journal Register first for errors and warnings. You can also run the Billing
Journal Register to print additional copies of the journal register after you have created
preliminary G/L entries.

If you find errors on the reports, you do not always need to delete the batch and regenerate
the invoices. Once you identify the errors, you can correct them and run Invoice Journal
Generation again. Common errors include:

¢ Incorrect dates or invalid accounts related to the general ledger

Creating Final A/R and G/L Entries

You complete the billing process within the billing system when you create the final A/R and
GI/L entries. To complete the overall invoice process, you then post the journal entries to the
general ledger and accounts receivable.

When you create final A/R and G/L entries for a batch of invoices, the system:

e Changes the journal status for the related workfile transactions

¢ Moves the transactions out of the active Billing Workfile table (F4812) and into the
Billing Workfile - History table (F4812H)

e Removes the batch header number for the invoice journals
o Deletes the records in the Detail Journal Workfile and Compressed Journal Workfile

When you create A/R and G/L entries, the system displays processing options before
submitting the job for processing. Use the processing options to specify the batch of invoices
for which you want to create entries.

Caution

Before you create final A/R and G/L entries, ensure that the invoice amounts and journal
transactions are correct. To make any changes after you create A/R and G/L entries, you
must either void the invoices or create an adjusting invoice batch.

See Also

Q Printing Invoices Manually in the Service Billing documentation for information about
locating a batch of invoices

» To create final A/R and G/L entries

From the Invoice Processing menu (G48S21), choose Batch Review.

1.  On Work With Batches, locate your batch of invoices.

2. Choose the batch and choose Create A/R from the Row menu.
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Processing Options for Create A/R Entries (P48199)

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 = XJDEO0O1
2. A/R Batch Draft Version (R03B671)

Blank = XJDE0OO7
3. Journal Edit Register Version (R48300)
Blank = XJDE00O1
4. Automatic G/L Post Version - Invoice Batch (R09801)
Blank = No Auto Post
5. Automatic G/L Post Version - G/L Batch (R09801)
Blank = No Auto Post
Batch Approval
1. Invoice Batch Approval
Blank = A/R Constant Default
1 = Approved
2. G/L Batch Approval

Blank = G/A Constant Default
1= Approved

Reviewing Preliminary A/P and G/L Entries

From the Voucher Processing - CSMS Only menu (G48S23), choose Batch Review and

locate your batch.

When the system creates preliminary A/P and G/L entries, you can review the batch status

on Batch Review to determine whether the entries were generated with errors. Based on the
processing options for Journal Generation, you can review the following reports to verify the

information for the general ledger journal before you create the final A/P and G/L entries:

¢ Journal Generation Report, to review the detail of all cost transactions that make up

the pay items for your vouchers, and the accounting rules for the transactions

e Journal Edit Register, to review journal entry details summarized by business unit,
object, subsidiary, and subledger

Review the Journal Edit Register first for errors and warnings. You can also run the Journal

Edit Register to print additional copies of the journal register after you have created
preliminary G/L entries.

Use the Journal Generation Report to locate errors. If you find errors on the reports, you do

not always need to delete the batch and regenerate the vouchers. Once you identify the
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errors, you can correct them and run Voucher Journal Generation again. Common errors
might include incorrect dates or invalid accounts related to the general ledger.

Reviewing and Posting Journal Entries

From the Invoice Processing menu (G48S21), choose Post Invoices to G/L.

After you create the final A/R and G/L entries, you complete the overall billing process by
reviewing, approving, and posting the journal entries.

The journal review and post programs are the same programs that you use in the Accounts
Receivable and General Accounting systems.

See Also
Q Working with Final Invoices in the Service Billing documentation
Q Reviewing Invoices in the Accounts Receivable documentation

Q Posting Invoices in the Accounts Receivable documentation

Voucher Processing for CSMS

Customer Service Management uses the billing programs from the Service Billing system as
the primary billing programs.

Before you can complete the voucher process for CSMS, you must generate a workfile.
When you run Service Order Workfile Generation, the system gathers the service orders that
are eligible for payment from the Work Order Parts List (F3111), the Parts List Extension
table (F31171), the Work Order Routing table (F3112), and Routing Instructions Extension
table (F31172) and then creates Service Billing Workfile records (F4812).

Topics
Billing for CSMS includes the following tasks:

O Generating the voucher workfile
O Working with A/P and G/L entries

Generating the Voucher Workfile

From the Voucher Processing - CSMS Only menu (G48S23), choose Voucher
Generation.

Run the Voucher Generation program (R48122) to group workfile transactions and assign
voucher numbers.

When you run the Voucher Generation program, the system creates pay item records. Pay
items are the payable lines that summarize one or more workfile transactions. The pay items
for a specific voucher make up the total amount of the voucher. The system stores pay item
information in the Voucher Summary Workfile (F4823). The program also updates the
workfile transaction records with the new voucher information.

After you run the Voucher Generation program, the system generates a report that includes
the following information:
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e Voucher number and related pay items
e Totals by voucher
e Batch number

e Any applicable tax information

Before You Begin

O Generate workfile transactions.

Working with A/P and G/L Entries

J.D. Edwards strongly recommends that you create and carefully review preliminary G/L
entries before you create the final entries that post to the general ledger. If you post out of
balance records to the general ledger, the only way to correct these balances is to void and
regenerate the voucher.
Topics

O Creating preliminary A/P and G/L entries

0 Reviewing preliminary A/P and G/L entries
O Creating final A/P and G/L entries
a

Reviewing and posting journal entries

Before You Begin

Q Generate vouchers

Creating Preliminary A/P and G/L Entries

From the Voucher Processing - CSMS Only menu (G48S23), choose Batch Review.
Locate and choose your voucher batch, and choose Journal Generation from the Row
menu.

You complete the voucher process by creating journal entries. You first create preliminary
A/P and G/L entries. When you run the Journal Generation program (R48131), the system
creates the preliminary entries and prints the Journal Generation report. You can also set a
processing option to print the Journal Edit Register. You should carefully review these reports
to ensure that you do not create final journal entries that create out-of-balance records in the
general ledger.

When you run Journal Generation, the system:

e Creates preliminary journal entries from the transactions in the Billing Workfile.
o Updates the batch status description for the batch.

e Prints the Journal Generation report with accounting rule information and journal
entry detail.

o Compresses the detail journal workfile information and stores it temporarily in the
Compressed Journal Entries (F489111).

e Prints the Service Billing Journal Edit Register with the compressed information as a
summary of the journal entry detail.
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Creating Final A/P and G/L Entries

From the Voucher Processing - CSMS Only menu (G48S23), choose Batch Review.
Locate and choose your batch, and choose Create A/P from the Row menu.

You complete the voucher process when you create the final A/P and G/L entries. After you
create A/P entries, you then post the journal entries to the general ledger and accounts
payable ledger.

When you create final A/P and G/L entries for a batch of vouchers, the system:

e Changes the journal status for the related workfile transactions

¢ Moves the transactions out of the active Billing Workfile table (F4812) and into the
Billing Workfile - History table (F4812H)

e Removes the batch header number for the voucher journals
o Deletes the records in the Detail Journal Workfile and Compressed Journal Workfile

When you create final entries, the system displays processing options before submitting the
job for processing.

Reviewing and Posting Journal Entries

From the Voucher Processing menu (G48S23), choose Post Vouchers to G/L.

Alternatively, choose Voucher Journal Review from the Voucher Processing menu (G48S23).
Locate and choose your batch, and choose Post by Batch from the Row menu.

After you create the final A/P and G/L entries, you complete the overall payment process by
reviewing, approving, and posting the journal entries.

The journal review and post programs are the same programs that you use in the Accounts
Payable and General Accounting systems.
See Also

Q Creating Final Voucher Journal Entries in the Service Billing documentation

Q Reviewing Vouchers in the Accounts Payable documentation

Q Posting Vouchers in the Accounts Payable documentation

Working with Prepayments

To track your customer's payments that are made up-front, you can use prepayment
processing. Customers can prepay by using cash, check, or credit card. If a customer has
already paid for a service contract or service order, the invoice reflects that the contract or
service order has been prepaid.

There are two types of prepayment transactions:

Two-party
prepayment

Two-party prepayments are typically cash or check transactions that occur between you
and your customer. When an order is prepaid with cash or a check, the system indicates
the prepayment form, transaction, and total on the invoice.
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Three-party

Three-party prepayments are typically credit card transactions that occur between you,
prepayment

your customer, and the credit card company.

In the system, the transaction is an electronic transmission of transaction information
between your bank, the credit card company, and the credit card processor.

The prepayment processing system provides an interface between OneWorld applications
and a seller's designated credit card processor. With the prepayment processing system, you
can integrate credit card authorizations and final settlements with your business processes.

For three-party payment transactions, J.D. Edwards does not provide middleware or credit
card transaction processors. In order to complete credit card prepayment processes, you
must select a credit card processor, a third-party vendor, or a middleware solution with which
you can transmit information between OneWorld, the credit card company, and your bank.
Topics

Authorizing prepayment transactions

Working with prepayment transactions

Settling prepayment transactions

Running the A/R Draft Collection for Prepayments program

Reviewing prepayment journal entries

0 0O 0 0 O

Running the Prepayment Transaction report

See Also

a Setting Up Prepayment Processing in the Sales Order Management documentation
for information about setting up status flow, prepayment types, and authorization and
settlement codes

Creating Contract Prepayment Transactions

Creating Service Order Prepayment Transactions

Authorizing Prepayment Transactions

From the Prepayment Processing menu (G1726), choose Authorize Prepayment
Transactions.

When you enter a prepayment on a service order or contract, you capture the customer's
credit card transaction information and transmit the order amount through your middleware
solution, a credit card processor. The processor then checks the cardholder's accounts for
available funds and places a hold equivalent to the prepayment amount on the customer's
credit line. The credit card processor then returns the authorization code to you.

When you run the transaction authorization program, the system reads over the transaction
table and groups into a batch all of the prepayment transactions that are at Ready to
Authorize status. The system assigns each batch a number, and each transaction within the
batch has the Batch Number field on the Prepayment Transaction table. If the authorization is
successful, the system updates the status of the transactions in the Prepayment Transaction
table.

When the batch is settled, the system updates the Batch Header record and the individual
prepayment transaction records to Authorized status. Settled transactions are not eligible for
changes and updates.
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Processing Options for Work with Prepayment Processing information
(P004201)

Defaults

Enter the Next Status Override Code for:

1. Authorized Lines

Holds

1. Authorization Hold for Prepayment Processing

Working with Prepayment Transactions

After you enter a prepayment for a contract or service order, you can access the Prepayment
Transaction Revisions program to enter check number or credit card information. The system
retrieves the order amount, plus the calculated taxes as the prepayment amount. When you
enter prepayment information, the system creates a record in the Prepayment Transaction
table.

You can review prepayment status for a particular customer or status.

» To work with prepayment transactions

From the Prepayment Processing menu (G1726), choose Work with Prepayment

Transaction.
PeopleSoft. o =
SelectWorkspace W
Active Foundation Personalize | Crangs ole | Sion ot

i 7 ]

Select Find  Close Row  Todls

v @ X B B
Order Number [ ,*7 [ ’,7

Frepayment Origination Flag [~

Customize Grid

Frepayment Frepayment

Orig Flag Trans Status
ol 28 CM 00200 oot 0.001 oz ? 05 10/26/39 1,300.00 0000000q
c 28CM 00200 oot 0.002 az 2 il 10/26/39 1,050.00 00000004
o 28CM 00200 001 0.003 0z ? 05 10/26/89 750.00 0000000
o 28CM 00200 001 0.004 0z ? 05 10/26/89 1,500.00 00000004
o 28CM 00200 001 0.005 0z ? 05 10/26/89 800.00 00000004
o} 28 CM 00200 o1 0.006 oz ? 05 10/26/99 0.00 noooooag
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1. On Work with Prepayment Transactions, to locate prepayment transactions,
complete the following fields and click Find:

e OrTy

e Order Number
e Ord Suf

e Program ID

2. Select the transaction and choose Revisions from the Row menu.

PeopleSoft. —++ 7 v {4 (]
Select Workspace: | Active Foundation hd
Active Foundation | Personalize ‘ Changs Role | Sign Out
A i M
OK  Cancel Tools
=]
Crder Number 28 Autharize Transaction Amount 1,200.00
Order Type CM Cash Payment Amt .00
Order Company 00200 Check Payment Amt .00
Order Suffix 001 Tax 0.00
Prepayment Origination Flag 0z Settle Transaction Amaunt 1,300.00
Seguence Number
Line Number 0,001
Payment Instrument ’T
Prepayment Transaction Status m Q

3. On Prepayment Transaction Revisions, review the transaction information.

4. To manually update the prepayment status, complete the following field:

e Prepayment Trans Status

Settling Prepayment Transactions

From the Prepayment Processing menu (G1726), choose Settle Prepayment
Transactions.

Final settlement occurs between you and the credit card company by way of your selected
middleware software solution. At this time, you transmit all authorized transactions to the
credit card processor who is requesting funds.
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For contracts, the transaction can be moved to settled status when the authorization is
received. For service orders, the transaction can be moved to settled status when the
approval is received.

When you run the transaction settlement program, the system reads over the the transaction
table and groups into a batch all of the prepayment transactions that are at Ready to Settle
status. The system assigns a number to each batch, and each transaction within the batch
has the Batch Number field on the Prepayment Transaction table.

When the batch is settled, the system updates the Batch Header record and the individual
prepayment transaction records to Settled status. Settled transactions are not eligible for
changes and updates. You can set up your processing options to purge all settled
transactions from the Prepayment Transaction History table.

Processing Options for Settle Prepayment Transactions (R004202)

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

From the Prepayment Processing menu (G1726), choose A/R Draft Collection for
Prepayments.

After the settlement process occurs successfully, you can generate drafts for receivables
from the credit card company's bank.

Your bank collects the funds for the draft from the credit card company's bank on the due
date of the draft. On or after the due date, both you and the credit card company recognize
the transfer of cash. You update the status of the draft in your records to show that it has
been collected.

Some companies prefer to close the draft on the settlement date, while others wait until the
payment appears on the bank statement. Depending on your company policy, use the A/R
Draft Collection for Prepayments to do one of the following:

¢ Run Status Update with Journal Entries on the draft due dates to create journal
entries.

¢ Run Status Update without Journal Entries on the draft due dates using a pay status
code of something other than P (paid). After you verify that payments have been
collected, run Status Update with Journal Entries.

Additionally, the credit card company might assess fees for authorizations. You account for
all fees by creating a separate journal entry in the Journal Entries Fee program (P0911).

You can run the batch process in either proof or final mode.
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Proof |4 proof mode, the system:

mode

e Selects drafts with a remitted to bank status, that is, drafts that have been remitted but not
yet collected.

e Prints a report that shows the drafts to be updated. It shows all drafts that have a payment
status of G (drafts deposited not due) with a due date that you specify in a processing
option.

Final In final mode, the system works in the same way as proof mode except that it also:
mode

e Changes the pay status of drafts to P (paid) or to another value that you choose.

o Closes your drafts and creates a journal entry to debit a cash account and credit drafts
remitted.

e Clears the account of drafts created with a contingent liability.

The process updates records in the A/R Ledger, Receipts Register, and Receipts Application
Detail tables, and creates records in the Receipts Application Detail table.

Processing Options for A/R Draft Collection (RO3B680)

Proof / Final
1. Enter a'1' to run in the Final Mode. Default of blank will print the report only.

As Of Date

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.|f 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.

Payment Instrument

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).
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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 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.

(***Effective only if draft has been remitted without Contingent Liability***)

Exchange Rate Override

Reviewing Prepayment Journal Entries

From the Prepayment Processing menu (G1726), choose Journal Entries.

After you create the final prepayment journal entries, you complete the overall billing process
by reviewing, approving, and posting the journal entries.

The journal review and post programs are the same programs that you use in the General
Accounting system.

See Also

O About Basic Journal Entry Processing in the General Accounting documentation

Running the Prepayment Transaction Report

From the Prepayment Processing menu (G1726), choose Prepayment Transaction
Report.

When you run the Prepayment Transaction Report, you can determine the statuses of your
transactions. Based on your data selection, you can view prepayments that are authorized
but not settled, or transactions that are in error.

Processing Options for Prepayment Transaction Report (R004203)

Purge
1. Purge Prepayment Transactions
Blank = Prepayment transactions will
not be purged.
1" = Settled Prepayment
Transactions will be purged.
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Vertex Quantum for Sales and Use Tax

If your company wants to apply sales taxes automatically, you can use the Vertex Quantum
for Sales and Use Tax system (Quantum) with the following J.D. Edwards systems:

General Accounting

Accounts Receivable

Accounts Payable

Sales Order Management

Procurement

Customer Service Management System (CSMS)
Contract Billing

Service Billing

Caution

If you are using the J.D. Edwards Payroll system, you are required to use the Quantum for
Payroll Tax System. See Setting Up Tax Information in the Payroll Guide.

For further information about the J.D. Edwards interface to the Vertex Quantum software, see
the Knowledge Garden.
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