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OVERVIEW 

The purpose of the CONTRAC2 Service Dispatch system is to assist service companies in taking calls and managing the technicians.  This class is intended to show how live dispatching can be done and demonstrate features that can make the call taking and dispatching process more effective.  We will discuss the Call Taking, Dispatching and Scheduling functions.  We will also review Maintenance Contract processing, key Management Reports and the Invoicing Cycle. 

The key aspects to the success of using the Service Dispatch module are:

1) Call Taking and Dispatching must be done live.

2) Management must be active in the decision making on the setup and usage.

3) Company wide procedures must be put in place that all employees follow.

Please feel free to ask questions at any time.  Your instructor will be available after class to answer questions.


WHAT IS LIVE CALL TAKING & DISPATCHING?
Live call taking is the process of taking a service call directly on the computer. The call taking screen is filled in while the call taker gathers information from the caller. This will include reviewing the schedule to determine when the work can be performed. In addition, issues regarding payment or credit problems may be discussed at this time.

Live dispatching is the process of controlling where your technicians are working on a per call basis.  This means that the technician will communicate with the office after every call with the dispatcher and the dispatcher will determine where the technician will be sent to next.  This will make it easier to adapt to the changing call load and situations that require immediate attention.  The technicians should only be given one service order at a time, but even if he is given multiple calls, he will communicate with the dispatcher after each job is complete and before going to the next call.

It is common for service companies that process many calls to have more than one call taker and one dispatcher.  This can be done by a single person, if the volume of calls is low.  Two-way radios, alphanumeric pagers, and headsets make live dispatching much easier.

Live call taking and dispatching provides you with the following benefits:

-
On-line picture of current workload and schedule

· No lost calls due to a lost piece of paper

· Everyone on the system can take, dispatch calls, or check the status of calls

-
Eliminates duplicate calls

-
Immediately notified if there are credit or other problems with the customer

-
Quick access to history

-
Quick access to maintenance contract information

CALL TAKING SCREENS
CONTRAC2 has six default call taking screens that can be used.  Each call taking screen has been carefully thought out and there are different reasons for using each screen.  All of the screens can be modified to make the cursor stop or not stop at each of the fields, the order that the screen prompts for the information or what fields appear on the screen.  Your Compusource representative can assist you in modifying your call taking screen if you feel that is necessary.

These are the six default call taking screens that we offer:

DP030SN.C01 (Commercial #1) – Detail Problem, then jobsite information (name).

    S.O.:         1.Problem:                25. Ad:            26. Bldg:

 2.                                         27. How Paid:

 3.                                         28. CC/PO:

 4.                                         29. Exp Date:

 5.                                         30.

 6.                                         31. Amt:            32.Auth:

 7.Job Site Number:

 9.Name:                                     33.Cust. No:         34.

10.Add1:                                     35.

11.Add2:                                     36.

13.City:                   12.Zip:           37.

15.Home:    (   )          17.Ext:       City:                   Zip:

18.Work:    (   )          20.Ext:             41.     Home: (   )

21.See:                  PH:            Call:  44.     Work: (   )

‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑

47. Tech:          48.Type:        57.    Status:      63.Prom:

49.                                58.  Priority:      65.Inpt:

50.                                59.Bill Table:      67.Disp:

51.                                60.  Tax Auth:      69.Arrv:

52.                                61.      Zone:      71.Comp:

Price:           Job:           Code:        62.Summ:  73.Disp:  

DP030SN.C02 (Commercial #2) – Jobsite information (name), then Detail Problem

    S.O.:                                    1.Call taken by:

2.Job Site Number: ______  3:               20.Customer:          21:         

4.Name:                                     22.                                

5.Add1:                                     23.                                

6.Add2:                                     24.                                

7.City:                                     25.                                

10.Phone: (   )          ext:      Call:    28.Phone:(   )          ext:     

14.2nd Ph:(   )          ext:               31.Phone:(   )          ext:     

17.   SEE:                  FAX(   )        34.Terms:                        

35.Summ:    36.Bldg:    37. Tax Auth:       38.Note:                          

39.Zone:       40.Problem:                        *** Comments ***            

41:                                        46:                                 

42:                                        47:                                 

43:                                        48:                                 

44:                                        49:                                 

45:                                        50.PO No:                    

_______________________________________________________________________________

53.Type:             59.Tech:         60.  Status:     51.Prom:

54. Job:             55.Code:         61.Priority:     64.Disp:

56.Bill Table:       62.Time call taken:               66.Arrv:

57.Price:             58.F/E:  70.Callr:               68.Comp:

CALL TAKING SCREENS
DP030SN.C03 (Commercial #3) – Jobsite (name), Detail Problem, plus Estimated Hours

    S.O.:                                    1.Call taken by:

2.Job Site Number: ______  3:               20.Customer:          21:         

4.Name:                                     22.                                

5.Add1:                                     23.                                

6.Add2:                                     24.                                

7.City:                                     25.                                

10.Phone: (   )          ext:      Call:    28.Phone:(   )          ext:     

14.2nd Ph:(   )          ext:               31.Phone:(   )          ext:     

17.   SEE:                  FAX(   )        34.Terms:                        

35.Summ:    36.Bldg:    37. Tax Auth:       38.Note:                          

39.Zone:       40.Problem:                        *** Comments ***            

41:                                        46:                                 

42:                                        47:                                 

43:                                        48:                                 

44:                                        49:                                 

45:Estimated Hours:                        50.PO No:                    

_______________________________________________________________________________

53.Type:             59.Tech:         60.  Status:     51.Prom:

54. Job:             55.Code:         61.Priority:     64.Disp:

56.Bill Table:       62.Time call taken:               66.Arrv:

57.Price:             58.F/E:  70.Callr:               68.Comp:
DP030SN.R01 (Residential #1) – Brief Problem, then jobsite information (address)

    S.O.:         1.Problem:                41. Ad:             7. O/T:    

36.                                         10. How paid: 

37.                                         66. CC/PO:                        

38.                                         67. Exp date:

39.                                         68.                                

40.                                         69. Amt :           70.Auth:

72.Job Site Number:                        

11.Name:                                     22.Cust. No:         23.

 2.Add1:                                     24.

 3.Add2:                                     25.

 5.City:                    4.Zip:           26.

12 Home:    (   )          14.ext:                               Zip:

15 Work:    (   )          17.ext:                30.  Home: (   ) 

18.See:                  PH:            Call:     33.  Work: (   )             

‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑

42. Tech:          43.Type:        52.    Status:       8.Prom:

46.                                53.  Priority:      58.Inpt:               

47.                                54.Bill Table:      60.Disp:

48.                                55.  Tax Auth:      62.Arrv:               

49.                                56.      Zone:      64.Comp:

Price:           Job:           Code:        57.Summ:  73.Disp:       


CALL TAKING SCREENS
DP030SN.R02 (Residential #2) – Detail Problem, then jobsite information (address)

    S.O.:         1.Problem:                25. Ad:            26. O/T:

 2.                                         27. How paid:

 3.                                         28. CC/PO:

 4.                                         29. Exp date:

 5.                                         30.

 6.                                         31. Amt :           32.Auth:

 7.Job Site Number:

14.Name:                                     33.Cust. No:         34.

 9.Add1:                                     35.

10.Add2:                                     36.

12.City:                   11.Zip:           37.

15.Home:    (   )          17.Ext:       CITY:                   Zip:

18.Work:    (   )          20.Ext:             41.     Home: (   )

21.See:                  PH:            Call:  44.     Work: (   )

‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑‑

47. Tech:          48.Type:        57.    Status:      63.Prom:

49.                                58.  Priority:      65.Inpt:

50.                                59.Bill Table:      67.Disp:

51.                                60.  Tax Auth:      69.Arrv:

52.                                61.      Zone:      71.Comp:

Price:         Flat Rate Code (F/E/):    62.Summ:      73.Disp:  
DP030SN.R03 (Residential #3) – Brief Problem, jobsite (address), plus Estimated Hours
    S.O.:         1.Problem:                41. Ad:             7. O/T:        

36.                                         10. How paid:                      

37.                                         66. CC/PO:                         

38.                                         67. Exp date:                      

39.                                         68.                                

40.Estimated Hours:                         69. Amt :           70.Auth:       

72.Job Site Number:                                                            

11.Name:                                     22.Cust. No:         23.          

 2.Add1:                                     24.                               

 3.Add2:                                     25.                               

 5.City:                    4.Zip:           26.                               

12 Home:    (   )          14.ext:                               Zip:          

15 Work:    (   )          17.ext:                30.  Home: (   )             

18.See:                  Ph:            Call:     33.  Work: (   )             

-------------------------------------------------------------------------------

42. Tech:          43.Type:        52.    Status:       8.Prom:                

46.                                53.  Priority:      58.Inpt:                

47.                                54.Bill Table:      60.Disp:                

48.                                55.  Tax Auth:      62.Arrv:                

49.                                56.      Zone:      64.Comp:                

Price:           Job:           Code:        57.Summ:  73.Disp:                


SERVICE DISPATCH INQUIRY SCREEN
The Service Dispatch Inquiry Screen can be formatted to display any field from the service order file.  The only real limitation is that you only have 80 characters.  Contact your Compusource representative if you want this done.  

Example:

INQUIRY    SORT: BY ZONE                           ZONE: ALL     OPTION: ALL

Tech St Zone     SO # Pr TP Trouble          Hours ***Promised*** OT  Job Name

 103 O  L05B08   1850    AC NO HEAT           2.00 12/06 2‑4      O  THOMASSON,

 103 O  O01      1875 60 P  PLUMBING          2.00  4/21          O  WINCHELLS D

 102 O  O01      1866 99 AC A/C NOT WORKING   2.00 12/05 4‑5      O  WINCHELLS D

 103 O  O01      1867 99 AC A/C NOT WORKING   2.00 12/06 5        O  WINCHELLS D

 103 O  O01      1870    P  DRAIN CLOGGED     1.00 12/07          O  MARINA OFFI

 103 O  O01      1869    P  NEW SERVICE       3.00 12/07 6        O  MARINA OFFI

 103 O  O01      1871    P  A/C NOT WORKING   2.00 12/08          O  MARINA OFFI

 103 O  O01      1872 60 AC                        12/08 8‑9      O  WINCHELLS D

 103 O  O01      1868    P  DRAIN CLOGGED     1.00 12/08 3‑5      O  WINCHELLS D

 103 O  O02D03   1874    P  DRAIN CLOGGED     1.00 12/06 1        O  WRIGHT, DAL

     O  O02D03   1859    P  TOILET LEAKING    2.00 12/07 6        O  WILLIAMS, L

 201 A  O02D03   1851    AC A/C NOT WORKING   2.00 12/08 10       O  STEVE JONES

(N)XT (S)ELECT (V)IEW SO (L)IST (D)ISP (A)SGN (O)PTION (E)ND


COLOR SETUP - SERVICE ORDER INQUIRY
You can select color attributes for the Service Order Inquiry Screen if you are using Wyse325 color terminals or PC’s using U/Gi terminal emulation software.  You can set attributes that are based on the promise date & time, service order status or the priority code.  This is done on the Service Dispatch - Control File - Screen #4.

DP900C                              CONTRAC2                            4/23/00

REV  6.00.03       Set Attributes for Priorities and Prom Date         23:44:31

                                         Attribute (1=Bold, 2=Under)

                              Priority             (4=Revrs,8=Blink)

                1. Priority 1:     99        9   BOLD BLINK

                3. Priority 2:     40        1   BOLD

                5. Priority 3:      0        0   DIM

                7. Priority 4:      0        0   DIM

                9. Priority 5:      0        0   DIM

                        11. Due in 1 Hour:   4   REVERSE

                           12. Late Today: 107   BOLD UNDER REVERSE

                       13. Late Yesterday: 111   BOLD UNDER BLINK

                   14. Dispatch Attribute: 112   REVERSE BLINK

                     15. Arrive Attribute: 110   UNDER BLINK

                     16. Clsd/X Attribute: 108   BLINK

(C)HANGE (S)HOW (V)IEW (1) (2) (3) (5) (E)ND:

Please note that these are system wide settings.  Colors can be changed to be different on each workstation.  You should try to have a standard color scheme throughout the company. This way everyone knows what the different colors represent.

SERVICE DISPATCH - CONTROL FILES
You should be very careful when making changed to any control files.  Changes to control files can have very serious affects.  These control files are listed so that you can note any changes that are determined to be necessary to fine-tune your system when you get back to your office. 

DISPATCH CONTROL FILE - SCREEN #1

DP900                   DISPATCH CONTROL FILE MAINTENANCE

1. Minimum Serv Order #:

2. Maximum Serv Order #:

3. Next Service Order #:

********** Status Codes ********** ************* Jobsite Types **********

4.       Open:    19. Misc   8:         34.      Job:    49. Misc  14:

5. Dispatched:    20. Misc   9:         35. Indirect:    50. Misc  15:

6.     Closed:    21. Misc  10:         36. Type  01:    51. Misc  16:

7.     Billed:    22. Misc  11:         37. Type  02:    52. Misc  17:

8.  Prog Bill:    23. Misc  12:         38. Type  03:    53. Misc  18:

9.       Hold:    24. Misc  13:         39. Type  04:    54. Misc  19:

10.    Cancel:    25. Misc  14:         40. Type  05:    55. Misc  20:

11.    Arrive:    26. Misc  15:         41. Type  06:    56. Misc  21:

12.    Misc 1:    27. Misc  16:         42. Type  07:    57. Misc  22:

13.    Misc 2:    28. Misc  17:         43. Type  08:    58. Misc  23:

14.    Misc 3:    29. Misc  18:         44. Type  09:    59. Misc  24:

15.    Misc 4:    30. Misc  19:         45. Type  10:    60. Misc  25:

16.    Misc 5:    31. Misc  20:         46. Type  11:    61. Misc  26:

17.    Misc 6:    32. Misc  21:         47. Type  12:    62. Misc  27:

18.    Misc 7:    33. Misc  22:         48. Type  13:    63. Misc  28:

DISPATCH CONTROL FILE - SCREEN #2
DP900A                 DISPATCH CONTROL FILE (SCREEN 2)

 * * * * * * * * * * * * * * * Invoicing Fields * * * * * * * * * * * * * * *

1. Co No:                                 8.  No Chg Paycd Range:

2.   Default Summarize Code:             10.  Codes/Billing Type:

3.   Zero Labor Hrs on Summ:             11. Code For Qk Whse PO:

4.    Skip Invoice Printing:             12. Default Loc'n Numbr:

5. Skip WO# on Inv Printing:             13.  Commercial Setting:

6. Print Mat'l if Summarize:             14. Use WO# as Invoice#:

7.   Individual Update Flag:             15.    Calc Invoice Amt:

 * * * * * * * * * * * * * * Service Order Fields * * * * * * * * * * * * * *

16.     Log Mechanic Detail:             27. Inq Chg:

17.             Force Ad Id:

18.    Update SO to Jobsite:             39.   Prompt for Invoice Amount:

19.    Next Auto Jobsite No:             40.  Default Value for Print SO:

20.   Next Auto Customer No:             41.    Hot Priority for Inquiry:

21.     Default Customer No:             42.    History Lookup Uses Sort:

22.   # Char in Master Zone:             43.      Default Inquiry Option:

23.    # Characters in Zone:             44.       Default Inquiry  Sort:

24.TP/BT from Troub/Jobsite:             45.       Default Dispatch Sort:

25.            Default Term:             46.    Default BT for Zone:

26. Grace Days for Delinqcy:             47.Start Prom Time for Day:

                                         48.Input SO in Timecard FM:

SERVICE DISPATCH - CONTROL FILES
DISPATCH CONTROL FILE - SCREEN #3
 *** Dispatch Features ***       *** Work Order Features ***

 1.    Auto Assign S/O #:        15.    Quick Parts Entry:

 2. Allow Change of SO #:        16.      Auto Part No. 1:

 3.    Jobsite Alpha Key:        17.      Auto Qty Part 1:

 4.   Zero Reference G/L:        18.      Auto Part No. 2:

 5. Contract Start Month:        19.      Auto Qty Part 2:

 6. Include Zip in Sorts:        20. Allow Multi-call Dsp:

 7. Add W/O with S/O Add:        21. Use Tax in Fix Price:

 8. Print Standard/Maint:        22. Tech O’ride in Dispt:

 9.    Print Filter Info:        23.Service History by WO:   

*** Inventory Features ***                 *** Billing Codes ***

10.   Bypass Inventory:                    24. Non Stock Material Type:

11.     Track Serial #:                    25.        Maintenance Code:

12.  Force Part Number:                    26.              Labor Code:

13. Supply Part Number:                    27.         Auto Calc Labor:

14. Bypass Auto Restck:                    28. Sales/Use Tax Reporting:

29. Summarization Description:

DISPATCH CONTROL FILE - SCREEN #4
DP900C                              CONTRAC2                            4/23/96

REV  6.00.03       Set Attributes for Priorities and Prom Date         23:44:31

                                         Attribute (1=Bold, 2=Under)

                              Priority             (4=Revrs,8=Blink)

                1. Priority 1:     99        9   BOLD BLINK

                3. Priority 2:     40        1   BOLD

                5. Priority 3:      0        0   DIM

                7. Priority 4:      0        0   DIM

                9. Priority 5:      0        0   DIM

                        11. Due in 1 Hour:   4   REVERSE

                           12. Late Today: 107   BOLD UNDER REVERSE

                       13. Late Yesterday: 111   BOLD UNDER BLINK

                   14. Dispatch Attribute: 112   REVERSE BLINK

                     15. Arrive Attribute: 110   UNDER BLINK

                     16. Clsd/X Attribute: 108   BLINK

(C)HANGE (S)HOW (V)IEW (1) (2) (3) (5) (E)ND:


SERVICE DISPATCH - CONTROL FILES
DISPATCH CONTROL FILE - SCREEN #5

DP900D                              CONTRAC2                            4/23/96

REV  6.00.04            Dispatch Control File (Screen 5)               23:45:40

                1. Default JS:     S

                2. SO/Mnt Flg:     Y

          3. Show Closed SO's:     N

                4. SO/Mnt Row:     15

                5. SO/Mnt Col:     10

                6. SO/Mnt Len:     60

                7. SO/Mnt Atr:      1  BOLD

         Attribute (1=Bold, 2=Under)

                   (4=Revrs,8=Blink)

8. Inquiry Open Status Codes:~O~

9. Inquiry Disp Status Codes:~D~A~

10. Skip Hot Status & Future:~A~C~X~

(C)HANGE (S)HOW (V)IEW (1) (2) (3) (4) (E)ND:

OTHER KEY FILES

Technician

If using Zones, the Home Zone can be used by the scheduling inquiry to group technicians by branch or department. It is also very helpful to identify the Valid Types of calls each Technician can perform.  The O-Other screen allows you to set up Commission Rates for the Technician.

DPFMMC                      Compusource Test Company                   10/11/00

REV  7.00.01               TECHNICIAN FILE MAINTENANCE                  7:28:45

   Technician:              Name:                                              

    Home Zone:                                                                 

     Location:                                                                 

      Pager #:                Other Paging Phone #:                            

     Last S/O:                                                                 

   S/O Status:                                                                 

 Last Comment:                                                                 

  Valid Types:                                                                 

View, Add, List, Other, End                                                    

DPFMMC                      Compusource Test Company                   10/11/00

REV  7.00.01               TECHNICIAN FILE MAINTENANCE                  7:32:42

   Technician:              Name:                                              

 -------- Bill ---------    Commission -------- Bill ---------    Commission   

 TP Description                Percent TP Description                Percent   

  1 LABOR                               9 Helper Labor                         

  2 MATERIAL                           10                                      

  3 EQUIPMENT RENTAL                   11 TAX                                  

  4 SUBCONTRACTS                       12 MISCELLANEOUS #4                     

  5 PERMITS                            13 TASK                                 

  6 WARRANTY                           14 Maintenance                          

  7 TRUCK CHARGE                       15 Deferred Maintenance                 

  8 PURCHASED PARTS                                                            

View, Add, List, Other, End                                                    

OTHER KEY FILES

Zip Code

By setting up each Zip code that you do business in, you will be able to reduce the amount of data entry needed to take a Service Call. The City, State, Area Code and Zone all default from here when taking a call for a new jobsite.

DPFMZP                      Compusource Test Company                   10/11/00

REV  7.00.00                Zip Code File Maintenance                   7:35:16

                  1. Zip Code:                                                 

                      2. City:                                                 

                  3. Map Page:                                                 

                  4. Tax Code:                                                 

                     5. State:                                                 

                      6. Zone:                                                 

                 7. Area Code:                                                 

               8. County Code:                                                 

(A)DD (V)IEW (L)IST (E)ND:                                                     

OTHER KEY FILES

Trouble

The Trouble Codes can also reduce the amount of data entry for a new Service Order. Short codes can be created that describe the problem. Based on this the Type of call, Estimated Hours, and Bill Table can all be defaulted.

DPFMTR                      Compusource Test Company                   10/11/00

REV  7.00.01                 Trouble File Maintenance                   7:38:52

              1. Trouble Code:                                                 

         2. Brief Description:                                                 

                      3. Type:                                                 

        4. Partial Bill Table:                                                 

                      5. Rank:                                                 

            6. Hours Estimate:                                                 

(A)DD (V)IEW (L)IST (E)ND:                                                     

OTHER KEY FILES

Advertising ID

You can capture key sales information by tracking where your customer heard about your services. Given the cost of Yellow Page advertisements, this is a critical piece of information. Dispatchers can either be forced to enter a valid ID or they can be allowed to leave this blank. Sales reports can be written using the Application Manager or the C2 CONNECT products to show you how much business is being generated from each Ad source.

DPFMAD                      Compusource Test Company                   10/11/00

REV  7.00.00             ADVERTISING ID FILE MAINTENANCE                7:39:47

              1. Ad Id:                                                        

        2. Description:                                                        

(A)DD (V)IEW (L)IST (E)ND:                                                     

OTHER KEY FILES

Pre-assigned Work Order
This file allows you to assign a block of Work Orders to a technician.  This is very useful in preventing technicians doing side business with your company paperwork.

DPFMWO                      Compusource Test Company                   10/11/00

REV  7.00.02         PREASSIGNED WORK ORDER FILE MAINTENANCE            7:40:29

                1. Work Order:                                                 

                2. Technician:                                                 

             3. Date Assigned:                                                 

             4. Service Order:                                                 

               5. Closed Flag:                                                 

                 6. Work Date:                                                 

                  7. Comments:                                                 

 8. Preliminary Service Order:                                                 

(A)DD (V)IEW (Q)UICK (U)N-QUICK (L)IST (E)ND:                                  

DPFMWO                      Compusource Test Company                   10/11/00

REV  7.00.02         PREASSIGNED WORK ORDER FILE MAINTENANCE            7:40:29

                   * * * * *  Q U I C K   A D D  * * * * *                     

                  TECHNICIAN:                                                  

                 STARTING WO:                                                  

                   ENDING WO:                                                  

SCRIPTING

Scripting is a very useful tool in training new call takers and in providing your company with a consistent method in handling all service requests. Scripting can be turned off/on by user (User Preference File).  The script displayed can be adjusted by running DPFMTB from the “O” option at any menu. Be sure to ONLY change the script and nothing else

C2FMUP                      Compusource Test Company                   10/11/00

REV  7.00.00            USER PREFERENCE FILE MAINTENANCE                7:58:21

  User Name:                    Security Password:                             

       Display Pay Rate:     Operating System Access:     Menu Skipping:       

       Change Companies:       Show Costs in History:                          

     --------------------- Program Access Features ---------------------       

 DP100:            AR100:            AD050:           ARINQ:                   

DPFMJM:           DPFMTR:            AD05M:           PR910:                   

DPFMFL:           DPFMMC:            PO010:           CB100:                   

 DP110:           DPFMWO:           ICFMSN:                                    

 DP801:            DP030:           ICFMAP:                                    

        -------------------- Dispatch Information --------------------         

Scheduling Promise Date:                   Types:                              

   Scheduling Load Date:            Status Codes:                              

              Home Zone:           Load Form:       Load Column:               

        Unassigned Zone:           Days Skip:       Call Script:               

Enter the first five characters of the login name or * for the default         

DPFMTB                   Dispatch Table File Maintenance               10/11/00

REV  7.00.01                                                            7:59:46

    Sequence:   2   Description: PROBLEM                                       

  ---------- Screen Display ---------     -------- Call Taking Script -------  

  Row:  1  Column: 29  Characters: 15     Good *, Acme P*H*A, This is *, how   

                                          may I help you? In what area are     

  ---- Stop Flags ----                    you located? GREAT, I have a srvc    

  Add: Y      Quick: Y                    tech in your area. He can stop by    

                                          and take a look at the problem and   

  ----- Update Field -----                let you know what's involved.        

  File:  0  Position:    0                .                                    

------------------------- System Maintained Fields ----------------------------

           Type: C      Dictionary Sequence:  12.00   F1: 200120011  TDSSSSSAQ 

  Starting Byte:   43           Edit Number:  23      F2:  43101500  SSSLLIIFF 

   Field Length: 10            Alpha Search: 27       F3:  10292723  RRCCCAAEE 

 No of Decimals: 0            Default Field:  0                                

View, Next, Prev, Add, Same, Chg, Delete, pRint, Other, End                    

SCRIPTING

Here is a sample of what the script will look like on the call taking screen:

    S.O.:         1.Problem:                41. Ad:             7. O/T:         

36.                                         10. How paid:                       

37.                                         66. CC/PO:                          

38.                                         67. Exp date:                       

39.                                         68.                                 

40.                                         69. Amt :           70.Auth:        

72.Job Site Number:                                                             

11.Name:                                     22.Cust. No:         23.           

 2.Add1:                                     24.                                

 3.Add2:                                     25.                                

 5.City:                    4.Zip:           26.                                

12 Home:    (   )          14.ext:                               Zip:           

15 Work:    (   )          17.ext:      ------------------------------------»   

18.See:                  Ph:            |Good *, Acme P*H*A, This is *, how |   

----------------------------------------|may I help you? In what area are   | - 

42. Tech:          43.Type:        52.  |you located? GREAT, I have a srvc  |   

46.                                53.  |tech in your area. He can stop by  |   

47.                                54.Bi|and take a look at the problem and |   

48.                                55.  |let you know what's involved.      |   

49.                                56.  |.                                  |   

Price:           Job:           Code:   ------------------------------------¼   

                                                                     Script     

1-SO Inq  2-SO Hst  3-AR Inq  4-Go To   5-Cr App  6-JS Inf  7-SchDay  8-SchHrs  

CALL TAKING & DISPATCHING TIPS
1.
CONTROL THE CONVERSATION

Calls should be entered directly into the system, not on paper.  When taking a call, control the conversation.  You should be asking the questions.  Don't just try to keep up with the caller.  Get familiar with the call taking screen.  Know the sequence that the information needs to be entered.

2.
USE TROUBLE CODES

3.
ALWAYS USE THE [TAB] KEY AT THE ADDRESS FIELD

You should use the [TAB] key after entering the address numbers and before the street name.  This will do a lookup of the jobsites by address.  Addresses do not change, but names and phone numbers do.  This will prevent duplicate jobsite records from being created.

4.
ALWAYS GET A ZIP CODE

The zip code determines many default entries and this will speed up the call taking process.

5.
PROMISE DATE & TIME

These fields are important if you are going to use the scheduling function.  Remember that you can do a [F1] "SERVICE ORDER INQUIRY", [F7] “CALL LOAD”, or [F8] “TECHNICIAN HOURS” to determine when you can promise you will be there.

6.
USE THE QUICK ADD FUNCTION

When taking a call.  You can invoke the quick add function by entering a period ".".  The will cause the cursor to not stop at some predetermined fields.  For example, once the jobsite location is selected, it is not always necessary to have the cursor stop at all of the customer fields if the customer number is already entered.

7.
CUSTOMER LOOKUPS

Remember to verify that a customer does not already exist before creating a new customer using the "G" - auto-create customer function. Do the “4” option to create jobsite records first. This way the system will attempt to make the customer number the same as the jobsite number.

8.
SERVICE ORDER HISTORY LOOKUPS [F2]

Remember that you can use the [F2] function key to do a service order history lookup for the jobsite number that is on the call taking screen.  If you have the time to say something for example like "how is that disposal working that we installed on ...".  This helps build a relationship with the caller.

9.
JOBSITE INFORMATION [F6]

Use this feature to view maintenance contract information, jobsite notes, components or open service orders for the jobsite number on the call taking screen.

10.
GOTO FUNCTION [F4]

This function will save you a lot of time.  Use this instead of escaping back to previous fields on the call taking screen.  [F4] "E" is a way to end out of entering a call with out having to hit the escape key multiple times.

11.
CREATE JOBSITE RECORDS REGULARLY

The "4" option will create new jobsite records from the service orders.  This should be done a couple times a day.

12. GATHER YOUR INFORMATION BEFORE DISPATCHING

You must know the Technician # and Service Order # before dispatching. You can do a lookup on the Technician # field by entering “1?”. You will get the SO# from one of the inquiry screens [F1], [F7], or [F8].

13.
[F1], [F7] OR [F8] SCREENS NOT SHOWING CORRECT INFORMATION

The most common reason for this is that the Service Order indexes need to be rebuilt. This can be completed manually by running DP036 from the “O” option. Everyone must be out of Service Dispatch to run this.


FUNCTION KEYS
The function keys only work from with-in the Service Dispatch program when you are in the add or change modes only.  You should try to become familiar with these features.

[F1]
SERVICE ORDER INQUIRY

INQUIRY    SORT: BY ZONE                           ZONE: ALL     OPTION: TODAY  

Tech ST Zone   SO # PR TP Trouble   Hours *Promised* RC    Job Address/Name     

 203 D         2314 99 P                  10/11       O 123 MAIN XXXX LAST, FIR 

 101 BO A      2318  1 P  PLUMBING   1.50 10/11         500 E STREET  PRICKETTS 

 101 O  O01    2285 10 MR MAINTENA    .25 10/11 14    O 500 N. HARBOR WINCHELLS 

     O  O01    2067    P  TS              10/11 16      123 ALL ST    SUE JONES 

 101 O  O01A   2190 20 A1 CLOGGED    1.00 10/11 10      100 MAIN ST   WILSON    

 303 O  O01B   2223 21 T  LEAK       2.00 10/11 14    O 1144 OCEAN AV PEG JOHNS 

 103 O  O01C   2114    P  TS              10/11 10    T 555 BIG STREE CHILI 10  

     O  O01C   2267    E  NEW CIRC   2.00 10/10 13    O 123 MAIN STRE GIRAFFE,  

     O  O01C   2154    P  INSTALL         10/11 13      555 BIG STREE CHILI 10  

     O  O01D   2281 55 T                  10/11 16    N 1321 ANAHEIM  JOE JOSTS 

 101 O  O02C   2036    P  MAINTENA   2.00 10/11 10-14 T 999 ZODIAC AV WHITE, GE 

 135 O  O06A   2035    D  MAINTENA        10/11 9     O 15432 TEA ST  SHEA, PAT 

 201 D  O06B   2300 99 AC ABSOLUTE   3.00 10/11 11    T 123 BANTA ROA JIM KLOW  

     PM O07B   2313    H  MAINTENA   1.00 10/11       N 1524 CALLE MI PARKS     

     PM O07B   2311    H  MAINTENA   1.00 10/11 14    N 1524 CALLE MI PARKS     

     PM O07B   2310    H  MAINTENA   1.00 10/11 14    N 1524 CALLE MI PARKS     

     PM O07B   2312    H  MAINTENA   1.00 10/11 14    N 1524 CALLE MI PARKS     

(P)RV (S)ELECT (V)IEW SO (L)IST (D)ISP (A)SGN (O)PTION (E)ND                    

[F2]
SERVICE ORDER HISTORY INQUIRY

DP600                      Compusource Test Company                    10/11/00

REV  7.00.03                JOBSITE HISTORY INQUIRY                     8:15:59

  Jobsite Number:     100 WINCHELLS DONUTS NO. 3         Comp:        Type:    

 LN     SO# TP PROBLEM         COMPLETE  INVOICE   INV #    INV AMT  TECH      

  1    2289 MR MAINTENANCE      5/24/00  5/24/00    1046     100.00   101      

               MAINTENANCE              FOR AUGUST 1999                        

  2    2279 AC TEST             5/11/00  5/11/00    2279    1500.00   103      

  3    2280 AC TEST             5/11/00  5/11/00    2280    1500.00   103      

  4    2277 AC TEST             5/09/00  5/09/00    2277     100.00   103      

        2                                                                      

  5    2273 M  MAINTENANCE      5/04/00  5/04/00    2273     200.00   101      

               MAINTENANCE              FOR MAY 1999                           

  6    1045    DIRECT BILLING   1/18/00  1/18/00    1045      50.00   103      

               300                                                             

  7    2248 P  PLUMBING        12/21/99 12/21/99    2248    1930.68   103      

               INSTALL NEW WATER SUPPLY  LINE TO REFRIG                        

  8    1035    DIRECT BILLING   1/15/99  1/15/99    1035       0.00   103      

               100                                                             

 Line #, Jobsite, Search, Totals, pRint, Work order, Notes, Back, End          

FUNCTION KEYS

[F3]
AR OPEN ITEM INQUIRY

ARINQ                       Compusource Test Company                   10/11/00

REV  7.00.04                  A/R CUSTOMER INQUIRY                      8:18:37

CUST NO:    105 CHRISPY CREME DOUGHNUTS            NEXT PYMT DATE:   6/11/00   

COMMENTS:                                AVG DAYS:  0     BALANCE:  71028.42   

INV NO TP TRN DATE NXT PMNT JOBSITE TECH TERM  PAY AMT DAYS  TRAN AMT   INV BAL

  1051 IN  6/01/00 06/11/00   10118        10    96.98  132     96.98     96.98

100301 IN  8/11/00 08/11/00                 1 36000.00   61  36000.00  36000.00

100302 IN  8/14/00 08/14/00                 1 33849.00   58  33849.00  33849.00

987473 IN 10/01/99 10/31/99                30  1000.00  376   1000.00   1000.00

999998 SC  2/15/00                                      239     15.00     15.00

999998 SC  2/29/00                                      225      7.00     22.00

999998 SC  4/27/00                                      167     29.00     51.00

999998 SC  5/31/00                                      133     15.00     66.00

999998 SC  8/01/00                                       71     16.44     82.44

End of transactions for this customer.  N(O)tes or 'ENTER' to continue.        

[F4]
GOTO

    S.O.:    2190 1.Problem:CLOGGED DRAIN   41. Ad: DONNALLY    7. O/T:        

36.                                         10. How paid:   1 CASH             

37.                                         66. CC/PO:                         

38.                                         67. Exp date:                      

39.                                         68.                                

40.                                         69. Amt :           70.Auth:       

72.Job Site Number:    10196  100 MAIN ST                                      

11.Name: WILSON                              22.Cust. No:      2  23. SMITH, JO

 2.Add1: 100 MAIN ST                         24. SMITH, JOE                    

 3.Add2:                                     25. 123 MMM                       

 5.City:LONG BEACH      CA  4.Zip:90807      26. SUITE SST                     

12 Home:    (213) 765-4321 14.ext:            EL TORO         CA Zip:92630     

15 Work:    (213) 765-4321 17.ext: 321            30.  Home: (714) 222-2222    

18.See:WILSON            Ph:213 765-4321Call:N    33.  Work: (714)             

-------------------------------------------------------------------------------

42. Tech:     101  43.Type: A1     52.    Status:O      8.Prom:10/11/00 10     

46.                                53.  Priority:20    58.Inpt: 6/23/99  13:15 

47.                                54.Bill Table:  40  60.Disp:                

48.                                55.  Tax Auth:1045  62.Arrv:                

49.                                56.      Zone:O01A  64.Comp:                

Price:           Job:           Code:        57.Summ:  73.Disp: RONJ           

AR BAL:      0.51 CR LIMIT: 0     NEXT PYMT DATE: NONE     LAST REF: NONE È    

ENTER FIELD NUMBER:                                                            

1-SO Inq  2-SO Hst  3-AR Inq  4-Go To   5-Cr App  6-JS Inf  7-SchDay  8-SchHrs
NOTE:
Entering “E” for field number will end entry in Add mode without saving the Service Order.

FUNCTION KEYS

[F5]
CREDIT INQUIRY

CUST NO:  20002 ABC METALS                         NEXT PYMT DATE:  08/06/97

COMMENTS:                                                 BALANCE:  10/11/05

                                                      CREDIT STATUS: PARTIAL

                   ***** BUSINESS APPLICATION *****                         

REFERENCE:                                                                  

     BANK: WASHINGTON MUTUAL                                                

   BRANCH: FULLERTON                                                        

ACCOUNT: 12-232000-01                                                       

RETURN TO CONTINUE                                                          

[F6]
JOBSITE INQUIRY

DP030F                      Compusource CONTRAC2 Co.                   10/11/00

REV  7.00.00                 JOBSITE INQUIRY PROGRAM                    8:26:09

JOBSITE:   10170                             TERMS:   30 NET 30 DAYS           

         CHILI 10                       BILL TABLE:  200 PLUMBING FLAT R       

         555 BIG STREET                                                        

                                           ROUTE:                              

                        , CA 90623     ADD ROUTE:                              

     SO ST ZONE     MECH PR TP INPUT  PROM   TROUBLE                           

   2114 O  O01C06    103  0 P  11/13 10/11 TS                                  

   2154 O  O01C06      0  0 P   1/29 10/11 INSTALL                             

(J)OBSITE N(O)TES (D)ESC [E]ND:                                                

FUNCTION KEYS

[F7]
CALL LOAD

10/11/00                 Promise Date:10/11/00         Home Zone:       Form: B 

08:27:18  Status:*               Type:*              Unasgn Zone:       Skip: B 

                         ***** CALL LOAD *****                                  

                    W   Th    F    M   Tu    W   Th    F    M   Tu    W   Th    

Mech Name          11   12   13   16   17   18   19   20   23   24   25   26    

    0 UNASSIGNED  |7/7 |    |    |    |    |    |    |    |    |    |    |    | 

    1 JOEXXXXXXXX |    |    |    |    |    |    |    |    |    |    |    |    | 

  100 ATT         |    |    |    |    |    |    |    |    |    |    |    |    | 

  101 IKE THOMPSO |5/21|1/16|1/16|    |    |    |    |    |    |    |    |    | 

  102 CROUCH  DON |    |    |    |    |    |    |    |    |    |    |    |    | 

  103 JOE CORCORA |1/1 |    |1/2 |    |    |    |    |    |    |    |    |    | 

  135 JIM JONES   |1/1 |    |    |    |    |    |    |    |    |    |    |    | 

  199 SCOTT GRIFF |    |    |    |    |    |    |    |    |    |    |    |    | 

  201 HONEYCUTT   |1/3 |    |    |    |    |    |    |    |    |    |    |    | 

  202 LERNER  IRV |    |    |    |    |    |    |    |    |    |    |    |    | 

  203 APPEL  BARR |1/1 |    |    |    |    |    |    |    |    |    |    |    | 

  205 CHRIS EDWAR |    |    |    |    |    |    |    |    |    |    |    |    | 

  301 PEDRO GOMEZ |    |    |    |    |    |    |    |    |    |    |    |    | 

  302 HOI  VAN PH |    |    |    |    |    |    |    |    |    |    |    |    | 

  303 THOMAS  JIM |1/2 |    |    |    |    |    |    |    |    |    |    |    | 

  550 JEFF PARKS  |    |    |    |    |    |    |    |    |    |    |    |    | 

(N)XT (M)ORE (P)RV (B)ACK (=) (V)IEW (D)SP (A)SN (O)PT (7)SC (E)ND              

[F8]
TECHNICIAN HOURS

10/11/00                 Promise Date:10/11/00         Home Zone:               

08:28:02  Status:*               Type:*              Unasgn Zone:               

                         **** TECHNICIAN HOURS ****                             

 Mech  Name       8  9  10 11 12 1  2  3  4  5  6  7  8  9  10 11 12            

----------------------------------------------------------------------          

    0 UNASSIGNED  |yyyyy|~~|  |  |==|==|LL|LL|LL|LL|  |  |  |  |  |  |          

    1 JOEXXXXXXXX |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |          

  100 ATT         |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |          

  101 IKE THOMPSO |BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB|~~|          

  102 CROUCH  DON |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |          

  103 JOE CORCORA |  |  |==|  |  |  |  |  |  |  |  |  |  |  |  |  |  |          

  135 JIM JONES   |  |==|  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |          

  199 SCOTT GRIFF |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |          

  201 HONEYCUTT   |  |  |  |dddddddd|  |  |  |  |  |  |  |  |  |  |  |          

  202 LERNER  IRV |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |          

  203 APPEL  BARR |dd|  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |          

  205 CHRIS EDWAR |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |          

  301 PEDRO GOMEZ |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |          

  302 HOI  VAN PH |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |          

  303 THOMAS  JIM |  |  |  |  |  |  |=====|  |  |  |  |  |  |  |  |  |          

  550 JEFF PARKS  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |  |          

(N)XT (M)ORE (P)RV (B)ACK (+-=) (S)EL (L)ST (V)IEW (D)SP (A)SN (O)PT (7)SC (E)ND

DISPATCHING - WHAT CALLS NEED SERVICE NOW?
You should be able to do a service order inquiry for open or today’s service orders and be able to determine what calls need service.  Sorting by zone is preferred if you want to try to keep the technicians from doing a lot of traveling.  You can sort by technician number if the calls have been pre-assigned.  You can use the future option to select calls based on a promise date range.


WHERE ARE THE TECHS?
You can use the (M)ech option from the dispatching program to determine where the system thinks that the technicians are based on the last dispatch thru the system for each technician.  

OPTIONS REVIEW

?

Help – Displays this information to your screen

(A)d

Add a new Service Order

C)hg

Change the Service Order displayed

(N)xt

View the next Service Order

(P)r

View the previous Service Order

(V)iew

View a specific Service Order

(D)sp

Dispatch a Technician

(I)nq

Service Order Inquiry (Same as F1)

(H)st

Service Order History (Same as F2)

(B)al

A/R Balance Inquiry (Same as F3)

KY

Key in Notes

(T)R

Transfer this Service Order to a new Service Order number

(O)rd

Purchase Order Entry

(Q)k

Quick PO Entry

(G)et

Create (Get) a customer for the Service Order displayed

(L)st

List the jobsite components for the Service Order displayed

(M)ech
Technician Status Inquiry

(W)o

Work Order Entry

(S)gn

Change the dispatcher (sign-on)

(1)Job

Job Site File Maintenance

(2)Comp
Component File Maintenance

(3)Cust
Customer File Maintenance

(4)Cr

Create jobsite records for new service orders

(5)MM

Technician File Maintenance

(6)IC

Quick Turn In

(7)SC

Scheduling File Maintenance

8

List Technician Log Records for a Service Order

(E)nd

End

#

List Work Orders assigned to the displayed Service Order

SCHEDULING OVERVIEW
The scheduling feature in CONTRAC2 allows you to allocate a technician to a service order on a specific day for a number of hours.  This makes it possible to inquire for a specific date to see how busy that tech will be.  The scheduling function in CONTRAC2 is based on a couple assumptions.  

1)
The promise date and time on each service order is correct.

2)
The estimated hours value on the service order is correct.

3)
Since every service order has only one promise date, you can not promise it for a range of days.


SCHEDULING A TECHNICIAN
To schedule a technician to a job you should view a service order and enter the technicians number  in the TECH field.  The promise date, time and estimated hours entry should be correct.  You will now be able to view the calls assigned to this technician using the [F7] or [F8] options in the dispatching program.  You can also schedule multiple technicians to a service order by using the (7)SC option.


RESCHEDULING A TECHNICIAN
You would use this same procedure as above to reschedule a technician to a call.  This should be done daily for calls that are missed.

VACATIONS, ETC.

Use the (7)SC [scheduling] function from the Call Taking screen to access the Scheduling File Maintenance program. This program allows you to block off time for a technician.  This could be for a vacation, doctor’s appointment or other items that are scheduled in advance.

You would use the Add option to schedule a new event for the technician.  When blocking of time for an entire day, set the time to the time your office opens in the morning.  Set the hours equal to 16.  Transactions entered on this screen will be shown as “BB” on the scheduling screens.

Another use for this screen is to block off time for a technician for a number of days on a service order. This works nicely for jobs that run multiple days.  Be sure to enter the Service Order number in this case.

DPFMSC                                                                 10/11/00

REV  7.00.01               Scheduling File Maintenance                  8:38:11

  Tech              Sch Date  Time  Hours    SO            Comment             

   102 CROUCH  DONAL10/11/00  7.00  16.00      0           Vacation            

   102              10/12/00  7.00  16.00      0           Vacation            

   102              10/13/00  7.00  16.00      0           Vacation            

(A)DD (C)HANGE (D)ELETE (N)EXT (P)REV (V)IEW (L)IST (E)ND:                     

Number of days: 3                                                              

CHECKING A TECHNICIANS AVAILABILITY

Use the F7 or F8 screens to check the availability of your technicians.  These give you a clear picture of how busy a technician is for a given day.  Again, this information is based on your estimated hours and promise date/time.  It is key that the technicians inform you if they are going to go over the estimate.

MAINTENANCE CONTRACT OVERVIEW

Automating your maintenance contract processing can be a great time-saver. Separate schedules can be created for the billing of the contract and the actual performance of the work. Service Orders can be generated from the contacts and these can then be scheduled as time permits.

MAINTENANCE CONTRACT SETUP

From the Jobsite File Maintenance program, you will select the (M)AINT option to get to the Jobsite Maintenance File.  You can create an unlimited number for contracts for each jobsite.  It is recommended that separate contracts be created for the billing and the performance of the work. This is especially true if the billing and performance are on different cycles.  

You will want the billing contract to have the Default S/O and W/O Status to be “C”. This way an invoice will be automatically be generated for the customer.

You will want the Default S/O Status to be “O” for the performance contract. The Default W/O Status will typically either the “X” (to not create a WO) or “O” (to create an open WO with the same number as the SO). The estimated hours is important for scheduling purposes.

Optionally the Filter/Task file maintenance screen can be used to define the parts and/or tasks to be performed.

DPFMJM                      Compusource Test Company                   10/11/00

REV  7.00.00                JOBSITE MAINTENANCE FILE                    8:40:02

1.  Jobsite Number:                                                            

2. Contract Number:                                      MAINTENANCE SCHEDULE  

3.      Maint Type:                                             PM      HOURS  

4.    Maint Amount:                                   18. Jan:                 

5.    Billing Freq:                                   20. Feb:                 

6.      Bill Table:                                   22. Mar:                 

7.      Technician:                                   24. Apr:                 

8.  Summarize Code:                                   26. May:                 

9.      Terms Code:                                   28. Jun:                 

10.     P/O Number:                                   30. Jul:                 

11. Contract Start Date:                              32. Aug:                 

12.     Expiration Date:                              34. Sep:                 

13.  Next Creation Date:                              36. Oct:                 

14.  Default S/O Status:                              38. Nov:                 

15.  Default W/O Status:                              40. Dec:                 

16.   Contract Comments:                                                       

(A)DD (V)IEW (L)IST (F)ILT (E)ND:                                              

MAINTENANCE CONTRACT CREATION

The Create Maintenance SO’s option is used to create Service Orders and Invoices from your Maintenance Contracts. It will ask for a range of dates to be selected. All contracts that have a Next Creation Date within this range will be selected. 

NOTE:


You must print the report to a PRINTER for Service Orders to be created. No Service Orders are created if you print to the Terminal.

The next time you run the Update Invoices option, the invoices will be printed for the billing contracts.

Immediately after creating the Service Orders you will want to run the Filter Requirements Report to list the parts needed to perform the work.

KEY MANAGEMENT REPORTS
Unbilled Service Orders
This report lists those Service Orders that are not ready to bill.  This is a useful tool in identifying why a Service Order is not showing on the Pre-Bill report.

This report should be run at least weekly to review the backlog of calls.  We often find users with hundreds of unbilled calls that need to be cleaned up.  These often represent lost revenue.

OCT 11, 2000                                          Compusource Test Company                                        PAGE    1

 8:43:09                                           UNBILLED SERVICE ORDER REGISTER                                        DP310

 -----S/O---- --------W/O--------          TERM      DUE      INV  BILL   UNIT ----------------------JOBSITE-----------------------

 NUMBER ST TP  NUMBER ST   DATE       TECH  CD      DATE FP    NO   TBL NUMBER  NUMBER  ALPHA        NAME

     LINE   CODE  LOC PART               DESCRIPTION                   HRS OR QTY   LABOR $ TAXABLE $ NON TAX $  COST PROF %

----------------------------------------------------------------------------------------------------------------------------

SO: 2021  WORK ORDER: 2021 NOT CLOSED

SO: 2021 INV TOT NOT EQUAL TO LINE ITEMS

   2021 C  L     2021 O   9/09/98        1   30        0     2021   100          10134  NOONAN ESTAT NOONAN ESTATES

                                                                        MAINTENANCE             FOR APRIL1998

        1    150  101 MAINTENANCE BILL   FOR APRIL1998                   1.00      1.00                           0.00  100.00

        2    150  101 SYRUP              SYRUP PART DESCRITION XXXXXXXX  1.00    100.00                           0.00  100.00

        3     21   10 100                SILICONE SEALANT  WHITE         1.00                             1.76    0.44   75.00

SO TOT                   TOT:  101.07 TAX:    0.07 USE TAX:   0.00                  101.00      0.00      1.76    0.44   99.57

 ON ACCOUNT          1031      101.07   CUSTOMER:  20002   ABC METALS

----------------------------------------------------------------------------------------------------------------------------

SO: 2024  WORK ORDER: 2024 NOT CLOSED

SO: 2024 INV TOT NOT EQUAL TO LINE ITEMS

   2024 C  L     2024 O   9/09/98      103   30        0     2024   100          10134  ABC METALS   NOONAN ESTATES

                                                                        MAINTENANCE             FOR APRIL1998

        1    150  101 MAINTENANCE BILL   FOR APRIL1998                    1.00      1.00                          0.00  100.00

        2    150  101 SYRUP              SYRUP PART DESCRITION XXXXXXXX   1.00    100.00                          0.00  100.00         3     21  301 ACKET106657        SILICONE SEALANT  WHITE          1.00                            1.76    1.25   28.98

SO TOT                   TOT:  101.07 TAX:    0.06 USE TAX:   0.00                101.00        0.00      1.76    1.25   98.78

 ON ACCOUNT          1031      101.07   CUSTOMER:  20002   ABC METALS

----------------------------------------------------------------------------------------------------------------------------

NO WO FOR SO: 2029

JOBSITE: 10177 IS NOT ON FILE

   2029 C  AC       0           0      101    9        0 F          102          10177

                                                                        MAINTENANCE

FIXED PRICE=     0.00

SO TOT                   TOT:    0.00 TAX:    0.00 USE TAX:   0.00         0.00        0.00      0.00      0.00   0.00

------------------------------------------------------------------------------------------------------------------------------

   2035 O  D     2035 O   9/28/98      135   30        0     2035   100          10159  SHEA, PATTY  SHEA, PATTY

                                                                        MAINTENANCE             FOR OCTOBER1998

        1    150    0 MAINTENANCE BILL   FOR OCTOBER1998                   1.00                                   0.00

SO TOT                   TOT:    0.00 TAX:    0.00 USE TAX:   0.00         0.00               0.00      0.00      0.00   0.00

------------------------------------------------------------------------------------------------------------------------------

   2036 O  P     2036 O   9/28/98      101    1        0     2036   100          10169  WHITE, GEORG WHITE, GEORGE

                                                                        MAINTENANCE             FOR OCTOBER1998

        1    150    0 MAINTENANCE BILL   FOR OCTOBER1998                   1.00                                   0.00

        2     21  301 100                SILICONE SEALANT  WHITE           1.00                         1.76      0.44  75.00

SO TOT                   TOT:    0.00 TAX:    0.00 USE TAX:   0.00         0.00               0.00      1.76      0.44  75.00

        test notes

----------------------------------------------------------------------------------------------------------------------------

   2067 O  P        0           0        0   10        0            100          10118  SUE JONES    SUE JONES

                                                                        MAINTENANCE

SO TOT                   TOT:    0.00 TAX:    0.00 USE TAX:   0.00         0.00      0.00     0.00      0.00      0.00

----------------------------------------------------------------------------------------------------------------------------

KEY MANAGEMENT REPORTS
Technician Profitability
This report lists each invoice completed by a technician within a range of dates.  The profitability of each invoice is listed and also the total profit % for all invoices for the tech.  This is very useful in identifying your good/bad performers.

10/09/00                                         Mechanic Profitability Report                                           DP345

14:30:10                                                                                                              PAGE 0001

                Invoice   Material    Material   Material       Labor       Labor     Labor        Total       Total  Profit

  Mech    Inv#  Date      Sales       Cost       Profit         Sales       Cost      Profit       Sales       Costs      %

   201       0  8/30/00       0.00        0.00       0.00        0.00        0.00       0.00        0.00        0.00    0.00

   201       0  8/30/00       0.00        0.00       0.00        0.00        0.00       0.00        0.00        0.00    0.00

   201       0  8/30/00       0.00        0.00       0.00        0.00        0.00       0.00        0.00        0.00    0.00

   201       0  8/30/00       0.00        0.00       0.00        0.00        0.00       0.00        0.00        0.00    0.00

   201       0  8/30/00       0.00        0.00       0.00        0.00        0.00       0.00        0.00        0.00    0.00

   201       0  8/30/00       0.00        5.00       5.00-       0.00        0.00       0.00        0.00        5.00    0.00

   201       0  8/30/00       0.00        0.00       0.00        0.00       41.20      41.20-       0.00       41.20    0.00

   201    2115  9/26/00     300.00      300.00       0.00        0.00        0.00       0.00      300.00      300.00    0.00

   201    2163  9/26/00     200.00       70.00     130.00        0.00        0.00       0.00      200.00       70.00   65.00

   201                      500.00      375.00     125.00        0.00       41.20      41.20-     500.00      416.20   16.76  *

  1277    1075  9/25/00     100.00        0.44      99.56        0.00        0.00       0.00      100.00        0.44   99.56

  1277    1076  9/26/00     200.00        0.30     199.70        0.00        0.00       0.00      200.00        0.30   99.85

  1277                      300.00        0.74     299.26        0.00        0.00       0.00      300.00        0.74   99.75  *

Technician Log Timecard
This report shows a breakdown of a technician’s time during a day. It is split into the following categories: Off, Lunch, Idle, Work, Drive and Total.  This way you can see how the tech is spending their day.  For this to work, the D-Dispatch function must be used to note D-Dispatch, A-Arrive, C-Close, Q-Quit for the day, L-Lunch, T-Transfer to another call, etc.

10/11/00                 EMPLOYEE HOURS WORKED BY DAY              DP360    

08:51:49              FROM 10/01/00 TO 10/07/00 (7 DAYS)           PAGE 0004

    101 IKE THOMPSON                                                        

                                                                        LAST

   DATE   START   STOP      OFF   LUNCH    IDLE    WORK   DRIVE   TOTAL STAT

10/02/00  15:46  16:46     0.00    0.00    0.00    1.00    0.00    1.00   C 

10/05/00  12:19  14:02     0.00    0.00    0.00    1.72    0.00    1.72   C 

 * EMPLOYEE TOTAL *        0.00    0.00    0.00    2.72    0.00    2.72     

          REGULAR HOURS         2.72                                        

          OVERTIME HOURS        0.00                                        

          DOUBLETIME HOURS      0.00                                        

                                                                        LAST

   DATE   START   STOP      OFF   LUNCH    IDLE    WORK   DRIVE   TOTAL STAT

    1104                   0.00    0.00    0.00    1.72    0.00    1.72     

    2316                   0.00    0.00    0.00    1.00    0.00    1.00     

KEY MANAGEMENT REPORTS

Filter Requirements Report
As mentioned previously, this report runs off of the Maintenance Service Orders. This report should be run immediately after creating these. It will give you a list of the materials that is needed to complete the preventative maintenance work.
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 8:56:33                                         Jobsite Filter Requirements Report                              DP125

                                                                                                        Last     Extended

Part Number        Description                      Jobsite  Name                              Qty      Cost         Cost

         TOTAL REQUIRED FOR PART:  1.10GN                                                      2                     0.000

         TOTAL REQUIRED FOR PART:  100                                                         3                     0.000

         TOTAL REQUIRED FOR PART:  110                                                         1                     0.000

         TOTAL REQUIRED FOR PART:  154                                                         1                     0.000

         TOTAL REQUIRED FOR PART:  190                                                         4                     0.000

         TOTAL REQUIRED FOR PART:  191                                                         8                     0.000

         TOTAL REQUIRED FOR PART:  198                                                         4                     0.000

         TOTAL REQUIRED FOR PART:  A10930                                                      1                     0.000

         TOTAL REQUIRED FOR PART:  GES1104LHT                                                  8                     2.536

         TOTAL REQUIRED FOR PART:  HEPB4500PF                                                 12                    24.000

         TOTAL REQUIRED FOR PART:  INDDS1T20251                                               16                     1.856

         TOTAL PARTS REQUIRED:                                                                60                    28.392

Agreement Performance Report
This report shows you how well a maintenance contract is performing.  Are you making money on your contracts?  A diskette is provided with an Excel spreadsheet that documents this report.

Uncollected Work Orders
If you are using Pre-Assigned Work Orders, you will want to run this report to list those Work Orders that have not been turned in.  The technicians should be held responsible for any missing Work Orders.

10/11/00                                      UNCOLLECTED WORK ORDERS BY MECHANIC                                    DP300

08:57:02                                                                                                        PAGE 0001

                               WO  WORK ORD WO    SO    SO  QTY OR        LABOR      TAXABLE     NON-TAX        SALES

 MECHANIC NAME                DATE  NUMBER  ST  NUMBER  ST   HOURS      DOLLARS      DOLLARS     DOLLARS       AMOUNT

      101 IKE THOMPSON     5/05/00    2276  O     2276  C    40.00        43.00         0.00      457.00       500.00

                           6/01/00    2298  O     2298  C     0.00         0.00         0.00        0.00         0.00

                           7/28/00    5619  O     5619        1.00         0.00         0.00        0.00         0.00

                           9/08/00    2316  O     2316  C     0.00         0.00         0.00        0.00         0.00

                           9/13/00    2318  O     2318  BO    0.00         0.00         0.00        0.00         0.00

      101    5 UNCOLLECTED WORK ORDERS                       41.00        43.00         0.00      457.00       500.00*

INVOICING CYCLE

Work Order Entry

Use this option to enter the labor and materials used to complete the service. Both the Service Order and Work Order status must start with “C” before the job can be billed. Inventory is updated by this process.

Pre-Bill Register
This report lists those Service Order/Work Orders that are ready to be billed.  The items that appear on this report will be moved to history the next time the Update Invoices option is run. If an item is not appearing on this report and you think it should be, run the Unbilled Service Orders report to determine why. A few common reasons an item may not appear on the report are:

· The status is not “C” for both the Service Order and Work Order

· There is more than one Work Order for the Service Order and not all Work Orders are closed

· There is more than one Work Order for the Service Order and the Invoice Number is not the same on all Work Orders

It is highly recommended that the Pre-Bill Register be run using the option to list canceled calls. It is important to see, because sometimes calls are canceling accidentally and sometimes they have materials and/or labor costs charged to them.

Update Invoices
This series of programs moves the Service Orders and Work Orders that appeared on the Pre-Bill Register to history.  The Accounts Receivable and General Ledger systems are updated at this time.  Invoices are printed (if necessary). Canceled calls are moved to history at this time.

Index Rebuild

Note that the last step the update tries to do is rebuild the indexes for the Service Order and Work Order files. For this to complete, everyone must be out of the Service Dispatch module.  You can optionally escape out of this, but at some point the rebuild should be completed. This can be done by running DP035 from the “O” option.  If this is not done periodically, your Inquiry and Scheduling screens may have bad information.

DP035                                                                  10/10/00

REV  7.00.02                WORK ORDER INDEX REBUILD                    9:02:06

There was a problem opening the files:  FILE: WO File in use                   

This program requires exclusive use of the Work Order files and indexes        

for a few minutes.  Please have all users working in the service dispatch      

module get back to a menu and the program will keep trying, or hit 'Esc' to    

exit.                                                                          

Pressing 'Esc' will not cause errors with the update, the indexes will         

just not be rebuilt.                                                           

DP036                                                                  10/10/00

REV  7.00.03               SERVICE ORDER INDEX REBUILD                  9:02:43

There was a problem opening the files:  FILE: SO File in use                   

This program requires exclusive use of the Service Order file and indexes      

for a few minutes.  Please have all users working in the service dispatch      

module get back to a menu and the program will keep trying, or hit 'Esc' to    

exit.                                                                          

Pressing 'Esc' will not cause errors with the update, the indexes will         

just not be rebuilt.                                                            
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