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Target Audience

« Target: pmmm———————— ~,
» Sales, Service and Operations Management

[ 1
| |
_ _ _ Service Il: ! :
« Service Coordinators / Admin Sepien [ ] i
« Customer Service Reps E !
» Users interested in Service, Service Contracts ! i
|
 Optional: . %
* Project Coordinators Pre-req Pre-req Today

 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]

SOLUTIONS - .- »

2024-08-28 2 ith Q360v23.02




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

/. 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

Add Customer

[ company Active Only n Q

Service Alerts subtab
mSITES Contacts Activities Sales Opps Quotes/Quick Lists Projects Srv Calls TimeBills Documents Email Org. Pricing History
« Customer
Company ) Main Contact - Sales Rep v Customer Mo. | AD9E4B8608

-\‘

Address 1 w Invoice Site No | — — -~ |Q o5 Alt Sales Rep - Status | ACTIVE v

° S H t Address 2 NickName SalesRep 3 v Type |PROSPECT -

I e City Alt. Name SubType - Company Mo. | Technology Integrator Inc. — 01 v

State |— + | External User Eru;prrel System Default - My SubType 2 - Branch |HEADOFFICE v

° P rO d u Ct Zip/Postal code My Source e sie |— -
Country |USA - Comment Tracking No. ) | AQ98488607

Fhene Language |EMNGLISH v

 Acct Alert subtab

Web Site
» Customer
m Cust. Profile  Service Alert  Acct. Alert User Def eAcceptance
¢ I e C I I S S u bta b Payment Terms | NET 30 M Diecount 0.0 Credit Check Type | | Credit Cards

Tage [

Tax Applicable |EXEMPT — TAX EXEMPT - ¥TD Sales CADS0.00 Credit Check Score Auto Delivery
. Tax Exempt No. Last Year Sales CADS0.00 Credit Check Ref

) S I t e Tax Exempt Reason - Prev Year Sales CADS0.00 Credit Check Result -
Avg. PaymentDays |0 High Cust. Balance CADS0.00 Credit Check Date

Default Currency [CDN — Canadian Dollars - Credit Limit CADS0 Collection@ | John's @ Qs

- Defauit Price Level - Balance caDs0.00| @ Collection Level -

« Recurring Calls ta —— S e G s
Business Number Jetbuit Customer als

 Product
 Service Contract

« Access Info tab
« Site
 Product
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2. Back Office Functions — Call Setup

Products and Systems > Service

#, . General Codes €3T 0%
- General Codes i - —
Code Type | CALLSTATUS Description | Call Status Active Flag Maximum Length 10
Code Child
« Call Status
= eje|\r |
# Status call State Closing Entry Hide from My Task List (Use Description Console Color Active Sequence
- - ADDTOKE ACTIVE o techuserexternal admin = 0 -
* Open Service Calls : E—
3 CLOSED POST ~ YES LTPINK g 0
4 COMPLETE POST m} YES CYAN g 0
- 5 DISPATCHED ACTIVE m) YES SEAGREEN & 0
Y 6  INSTALL ACTIVE m) YES & 0
Set up Recurring Calls | = =~ = ° e
& NEED PARTS PRE (m} YES = 0
9 NEED QUOTE ACTIVE m) YES MDBROWN cg 0
- 10  ON HOLD ACTIVE (W] NO Test description column . (=4 0
L] Malntena nce 11 OPEN ACTIVE ] =4 0
12 OUT4REPAIR ACTIVE 0 I 0
13 PENCIL ACTIVE 0 I 0
- 14 PENDCUST ACTIVE o = 0
[ ] I n S p ect I O n S 15 PENDING ACTIVE o = 0
16 QA ACTIVE [m} = 0
17  SCHEDULED ACTIVE [m} = 0
= 18 TECH DOME ACTIVE ] 4 0
[ J QfO rm S O ptl O n 19 TRAVELING PRE ] 4 0
20 TRIAGE PRE ] YES =4 0 <
1€ < 11030 0f 30 P | Page1 w 100 rows per page v

« Key Service Call fields
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2. Back Office Functions — Call Setup
« Key Service Call Fields

[ call No. Active Only o Qq = 0 s C) ==
.
« Company / Site ca
Company | Prebon Technology Ltd. Q Company Mo. |Technology Integrat... « Call No. | 503791
PY B ra n C h / D e a r-t m e n t Site_| Prebon Technology Ltd. — 8500 Sw Creekside P| — Beaverton | Q) Branch | HEADOFFICE - Status |OPEN L
p 8500 Sw Creekside PI Ste 700, Beaverton, OR, 97008-7101 Department | ENGINEERING - Priority |3.00 — Priority 3 -
Invoice To | Prebon East LA - Health Care — 3225 Market St — Riversi.. » | @ | 5§ PO# ETA Date (C]
) Statu S Bill Type @ - CSR -
SalesRepB= | John G - Incident No. Current Tech
. = Al Sales Rep | (none) A Billable call Type | Please choose.. Ad
) P rl O r I ty SalesRep3 |(none) v Bill Amount Us$0.00 Disp. Q -
Call Role 1 - Call Role 2 -
° C | I Nickname Category A d Sub Category v
a y p e Est. Fix Time2 0.00 Est. Fix Time 0.00 TE Category - TE Sub Category -
. Product || (none) > Q Prod. Det. || (none) -
[ B I I I y p e Caller - Contact -
Phone Ext. Contact Method | (Any) - Phone Ext. Contact Method | (Any) -
- Problem | Please choose... v
« Caller / Details
. 4
e LonNtac etalls -
Descrip
* Product Info
4
* Problem
[ J

Solution (typically completed by Tech)

SOLUTIONS - .- »

2024-08-28




2. Back Office Functions — Call Management

« Service Level Agreements (SLAS)

L] Ll -
¢ |||a € — adSsSsess pl 101 |ty
m Sales Accounting Projects Service Inventory HR Survey LiveData Workfow Dashboards Window Help
= #,_ Dispatchq €rT-ER
i I S pa t C Dezoaihi 2]

Queve | (ALl Company | [ xTechnology Imegrator Inc. — 01 CSR/Tech |[CALL
Zone [ [FALL Branch | [ HEADOFFICE sutus | (OPEN
° t t - call Type | (AL Department | [ PROFESSIONAL DEVELOPMENT SERVICES
ueues (+ stra egles S
= Search Results |t | I@ ¥/
- - # . CallNo. | Sel#  Pri ‘Start Timebill Date Company Site Name . Problem Status Dispatch Q#*  Est. Fix Time ¢ TB Zone City State System 1D CSR# Tech Assigned Dispatch Date | Dispat
| | e g tea m - b a Se d fl Ite rI n g . Q 50057 & 300 @ 20150523 Prebon Technology Lid, Prebon-Oakland - Life Safety @ MONTHLY INSPECTION  # OPEN INSPECTION 000 0.00 EAST  Markham ON 5239522 JGRAHAM -
" . 4 2 Qs O am @ 20230126 Costco Canada Costco Canada @& TESTPROBLEMCODES  ® OPEN 80X 000 000 VIRT  Mississauga  ON ARKIL
3 Q@ s0es O 300 @ 20230327 AV PRO AVPRO & OPEN Tam 000 0.00 Mississsugs  ON ABKIL
4 Q 503204 0O 3o @ 20230503 Costco Canada Cosico Canada a OPEN TaM 000 0.00 VIRT Mississauga oN AAKIL
s Q53203 O 300 202306-01 Costoo Canada Coston Canada a OPEN 000 000 VIRT  Mississsugs  ON
7 Q sm4 O 300 @ 20230708 Costeo Canada Costca Canada & OFEN 000 000 VIRT  Mississaugs  ON
8 Q 503314 o 3.00 @ 20230915 Costco Canada Costco Canada 3 OPEN 000 0.00 VIRT Mississauga oN
9 Q 503431 0O  3m 202307-21 (Costco Canada Cosico Canada a OPEN 000 0.00 VIRT Mississauga oN
10 Q s3ss2 | O 300 @ 20230821 Costoo Canada Costoo Canada & OPEN 000 000 VIRT  Mississsugs  ON
° u St omer d a te re fe rences 1Y O R : ST N
12 Q so3ss | O 300 @ 20230801 Costco Canada Costeo Canada a oPEN 000 400 VIRT  Mississauga  ON 24294178 AERICKSON  AAKIL
13 Q 503567 a 3.00 @ 20230901 Costco Canada Costco Canada [ OPEN 000 0.00 VIRT Mississauga ON 24294178 AERICKSON
14 Q sz O 3w 20031020 Costeo Canada site2 a oPEN 000 000 25546470
- 15 Q 503614 o 3.00 O 20231213 Costee Canada Costco Canada [ OPEN TEM 0.00 0.00 VIRT Mississauga ON AAKIL
17 Q so.3% O 300 20240106 Costeo Canads Costen Cansds @ vopTEST opEN ooo 000 VET  Mississaugs O AAGUILAR
18 Q 503659 0O 300 @ 20230921 Costoo Canada Costco Canada a OPEN 000 0.00 VIRT Mississauga oN
19 Q so3ss | O 300 202311415 Costoo Canada Coston Canada a OPEN 000 000 VIRT  Mississsugs  ON 123123123 ARKIL
= 20 Q 503670 o 3.00 @ 20231001 Costee Canada Costco Canada [ OPEN 0.00 0.00 VIRT Mississauga ON 24294178 AERICKSON
2 Q sz | O 300 @ 20231020 Costoo Canada Testtt @ TEST PROBLEM CODES OPEN 000 000 Adingten VA 1245571
23 Q 503673 0O 3o @ 20231020 Costco Canada Cosico Canada a OPEN 000 0.00 VIRT Mississauga ON 12455271
24 Q503691 [m Y] @ 20231021 Costoo Canada Costoo Canada & OPEN 000 000 VIRT  Mississsugs  ON
25 @ sm0 O 300 @ 20231215 Gostoo Canada Gostoo Canada a oPEN 000 000 VRT  Mississsuga  ON 123123123 AAKIL .

« Manual, Nightly Automated »
. pears in My Task List
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2. Back Office Functions — Communication

° E - I I r_t # _ Email Alert Template #10536832: Service Call Closed EIF DX
Mall alerts I — :

ACEIDDODEE B 2N O |

Conditions =T k(=0 E N Popup Template User Def

[ Sta tu S C h a n g e . _me noreply@solutions360.com

custon luti 60.com

cc
Subject | QA Dev: Ticked Closed: {{CALLNO}}

» Dispatched

kA

6) (_) L+ ]

« Token list available | woonno. o A

Ticket Details:

CallNe: {{CALLNGY)
O n H e I p Ce n te r Call Date: {{DATE}}

Problem: {{DETAILY)
Solution: {{SOLUTICNDESC)

° TraCking Number How did we do?

POE

--BEGIN CUSTOM FOOTER

I=

<
o
oy
[
&
U
il
ihl
Ml
iii
il
Y
liil
Tiil

This email iz intended for testing and training purpeses only
¥ou have received this email from Q360 QA Database
DIV = SPAN
Content Type | text/html

& Replacement tokens must be in the form: {{columnname}}
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Poll #1 - Call Management

Which of the discussed topics could you improve upon?
(select all that apply)

. Service / Acct / Email Alert

. Access Info

Recurring Calls

. Call Management: SLA and Triage
. Field Scheduling

™ QO N0 T o
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3. Techs - Dispatch, Instructions, Schedule, Work

My Task List
Time Billing
Checklist

Events

« Categorizable, filterable
« Parts requests
* Notes (Back Office instruction)
« RMA
« Recommendation(s)

SOLUTIONS - .- »
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36~

Expenses

Customer

& 9

Home Expenses

Tech View (typical practice — basic functions)

1003 A& - B A=l 93% 8

o 8= .l 93%.

El

36~

o]a|o]

SOW Events Check List Summary

=|&]

Title

Commissioning

Project Task No.
134735501

Priority

My Task 5.0000

Primary Resource £

Scheduled Date

09/04/2024 17:00 EST — Eas
End Date
16/04/2024 11:00 EST — Eas
Status Code
Call Search OPEN

Main Office / Access Control System Installation

Scheduled Effort
50.00 50.00

Time Bill Category
COMMISSIONING

Time Bill Sub Cat

& @

ﬁa g Home Expenses
My Task Customer eca\l

Search

Mv!sk Customer

10023 A& -

6 N = al 93%8

362 I = |
o[alz]+[e]=]&

mEvents Email /Docs Check List Summary

Call No. Status Priority
500455 SCHEDULED 5.00 — Priority 5

ETA Date

CSR
Becky Miller

Prebon Technology Institute Ltd.

Prebon - HVAC — 1478 Saint James Cres — Greenville

1478 Saint James Cres Suite 3400, Greenville, SC, 29615

Est. Fix Time Est. Fix Time2

0.00
310646
Jill Kennith — Purchasing Assistant
Phone
>(81 8)878-7226 3345 Ext.

Stephen Danne — Sales Executive

jRhonat

Ewe:ses Mv!sk

Customer Call
Search




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)

. Scheduling

. Field Thoroughness / Field Compliance / Field Notes
Correct Solution Capture (code / notes)

Q 0 T o

. 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

GL Accounts Installation/ Maintenance T&M Warranty
Projects Agreement

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
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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

R — rz_sx

Workflow: Service Overview

 Service Overview Workflow Queues ——
» Dispatch Queue
 Event Queue

 Service Call Open / Closed Dashboards | =
» Service Contract Profitability .

H
i
H
f
£
;-
f

L} 5- LIVE DATA: Service Contract Profitability €3 0%
« Customer Call History
| = Service Contract Profitability EREEIC
= # ‘ . ‘ Company ‘ Serv Cont | Type | Number ‘ Title | Revenue ‘ Material Cost | Labor Cost ‘ Misc Cost ‘ Total Cost ‘ Profit ‘ ‘
(] C a I I P rO fl t 1 Q  PrebonTechnology Instit.. 200767 Srv Cont 200767 HARDWARE $2,006.8800 $0.0000 $0.0000 $0.0000 $0.0000 $2,096.8800
Srv ContTotal $2,006.8800 $0.0000 $0.0000 $0.0000 $0.0000 $2,096.8800
200767 Total $2,006.8800 $0.0000 $0.0000 $0.0000 $0.0000 $2,006.8800
Q. Prebon Technology Instit.. 201171 call 523688 ! -SEASONAL = $41,629.0000 $0.0000  $23,709.3900 $0.0000  §23,700.3900  $17,919.6100
callTotal S:rr:%iear?: r(‘:t:‘t:t $41,629.0000 $0.0000  $23,709.3900 $0.0000  $23,709.3900  $17,919.6100
201171 Total $41,629.0000 $0.0000  $23,709.3900 $0.0000  523,709.3900  $17,919.6100
Q. Prebon Technology Instit.. 201210 Srv Cont 201210 WARRANTY $5,464.7000 $0.0000 $0.0000 $0.0000 $0.0000 $5,464.7000
Srv ContTotal . $5,464.7000 $0.0000 $0.0000 $0.0000 $0.0000 $5,464.7000
9 Q. Prebon Technology Instit.. 201210 call 521534 Serv;:ne d%aélgl:roﬁt $0.0000 $0.0000 $41.6600 $5.0000 $46.6600 $-46.6600 0.00
10 Q  Prebon Technology Instit.. 201210 call 522964 $0.0000 $0.0000 $41.6600 $5.0000 $46.6600 $-46.6600 0.00
11 Q  Prebon Technology Instit.. 201210 call 525451 $0.0000 $0.0000 $41.6800 $5.0000 $46.6800 $-46.6800 0.00
12 callTotal $0.0000 $0.0000 $125.0000 $15.0000 $140.0000 $-140.0000 0.00
13 201210 Total $5,464.7000 $0.0000 $125.0000 $15.0000 $140.0000 $5,324.7000 97.00 |
- Grand Total $49,190.5800 $0.0000 $23,834.3900 $15.0000 $23,849.3900 $25,341.1900 52.00
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/. Summary

* Preparation breeds efficiency
 Call thoroughness creates credibility
« Recurring calls increase “stickiness”

» Holistic communication generates relationship and
rofitability

« 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 Q3607

a. Yes
b. No
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9. Wrap Up & References

B b il ' Window “ ﬂéir

Q360 > Help > Contents

Send Email to Customer Care
Contents

PROCEDURES KNOWLEDGE BASE  VIDEOS RELEASE NOTES Request Sew'ce Dates

Call formy

Create a service call rente] Email alert templates

Create a service call event

= z i [ Queue: Dispatch Q

o

Caller on|

Schedule a service call

Configur Report#:
Service Calls can be scheduled from = B S e = -

- Dispatch a service call Path: Service > Vi

~ el e ol i e i Service Call Close Check

Purpose: Althoug

a job may be configured to sutomatically dispatch 2l scheduled calls = set period befare they are scheduled to occur. 1. e and filter call
1. Open the Call racord Abackground job parameter is specify this period.
There are multiple ways in which user] :
2. Thi Adminizi  Filters: Note: Un
2. Either ga 1o Call » Events tai From a Service Call serl triggers { ab. As of version 22.02, Dispatch form nded Menu contzins 2 “Check Dispatch Close” option. This process will run  series of checks
From a Site record o e me Even recars and prevent putting s call in POST status unless the Call can be closed based on the dispstch close logic. This warks similarly to
I the new Event record: o
= 3. The Justwan) Queue: ie.ng|  Check Project Claseit will present a Modsl listing any close errors on a Dispatch, but the clase errors will present as srror messages,
+ Motice Event Type is MAN( o instess of 5 zrid
1. Go 12 Service > Customers, and « Zone: ie EAST
- Enter the event details, inf
g i # G
3 From a Service Call == . CallType: ie i Mot There will be no zosm function on the errar handling form, but it will indicate which recard is praventing cl
2. Click the Site tab and open the S & Cickhes ¥
Click the Save icon. e N o
« Company: Thi{ _— .
3. Click the Service Calls tab, then| 1. Open & Call record and dlick th . Checks on the Check Dispatch Close:
« Branch: Thisis
4. Enter detailz in the ezl including 2. In=he Dispatch Schedules £rij - Cuso « Depsrtment: 1
. Funnd « Check for linked GL Journal Entry (See Check Project Close logic)
«  Product 3. In the Dispatch Schedule form 1. Goto the Dispatch tab. + Scheduled: Ch
- Oppol - « Check for unpaid expenses
= Caller Review service call { - 2. Usars appear in the grid basad on selactad filcars; cick the row for sslactd User you wish to dispatch t + CSRfTech: CSH
=3 - Order - « Check for open Quote/Orders
+ Problemi/Description - e Dismateh o « Status: ie. CO|
. - The date and . Click the Dispatch buston.
f— — Start - The date and time § ek s Disparch Busen = - Projes + Check for RMATast0) items that hsve not yat been processed
- = End - The date that the wo) .
. CallType From Dispatch Q 2 = Projed  Basedonthefilt] = Check for RMA items that have not yet been proce:
- Comment - Addizianal infd + puc] By clicking the fil
J-—— ’ - || . Check for invaices that are not pasted
4. Click the Save icon -~ 2 v Quotd
5. Click the Save icon. 22 s « Check for PO's that have been recsived but not vouchered
Afer 2 call iz scheduled, note the fol 3 » Servic
Even « Check for PO's that have line item that have not yet been received
From a Product record VRN - o
Regularly review svents ac - The call is visible on the Resource) " e (ke + Checkfor vouchers that have not been posted
® oen - < thas have line i e
- i d can be manual « Check for Orders's that have line item(s) that have been picked
1. Go 1o Service > Customers, and - The call can be manually dispatch] Search Resuts ! "
. 1. Open the Event Q | ) St Fesi » Check for Orders's that have line item(z) in DATAENTRY status
2. Click the Site tab and open the 5 Overvie =
« GotwService>WorkQud  From Resource Console ar Calls you wish to dispatch. Configu o o @ » Check for linked Unposted time bills
2. Click the Products ab 2nd highl e the fitere 20 15 52 S
= Use thefilters tab o defin - 2. From the grid extended menu, select the applicable opt A
- ) Following ‘a
4. Click the Products grid extendeq 2. Once you have reviewed and § - +  Dispatch Selected Calls - ‘a Mote: User must have HELPDESK permission 1o access this menu option
manageable i ) . e pro oa
& Enter details in the call includin] - Dispatch Scheduled Techs (this option is anly avsilsble if the cell is alresdy scheduled) . ‘a
Eneer det Hhe o o Select the rows, then dlicd s a . General Codes for Call Status that have the value for “Closing Entry” set to ¥, will not allow 2 call to move to that status if
. - . the wa
. Product N . ' ’ From Resource Console 1. The _— " a ic fails. This may prevent a call from programmatically moving to a status if @ final inveice is created but not yet post
- - '@ event records are stil mbed 3

ki

£z ore Users may need to adjust their wo

flow to take advantage of this feature.

L

Returned Result]
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