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Overview 
This webinar will review the basics required to understand and process maintenance contracts in the Ascente 
– Service Dispatch module. This will allow you to automate the scheduling and creation of service orders and 
work orders for both the billing and servicing of your maintenance contracts. Without this ability you would 
have to remember to manually create the service orders and work orders to bill and/or service your 
maintenance contracts. The more maintenance contracts you have, the more you will see the benefits of 
automating this processing using Ascente. 
 
Maintenance contracts are often also referred to as service contracts, service agreements, preventative 
maintenance contracts, PM’s and I am sure there are others. They all refer to the same thing for the purpose 
of this webinar. 
 

Objectives 
 Maintenance Contract Setup 

o Service 
o Billings 

 Generating Maintenance Service Orders and Invoices 

 Reporting 
o Maintenance Contracts reports 

 Annual Maintenance Schedule 
 Manpower Requirements 

o Expired Contracts 
o Label Printing 

 

Assumptions 
 You are licensed to use the Ascente – Service Dispatch and Maintenance modules. 

 Every maintenance contract is linked to a jobsite record. 

 All maintenance contracts run for a period of time and have a contract end date. 

 A maintenance contract is considered expired once the contract end date has been past.  

 A service order for either billing or service will NOT be created when the next creation date has exceeded 
the contract end date. 

o  

Note that the system date of 
6/28/2010 is past the end 
date of 12/31/2010. This is 
why the contract is flagged 

as *Expired* 

When a contract is renewed, you will 
need to edit the ‘End Date’ to be the new 
contract end date.  For example 
12/31/2010 if this was renewed for 
another year. 
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 Someone will add and maintain the maintenance contracts as necessary 

 Someone will as necessary, typically monthly, create the maintenance service orders for the servicing 
and billing of the service contracts. 

 Someone will contact the expiring contracts and hopefully get them to renew their maintenance contract. 

 Someone will edit the contract end date for the renewed contracts to the new contract end date. For 
example; if a contract ended on 12/31/2009 and it was renewed for another year, the contract end date 
would need to be changed to 12/31/2010. 

 

Considerations 
There are different ways that maintenance contracts can be processed. This typically depends on if your 
clients are commercial or residential and if you are providing HVAC or plumbing service. How you answer 
these questions, will determine how you will process maintenance contracts using Ascente. 

 Do you only schedule service after you have received payment for the maintenance contract? 

 Do you bill prior to providing the service? 

 Do you collect or bill for the maintenance service only after the service has been provided? 

 Do you provide multiple scheduled services a year or just an annual inspection? 

 Do you ever bill at a different frequency then you provide service? For example you could bill monthly, but 
provide service quarterly. 

 Do you have different skill levels of technicians that are used for different services? For example a filter 
changer as opposed to a journeyman for the more skilled labor. 

 Do you provide preferred pricing for your jobsites that have purchased a maintenance contract? 

 Are filters, belts, Freon or other items included in the price of the maintenance contract? 
 

Recommendations 
 It has been our experience that every company should have one person assigned with the responsibility 

of maintaining the maintenance contracts. We have seen companies where this was not the case and it 
resulted in a lot of extra work and grief to get caught up. Billings and services can get missed. It is easier 
to keep the system current than to determine what needs to be fixed and then fixing things. 

 Keeping these contracts current is very important. It is easier to keep these contracts current on a 
monthly basis then to have to go back a few months and try to get them current. I am referring to: 
o Creating the service and billing service orders. 
o Servicing the contracts 
o Invoicing the contracts 
o Entering new contracts 
o Renewing expired contracts 
o Updating the contract prices 

 

Processing Cycle 
 This is a typical processing cycle.  

o Monthly Or As Needed 
 Create Maintenance Service Orders 

 Service orders for advance billing 

 Service orders for providing the service 
 Run a Prebill and update the advance billing service orders 
 Optionally print the tasking service orders and distribute them to the technicians 

o Daily Or As Needed 
 Enter newly sold maintenance contracts 
 Determine contracts due to expire soon 
 Try to renew the expiring contracts 
 Renew the contracts that are renewing and adjust pricing as necessary 
 Call to schedule the maintenance service for the existing maintenance service orders 
 Service the maintenance contracts 
 Invoice the service orders and be sure all associated costs are applied to the work orders 
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Flowcharts 
 
Maintenance Contracts 
 

 
 
 

Create Maintenance Service Orders 
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Options and Interfaces (Service) 
 
Service Tab 
 You need to setup your Service Dispatch – Options and Interfaces setting defaults for your maintenance 

contracts. 
o Ascente / Service Dispatch / Maintenance / Options and Interfaces (Service) – [Service Defaults] tab 

o  
Figure 1: Service Dispatch - Options and Interfaces (Service) [Service Defaults] tab 

 
Service Options Tab 

o Ascente / Service Dispatch / Maintenance / Options and Interfaces (Service) – [Service Options] tab 

o  
Figure 2: Service Dispatch - Options and Interfaces (Service) [Service Options] tab 

 
 

The ‘Amortize Contracts’ 
feature is typically not checked. 

This determines if you want to be able to 
enter the amount on the service order 
created for service as opposed for advance 
billing.  This is typically used for companies 
that collect after the service is provided. 
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Adding a Maintenance Contract 
 
Contract 
 Select the jobsite record that has purchased a maintenance contract. You will need to add it if it does not 

already exist. 
o Ascente / Service Dispatch / Maintenance / Jobsite 

 Click on the [Maintenance] tab 
o Ascente / Service Dispatch / Maintenance / Jobsite [Maintenance] tab 

o  
Figure 3: Jobsite – Maintenance – Contract [General] tab 

 
o Add a contract code and then enter the following fields on the [General] tab. 

 Start Date 
 End Date 
 Business Category 

 This is used by the Jobsite Performance Report 
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Defaults Tab 
 Click on the [Defaults] tab 

o These are the defaults values to be used when service orders and optionally work order are created 
for service and/or billing by the Create Maintenance Service Orders program. Use the ‘Defaults for’ 
selection to determine if you are entering the default values for the service or billing service orders. 
Billing defaults are used for service orders created based on the [Billing] tab records. Service defaults 
are used for service orders created based on the [Service] tab records. 

Defaults Tab – Service 

 Note that the ‘Defaults for’ selection to determine if you are entering the default values for the service or 
billing. Select ‘Service’. 

 These are the defaults values to be used when service orders and optionally work order are created for 
servicing this maintenance contract. The Create Maintenance Service Orders program will use these 
default values when creating the service order for this contract’s ‘Service’ records. 

  
Figure 4: Jobsite – Maintenance – Defaults – Service 

This is typically ‘PM – Prev Maint’ 
or ‘Open’, not ‘Closed’  

Set this to ‘Open’ if you want a 
work order created. Or ‘None’ if 
you do not need a work order 
created.  

This indicates that a special 
pricing arrangement exists. 

No charge for labor or material 
included in the contract. 

The ‘Defaults for: Service’ are 
associated with the service records 
on the [Service] tab. 
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Defaults Tab – Billing 

 Note that the ‘Defaults for’ selection to determine if you are entering the default values for the service or 
billing. Select ‘Billing’. 

 These are the defaults values to be used when service orders and work order are created for advance 
billing this maintenance contract. The Create Maintenance Service Orders program will use these default 
values when creating the service order and work order for this contract’s ‘Billing’ records.  

  
Figure 5: Jobsite – Maintenance – Defaults - Billing 

 

Problem Field – Runtime Inserts 

Clients have requested that the service order and invoice for advance billing indicate the beginning and 
ending dates for the month that this service order is for. This can be done using the following print-time 
inserts: 

 <ContractStartDate>  Prints the start date of the contract 

 <MaintenanceStartDate>  Prints the start date for the maintenance period 

 <MaintenanceEndDate>  Prints the end date for the maintenance period 

 
For Example the following verbage may be entered in the problem area; 
“Scheduled maintenance for <MaintenanceStartDate> thru <MaintenanceEndDate>.” 
 
The results that will display in the service order problem field are: 
Scheduled maintenance for 7/01/2010 thru 7/31/2010. 

 
You can cut and paste the above into the problem field. 
 

 

This determines where the 
revenue will be posted to in 
the general ledger. 

This should be set to 
‘Closed’ typically so it is 
ready to be invoiced. 

This should be set to ‘Closed’ so 
it is ready to be invoiced. 

The Branch and Department 
determine revenue postings 
along with the Bill Type’. 

The ‘Defaults for: Billing’ are 
associated with the billing records on 
the [Billing] tab. 



July 2010 Ascente  

 Maintenance Contracts Basics Webinar 
   

Maintenance Contract Basics - Webinar.doc Page 8 of 28  

Billing Tab 
 Click on the [Billing] tab 

o This is where you specify billing schedule for current maintenance contract. 
o If a billing record is added, a customer other than the (Cash) customer needs to be linked to the 

jobsite record. This is because an accounts receivable invoice and the associated general ledger 
postings will happen once the service order resulting from this billing entry is goes through the Prebill 
cycle. 

o A service order will be created for each row added. 

o  
Figure 6: Maintenance Contract - [Billing] tab 

 

This determines the frequency at 
which they will be billed. In this 
example they will be billed every 
three months. 

This determines when the next 
billing is due. This will be 
incremented three months to 
10/1/2010 once this billing – 
service order has been created. 

This determines where the 
revenue will post. If Contract 
Amortization is activated, this 
will determine where the 
deferred revenue will post. 
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Service Tab 
 Click on the [Service] tab 

o This is where you specify service schedule for current maintenance contract. 
o A service order will be created for each row added. 

o  
Figure 7: Maintenance Contract - [Service] tab 

 
 

Select the skill grade required 
for this preventative 
maintenance service. You can 
add additional rows if other skill 
levels are required. 

This determines when the next 
service is due. This will be 
incremented one month to 
8/1/2010 once this service – 
service order has been created 
based on the months that are 
checked 

These determine the 
months that the service 
needs to be performed. 

Click on the [Hours] button 
to enter the budgeted 
hours required for each 
service. 

This will determine the default 
promise date for the service order. 
In this example, the service order 
will have a promise date of the 1

st
 of 

the month. 
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Generating Maintenance Service Orders and Invoices 
 
This process is used create the new service orders and work orders all of the billing and service contract 
records that are due. This is typically run once a month, but it could be run more frequently. 
 

Create Maintenance Service Orders 

Runtime Options 

 You will need to run the Create Maintenance Service Orders program. 
o Service Dispatch / Periodic / Create Maintenance Service Orders 

 Runtime Criteria 

 Optionally select a range of branches 

 Enter the ‘Select Through’ date to use to select the contracts to select.  
o This date is compared to the ‘Next Creation Date’ and if this date is not after the ‘Select 

Through’ date and the contract is not expired, a service order and work order will be 
created. 

o Note that you can’t enter a date more than 60 days in the future from the current date. 

 Optionally select a department and service order type 

Register 

 Click on the [Register] button 
o Review the register and if there is a problem: 

 Close out of the Create Maintenance Service Orders form 
 Correct the problem 
 Rerun the Create Maintenance Service Orders - Register 

Update 

 When the register is correct, click on the [Update] button to create the maintenance service orders and 
work orders and increment the next creation dates in the billing and service records. 

o  
Figure 8: Create Maintenance Service Orders form 

 
 
 
 

This date will be used to 
select the contract service 
and billing records. Please 
note that will select all 
records that have a next 
creation date on or before 
7/31/2010. 

Click on the [Register] button to 
print the Create Maintenance 

Service Orders Report. 

After printing the Register, the 
[Update] button will be active and 
you can click it to create the 
maintenance service orders and 
work orders. 
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 You can now print the service orders in the standard ‘Service Order’ or ‘Tasking Service Order’ format. 
This is done using the Ascente / Service Dispatch / Reports / Service Order Print program. 

Results to Billing and Service Records 

 

 
Figure 9: Jobsite - Maintenance - [Billing] tab 
 

The ‘X’ in the service column 
indicates that this service order is 
for servicing the maintenance 
contract. If there is not an ‘X’, 
then this is for billing. 

Each of these lines on this 
report will result in a service 
order and possibly a work 
order will be created. 

Note that the billing service 
& work order are both closed 
so that they are ready to be 
invoiced. 

Note that the Next Creation 
date is now incremented by 
three months because the 
frequency is set to quarterly. 
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Figure 10: Jobsite - Maintenance - [Service] tab 
 

Invoicing Maintenance Service Orders 

Bill in Advance - Maintenance Service Orders 

For service orders that are created for billing from the Jobsite / Maintenance / [Billing] tab records, you should 
not have to do any processing in Work Orders to invoice these assuming that: 

 Your default settings in the Jobsite / Maintenance / [Defaults] tab for Billing are correct. 
o The default service order status was set to ‘Closed’ 
o The default work order status was set to ‘Closed’ 

 The jobsite references a customer other than the (Cash) customer 

 If you have the ‘Update by User Only’ option set in the Ascente / Service Dispatch / Maintenance / 
Options and Interfaces (Service) – [Invoice] tab, the user that ran the ‘Create Maintenance Service 
Orders’ program, must be the operator to run the Prebill process to invoice these service orders. 

 
Typically these maintenance service orders for advance billing are invoiced in a batch by themselves 
immediately after running the “Create Maintenance Service Orders” program. Set the Prebill runtime option 
“Repair/Maintenance” to be “Maintenance” so that only service orders that reference a maintenance contract 
will be selected. 

Service - Maintenance Service Orders 

For service orders that are created for providing the preventative maintenance service from the Jobsite / 
Maintenance / [Service] tab records, you will have to do any do your standard processing: 

 In order for the Jobsite Performance Report to categorize this service order correctly, make sure that the 
‘Maint’ field on the Call Taking Screen [General] tab is set to either: 
o Maint – Billable 
o Maint – Full Coverage 
o Maint – Labor Free 
o Maint – Material Free 

 Dispatch the service order to a technician so the service gets performed and the service order status is 
set to ‘Closed’.  

 You should always make sure all costs and sales are applied to the work order before invoicing the 
service order. 

Note that the Next Creation 
date is now incremented by 
one month because the 
frequency is set to quarterly. 
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 These can be invoiced in a batch with other non-maintenance service orders or you can set the Prebill 
runtime option “Repair/Maintenance” to be “Maintenance” so that only service orders that reference a 
maintenance contract will be selected. 

o  
Figure 11: Call Taking - 'Maint' field settings 

 

Prebill 

Run the Service Dispatch / Journals / Prebill to invoice the maintenance service orders. The actual Prebill 
process for maintenance service orders is really not any different than the Prebill process for non-
maintenance service orders.  
  
Runtime Criteria 

  
Figure 12: Prebill - Runtime Criteria 
 
 

Set the Repair/Maintenance 
option to “Maintenance” to 
only register and invoice 
service orders that reference 
maintenance contracts. 

The ‘Maint’ field will determine how the cost 
and sales are categorized on the ‘Jobsite 
Performance Report’. All of the ‘Maint-*’ codes 
will be considered as relating to a maintenance 
contract and ‘Billable’ will be considered as 
non-maintenance or ‘Extra’ on the report. 
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Reporting 
 

Maintenance Contracts Reports 
 Service Dispatch / Reports / Maintenance Contracts 

Component Listing 

The Component Listing provides a detail list of all components (equipment) that have been defined for a 
jobsite on the Components tab.   

 This list can be given to a technician for them to gather missing information regarding the components (ie, 
model, serial number, etc).  

 This also could be given to a customer so they can see the full list of equipment they have in place. 

 This can be used to market to your jobsites. For example; you could print a listing of all units installed 
within a specific date range and then try to sell them a maintenance contract or service. 

  
Figure 13: Service Dispatch / Reports / Maintenance Contracts - Component Listing 

 
Figure 14: Component Listing Report 
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Contract Listing 

The Contract Listing provides a detail list of all contracts that have been defined for a jobsite on the 
Maintenance tab. This listing includes the contracts current status, and counts of active/expired contracts.  
 

 
Figure 15: Service Dispatch / Reports / Maintenance Contracts - Contract Listing 
 
 

 



July 2010 Ascente  

 Maintenance Contracts Basics Webinar 
   

Maintenance Contract Basics - Webinar.doc Page 16 of 28  

Contract Listing - Billing 

Billing - Lists the details of contracts that are set up to bill independently and in advance of the service being 
performed. The Contract Listing - Billing provides a detail list of all contracts that have been defined for a 
jobsite on the Maintenance tab, Billing sub tab. 
 
Print the Contract Listing – Billing report to: 

 List all billing records 

 Print a listing of all billing records set to end within a specific date range 

 Determine which jobsites have billing records  
 

 
Figure 16: Service Dispatch / Reports / Maintenance Contracts - Contract Listing - Billing 
 
 

 
Figure 17: Contract Listing - Billing 
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Contract Listing - Service 

The Contract Listing - Service provides a detail list of all contracts that have been defined for a jobsite on the 
Maintenance tab, Service sub tab that have a service schedule, but can optionally be billed at time of service. 
 
Print the Contract Listing – Service report to: 

 List all service records to verify they are setup correctly. 

 Print a report to list the service records and the months to be services along with the budgeted hours for 
each service. 

 Print a listing of all service records set to end within a specific date range. 
 

 
Figure 18: Service Dispatch / Reports / Maintenance Contracts - Contract Listing - Service 
 
 

 
Figure 19: Contract Listing - Service 
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Annual Maintenance Schedule 
 Service Dispatch / Reports / Annual Maintenance Schedule 
 
The Annual Maintenance Schedule provides a hard copy of all maintenance tasks to be performed at a 
jobsite. It lists basic maintenance tasks for each component, displaying a monthly maintenance schedule, 
including the task and the labor grade required by the technician to complete the task. This report can be run 
for repair/service calls, maintenance calls or all calls. 
 

 
Figure 20: Annual Maintenance Schedule 
 

 
Figure 21: Annual Maintenance Schedule Report 
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Manpower Requirements 
 Service Dispatch / Reports / Manpower Requirements 
 
The Manpower Requirements reports option is used to print a variety of reports based on budgeted 
maintenance hours. These reports include: 

 Contract Budget Performance 

 Open Maint SO by Tech 

 PM Hours by Labor Grade 

 Scheduled PM Hours by Tech 

 
 
Contract Budget Performance 
This report provides analysis of actual labor used verses estimated hours on maintenance service orders. 
Use this report to manage your technician’s performance and to determine the accuracy of your budgeted 
labor hours.  Totals are provided by Technician, Supervisor and Branch.  Service History is read for the range 
of invoice dates selected to get the actual hours worked.  The hours budgets set up on the Jobsite Contracts 
is used to get the estimated hours.  
 

 
Figure 22: Contract Budget Performance - runtime options. 
 
 

 
Figure 23: Contract Budget Performance Report 
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Open Maint SO by Tech 
Provides a detailed listing of estimated maintenance hours for existing service orders assigned to a technician 
for a range of dates. This can be used to determine if a technician can take on more work, or if their schedule 
is full.  Totals are provided by Technician, Supervisor and Branch.  Open Service Calls are read for the range 
of promise dates selected to get the scheduled jobs.  The hours budgets set up on the Jobsite Contracts is 
used to get the estimated hours.  
 
Run this report to see how many maintenance service orders exist that have not been invoiced. This will sort 
by supervisor and technician. Use this to manage your maintenance service orders. 
 
 

 
Figure 24: Open Maint SO by Tech - runtime options 
 

 
Figure 25: Open Maint SO by Tech Report 
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PM Hours by Labor Grade 
Provides an overview of the hours budgeted for each month of the year for maintenance work, grouped by 
labor grade (ie, Apprentice, Journeyman, etc.).  This can be used to determine work loads by month and labor 
grade.  Totals are provided by Labor Grade and Branch.  The hours budgets set up on the Jobsite Contracts 
is used to get the estimated hours.  
 

 
Figure 26: PM Hours by Labor Grade - runtime options 
 
 

 
Figure 27: PM Hours by Labor Grade Report 
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Scheduled PM Hours By Tech 
Provides an overview of the hours budgeted for each month of the year for maintenance work, grouped by 
Branch and Technician.  This can be used to determine work loads by month and technician.  Totals are 
provided by Branch and Technician. The hours budgets set up on the Jobsite Contracts [Service] tab is used 
to get the estimated hours. 
 

 
Figure 28: Scheduled PM Hours by Tech - runtime options 
 
 

 
Figure 29: Scheduled PM Hours by Tech Report 
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Expired Contracts 
 Service Dispatch / Reports / Expired Contracts 
 
The Expired Contract Reports lists all jobsites that have contracts expiring in a given month. These reports 
can be used as a management tool to address these contracts that are about to expire.  

 Expired Contracts  

 Expired Contracts with Phone Information 

Expired Contracts 

 

 
Figure 30: Expired Contracts - runtime options 
 
 

 
Figure 31: Expired Contracts Report 
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Expired Contracts with Phone Information 

This can be used to call the jobsites with expiring maintenance contracts to try and get them to extend their 
maintenance contract. 
 

 
Figure 32: Expired Contracts with Phone Information - runtime options 
 
 

 
Figure 33: Expired Contracts with Phone Information Report 
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Label Printing  

 Service Dispatch / Reports / Label Printing 
 
The labels are designed to print on Avery 5160 3-across laser labels. Labels are always sorted by postal 
code. 
 
NOTE: All labels will print the Jobsite address information with the exception of the Maintenance Contract 
Labels - Expired.  In this case the system will print the bill to customer address, unless it is the (Cash) 
customer, in which case the Jobsite address information will be printed. We always recommend printing the 
labels to plane paper in order to verify alignment before printing on the labels. 

 Maintenance Contract Labels – Expired (5160) 

 Maintenance Contract Labels (5160) 

Maintenance Contract Labels – Expired (5160) 

These can be used to mail postcards or letters to try to extend their maintenance contract.  
 

 
Figure 34: Maintenance Contract Labels - Expired (5160) - runtime options 

 

 
Figure 35: Maintenance Contract Labels - Expired (5160) 
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Maintenance Contract Labels (5160) 

These can be used to for marketing or file folders. 
 

 
Figure 36: Maintenance Contract Labels (5160) – runtime options 
  

 
Figure 37: Maintenance Contract Labels (5160) 


