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Target Audience

• Target:

• Sales, Service and Operations Management 

• Service Coordinators / Admin 

• Customer Service Reps 

• Users interested in Service, Service Contracts 

• Optional: 

• Project Coordinators 

• Executives 

• Sales Reps 

• Accountants

• Pre-requisites: Attended and/or watched (available on Help Center)

• Service I: Philosophy [June 2024]

• Service II: Sell and Set Up with Q360 v23.02 [July 2024]
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Learning Objectives

By the end of this session, you will be able to:

• Schedule and dispatch Service Calls

• Track time against, close and bill Service Calls

• Monitor Service Contract performance using workflows and reports

• Set up Customer access to the Customer Portal to self-serve
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Agenda

1. Introduction

2. Back Office Functions: Customer / Site setup, Call setup / 
management, communication, scheduling, dispatch

3. Techs: Time billing, notes / checklists, Inventory management, Call 

completion

4. Accounting: Billing, Call Revenue / COGS recognition

5. Customer Portal: Admin setup, Dashboards, Reports

6. Reports

7. Summary

8. Q&A

9. Wrap up and Resources
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1. Introduction

• How did we get here?
• Service Mindset 

• Service Philosophy / Common Framework

• Service Contract(s)

• Service Attributes 

• Service Configurations

• What is a Call?
• Reactive Work / Recurring

• Single Instance 

• Minimal single-function labor

• Transactional
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2. Back Office Functions – Customer / Site setup

• Service Alerts subtab
• Customer

• Site

• Product

• Acct Alert subtab
• Customer

• Techs subtab
• Site

• Recurring Calls tab
• Product

• Service Contract

• Access Info tab 
• Site

• Product
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2. Back Office Functions – Call Setup

• Products and Systems > Service

• General Codes

• Call Status

• Open Service Calls

• Set up Recurring Calls

• Maintenance

• Inspections

• Qforms option

• Key Service Call fields
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2. Back Office Functions – Call Setup

• Key Service Call Fields
• Company / Site

• Branch / Department

• Status

• Priority

• Call Type

• Bill Type

• Caller / Details

• Contact / Details

• Product Info

• Problem

• Solution (typically completed by Tech)
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2. Back Office Functions – Call Management

• Service Level Agreements (SLAs)

• Triage – assess priority

• Dispatch Q

• Queues (+ strategies)

▪ e.g. team-based, filtering

• Schedule

• Customer date preferences

• Tech scheduling

• Dispatch

• Manual, Nightly Automated

• Appears in My Task List
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2. Back Office Functions – Communication

• Email alerts

• Status Change

• Dispatched

• Token list available

   on Help Center

• Tracking Number
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Poll #1 – Call Management

Which of the discussed topics could you improve upon? 

(select all that apply)

a. Service / Acct / Email Alert

b. Access Info

c. Recurring Calls

d. Call Management: SLA and Triage

e. Field Scheduling
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3. Techs – Dispatch, Instructions, Schedule, Work

• Tech View (typical practice – basic functions)

• My Task List

• Time Billing

• Checklist

• Events

• Categorizable, filterable

• Parts requests

• Notes (Back Office instruction)

• RMA

• Recommendation(s)
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3. Techs – Call Completion

• Parts used (Extended Menu > Tech Inventory)

• Update checklist (if necessary)

• Schedule return visits (if necessary)

• Solution Code

• Customer Signature

• Update Call Status

• In-field CC payments with FLEX license (beta)
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Poll #2 – Tech Topics

Which of the discussed topics could you improve upon? 

(select all that apply)

a. Scheduling

b. Field Thoroughness / Field Compliance / Field Notes

c. Correct Solution Capture (code / notes)

d. Better use of Events
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4. Back Office Functions – Accounting

• Post timebills (Service Management)

• Check Dispatch Close

• Preview Billing Report

• Call Billing

• Fixed

• T&M

• Revenue / COGS recognized at Invoice posting

• Credit Card payment option (beta)
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4. Back Office Functions – Accounting
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GL Accounts Installation/
Projects

Maintenance 
Agreement

T&M Warranty Box

Project: Material

Project: Labor

Project: Sub-Cont

T&M: Material

T&M: Labor

T&M: Sub-Cont

Maint: Material

Maint: Labor

Maint: Sub-Cont

Warranty: Material

Warranty: Labor

Warranty: Sub-Cont

Box Sale

Freight



Poll #3 – Accounting Topics

Which of the discussed topics could you improve upon? 

(select all that apply)

a. More aligned GL structure

b. Billing efficiency 

c. Call closing process
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5. Customer Portal

• Service Admin setup for Customer use

• Dashboards

• Active Calls Dashboard

• Recent Events Dashboard

• Customer-facing reports

• Block Amount Summary / Detail

• Monthly Call Activity

• Unpaid / Paid Invoices
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6. Reports

• Service Overview Workflow Queues

• Dispatch Queue

• Event Queue

• Service Call Open / Closed Dashboards

• Service Contract Profitability

• Customer Call History

• Call Profit
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7. Summary

• Preparation breeds efficiency 

• Call thoroughness creates credibility

• Recurring calls increase “stickiness”

• Holistic communication generates relationship and 

profitability 

• Mature Service is a key piece of a virtuous Client / Revenue 

cycle
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8. Q&A
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Poll #4

Would you like to be contacted regarding further training on 

Service Management and Delivery in Q360?

a. Yes

b. No
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9. Wrap Up & References
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Q360 > Help >  Contents
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