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OVERVIEW

The purpose of this module is to offer a central user interface for access to the company’s trading partners, namely clients,
suppliers and employees, along with prospects for all three. Common information that relates to live or prospect records will
be shown within the same display, enabling users to quickly navigate and locate information. Drilldown to other related
records or transactions will be provided. For example, a Help Desk call relating to a complaint will enable the user to locate
the site/contract, add a service request, initiate the business process through action requests, and then subsequently track it
through to completion.

Key to this initial process is the user interface, known as the Address Book. Existing features within TemplaCMS will now be
available through an address-driven user interface, designed for those users who are authorised and wish to interact with the
system in this way. Related contacts, notes, forms and attachments will be accessible, along with a new facility for service
requests.

INTRODUCTION

These training session notes are designed to provide background information and useful hands-on experience of using
general CMS functions and the CMS customer service module. These notes are designed to complement the training and
assist you at a later stage when away from the training environment.

SYSTEM

The Customer Service (CS) module is separately licensed so a relevant license key must be obtained from TEAM Software and
applied to TemplaCMS.

SYSTEM SETUP > GENERAL TAB

.
T System Control - System Setup l ] e
i File Tools Help
i [ Close | Save Ll
General alysis levels  Frequency colours  License
Company name p—TTETETTS History wesks
Company number s 1
Auto number clients R 1
Masimum charscters Wirimum digits Gl 1
Gateway files ]
Auto number sites
Code based on client, followed by Minimum digits R 1
Auto number suppliers Archive weehs
Maximum characters Minimum digits Contracts 52
Stores Orders 52
Eaties QAforms 5
Companylogos | S:PRODUCTSiTemple-CMS\Client versions\RSLaptop V5.4 ][ | orkbil
forkbills 5
I| | Gateway SIPRODUCT S Templz-CMSIClient versions\RSLaptop V5.4 (0] |
§ N Timesheets 52
Documentstore | §:1PRODUCTSTempl=-CMSIClient versions\RSLaptop V5.4 (][ |
Newsletters SPRODUCTS Templ=-CMSIClient versions\RSLaptop V5.4 (][ . |
Normal working times
Menday (not set) (not set)
Polling frequency —— P ot
ues not s not s
Gateway g0 (seconds)
e (secor) \ednesday not sef) [rot set)
ot seconds
50 My (notset) | | (notsen
Friday (not set) (not sef)
M [ Block ALL posting options? Saturday (not sef) (not set)
Sunday (not set) (not sef)

Normal working times (i.e. office hours) can be defined. If defined, this will be used to affect the lapsed time and (shortly) the
activity ageing calculation.
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CUSTOMER SERVICE TAB

The Customer Service tab on the System Control maintenance option should be reviewed and completed, as necessary. All
these fields are used in conjunction with mobile integration.

T System Control - Customer Service L@ﬂ]

File Tocls Help

Uj Close H Save

Training forms - attachment types

Photo S
Trainer signature xR
Employes signature A+
Data forms - attachment types
Signature S
Photo ®
Service reguest
Photo attachment type D
Creation e-mail attachment type -+
| Default e-mail source S

["] Merge Site/SR notes in AddressBook?

%

|

The relevant attachment types should be associated with the relevant areas of Customer Service. Indeed, where mobile is in
operation, it is imperative that default attachment types are defined here for all areas actioned on the mobile and that these
attachment types must have the relevant level of permissions (i.e. Add) for the user role controlling the inward synchronisation
of items back from the mobile into Templa-CMS, as it is at this point that these defaults are utilized. In addition, this same user
role must be assigned to the necessary ‘Document Management’ function groups.

There is a vast range of new functions to cover all the new CS options. These have been grouped into the following function
groups:

*CS - Customer Service Functions
*CSV - Customer Service Functions - View

It is up to the Templa-CMS system administrator to add these (or other bespoke) function groups into their existing function
group structure so that only the relevant users see the relevant QA options.

MAINTENANCE

Service requests are a container comprising one or more action requests, with each service request belonging to a SR Type
(and thus SR Group) and being assigned a SR Source and SR priority (if not defaulted from the SR Type), plus given a SR
reason upon completion.

SR GROUPS

SR Groups are defined to enable grouping of service requests by concept, department or area, as a service request could be
anything from a complaint to a sales lead:

Document Ref: TEAM TemplaCMS - Customer Service Requests.docx Version: Page 5|43
© Copyright 2021 TEAM Software by WorkWave TEAM Software by WorkWave | teamsoftware.com/legal



Alerts | Service Reguest Groups | SR Types

Service Request Groups

Drag a column header here to group by that column.

B 5t Code Description
REL
Customer complaint
Internal lssus
ar Quote | Sales request

Only a code and description needs to be defined, although the code is prefixed to the service request number to enable easy
identification of the various service requests for different concepts, departments or areas within a company:

-
E?E Service Request Group Details - Customer complaint

= (S| —rS—

i File Tecls Help
i Close k) Save k& Saveandnew <@ Previous S Mext
| General | Dates
e E—
Description | Customer complaint
SR GroupDefzi 22074 Templz Computer Sysfems [id e

SR SOURCES

A SR source is required when entering a new service request to indicate where the service request came from, for example:

Alerts  Service Reguest Groups SR Types | Service Reguest Sources |

Service Request Sources

Drag a column header here to group by that column.

St Code 4 Description
- @ ....................... =is
— verteement
E Email
0 Other
F Telephone call
W Visit
nf \website

Again only a code and description needs to be defined:

-
E?E Service Request Source Details - Email

: File Tocls Help

[j Close u Save H Save and new <@ Previous & MNext

| Generzl | Dates

Code
Description | Email
SRSourcelefarl B 20714 Templa Computer Sysferns Lid =
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SR REASONS

A SR reason is required when completing a service request. These can be quite generic (e.g. ‘Internal’ or ‘External’) or more
specific, such as those defined below:

I Alerts  Service Reguest Groups  SH Types  Service Reguest Sources | Service Reguest Reasons |
Service Request Reasons

Drag a column header here to group by that column.

| S5t Code 4 Description
(=] [=] (=]
cu Complaint upheld & rectified
Chf Complaint withdrawn
4 OK All 0K
GF Quote provided - Sale Lost'Missed
G/ Quote provided - Sale Won'Secured

Again only a code and description needs to be defined:

-

= R
E?E Service Request Reason Details - Complaint upheld & rectified l = | (=] |--E.&-I

i File Tools Help

P Close | Save ke Saveand new <@ Previous Bp MNext
| General | Dates

5R. reference prefix | |

Description

| Complaint upheld & rectified

SRReasonDetail B 2074 Templs Computer Sysfems L )
— s

SR PRIORITIES

A SR priority is required when entering a new service request to indicate its priority, for example:

Alerts | SR Priorities |

Drag a column header here to group by that column.

St Code ¢ Description
=] [=] (=]
b 1 High

2 Medium

3 Low
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In addition to a code and description, colour and ‘Enable on Customer Portal’ can be defined:

e . - o x
i E\a SR Priority - (new)
b | General |
Close Save Sawve and
new
Mavigate Save
s |

| General | Elapsed Action Times ~ Dates

Code | 1 |

Description | High

Calour |- Red |

[ iEnabie on customer portal? :

B 2078 Templa Computfer Sysfems Lid -

SAPrortyDetsil

In addition, elapsed action times can be optionally defined:

_ SR Priority - (new) - o x
|
Kas
Close Save Save and
new
MNavigate Save
1 2 & ]
General | Elapsed ActionTimes | Dates
Qlder than Text Colour
by 01:00 SLA 3 hrs - this is urgent 943, 277, 140
02:00 SLA 3 hrs - chase for resalution B 221215
03:00 SLA 3 hrs - exceeded W o015
*
Remove
SRProriDetaid © 2019 Templa Computer Sysfems Lid -

When defined, the existing ‘Elapsed time’ field on the Service Request header and on the Service Request List will be colour-
coded based on the priority’s elapsed time rules.

NB: this colour coding is based on elapsed time in contrast to the activity ageing.
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SRTYPES

A SR type is required when entering a new service request as this determines the SR group and any default action requests
- thus, SR types reflect the type of service request, be this for a customer complaint (e.g. missed clean, poor quality, etc),
sales leads, contract start-up, or any other process requiring internal tracking.

Alerts SR Priorities ~ Service Request List | SR Types

SR Types

Drag a column header here to group by that column

E 5t Code Description Group Pricrity
BE O =
Cleaning Attendance issue CC - Customer complaint 1 - High
Cleaning Quality issue CC - Customer complaint 1- High
Q-NEW Quote/Sales - New Business QR - Quote / Sales request
Q-WRK Quote/Sales - Additional Work QR - Quote / Sales request
C-INT Cleaner (internal) reported fault IN - Internal Issue 2 - Medium

In addition to a code and description the following fields can be defined:

37 SR Type - Cleaning quality issue E@ﬂj

¢ File Tools Help
i [J Close k) Save b=} Saveandnew €@ Previous & Mext

Generzl | Ageing Dates

e

Code Ca)

Description Cleaning guality issue

SR group Customer complaint <+
Priority High b 0 :
Initiation AR list Cleaning quality - initistion b 0
Closure AR list Cleaning quality - closure 0

Force closure notes?

SR group - this must be defined

Priority - this can optionally be defined here (in which case it can be overridden on the service request) or can be defined
when entering the service request

Initiation AR list - AR types (see below) can be grouped into AR lists (see below) which can optionally be associated with a SR
type here; if so, then on creating a new service request for this SR type, these AR types are automatically pulled into the
service request.

Closure AR list -AR types (see below) can be grouped into AR lists (see below) which can optionally be associated with a SR
type here; if so, then on completing a service request for this SR type, these AR types are automatically pulled into the
service request.

Force closure notes - will force notes to be entered when the service request is completed

Action requests belong to service requests - thus a service request might have many action requests which will be derived
from an AR list which consists of one or more AR types.

AR TYPES
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An AR type details the lowest level of action required:

Piens SR Pricrities  Service RequestList SR Typss | Action Request Types x

Action Request Types

Drag a column header here to group by that column
F| 5t Code Description SRPricrity Nature DetailText
- [Em ® @ ®
CC1-QA Customer complaint - acknewledgmnt email 1- High Email The it «complaint must be ack ledged back to th via email
cCaMl Customer complaint - manager informed 1~ High Email Provide details of the complaint to the manager so he can respond to HO or take up wit
CC3MU Customer complaint - mznager update 1- High Email Manager provide details of how the complaint will be resolved with the customer
CC4-ACTION Customer complaint - Action Flan 1~ High Manual action Go and sort out the cleaning problem, re-training the staff if necessary
CC5WB Cleaning complaint - subcontractors reqd 2-Medum  Workbill request _Fthe cleaning problem requires sub-contractors to comeback, resolve this
CC9-QR Customer complaint - resolution 1- High Printed document  Resclution of the customer complaint must be acknowledged back to the customer via

General tab

The following information can be defined on an AR type:

'? Action Request Type Details - Customer complaint - acknowledgmnt email = | =

i File Tools Help
[L:] Close H Save hg Saveand new <@ Previous 5 MNext

General | ARlists Dates

Code CC1-GA

Description Customer complaint - acknowledgmnt email

Mature Ermasl

Priority High 0

Detzils | Email ‘Workflow Ageing  First action

The customer complaint must be acknowledged back to the customer via email

Nature - this must be defined and determines how this specific AR type will be handled (or not) within the system. The
following options are available:

Manual action - all actions are manually undertaken by the user

Email - an ‘Email’ tab will be prompted on the AR type (see below)

Printed document - a ‘Print’ tab will be prompted on the AR type (see below)

Alert - an ‘Alert’ tab will be prompted on the AR type (see below)

Data form request - a data form can be raised from the resulting action requests

Workbill request - an ad-hoc workbill can be raised from the resulting action requests

QA request - an ad-hoc QA can be raised from the resulting action requests

Staff training request - a staff training form can be raised from the resulting action requests
Stores order request - a stores order request can be raised from the resulting action requests

Priority - this must be defined

Email tab
This tab is only displayed when the nature of an action request is ‘email’:

Details

Workflow  Ageing  First action

Document template

Cleaning quality SR logged e )
Send to SR contact
Send to business analysis user at level Contract Mgr El

Document template - a document template must be selected; the relevant attachment type permissions and document store
must also have been setup
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The email can be optionally flagged for ‘Send to SR contact’ and/or ‘Send to business analysis user at level’ - in the latter case
the appropriate business analysis level must be selected, so this would be a level containing a part of the management
structure and the associated user for the resulting analysis code must have an email address defined.

Print tab

This tab is only displayed when the nature of an action request is ‘printed document’. A document template must be selected
and the same optional flags are available:

Details

\Wworkflow  Ageing  First action

Document template Cleaning quality SR completed S 6

Send to SR contact
Send to business analysis user at level [zmy)

Alert tab

This tab is only displayed when the nature of an action request is ‘alert’. The ‘text’ for the body of the alert can be optionally
entered and the same optional flags are available:

Details

Ageing  First action

Send to SH contact
Send to business analysis user at level | Contract Mar IE'

Workflow tab

This tab is available on all AR types apart from those of an alert nature

Details

Ageing  First action

orkflow path AR workflow =0

Workflow path - a valid workflow path (of ‘Action Request’ workflow path type) can be optionally selected; if selected, the
resulting action request will be sent through workflow to the relevant user.

Ageing tab

Ageing can be optionally added to AR types of any ‘nature’, with new rows added by simply typing into the final asterisked row
or deleted via the Remove button:

Details Email ‘\Workflow | Ageing | First action

Older than Text Colour
00:00 New 192, 255, 192
01:00 Ovwer 1 hour 285,192, 285
02:00 Ower 2 hours 285, 224 152
03:00 Ovwer 3 hours 2585, 128,128
ful0: 00! 0.0,0.0

Remove
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Older than - length of time in hours and minutes
Text - description for the length of time which will appear on the resulting action request

Colour - optional colour representation of the ageing

First action tab

Afirst action can be optionally added to AR types of any ‘nature’ instead or as well as the ageing defined at ‘action request-
level’ - this is a specific action after a set time:

Details  Email  Workflow  Ageing

First action due (mins) 120

Chase up manager if no response after 2 hours

AR LISTS

AR types are grouped on to AR lists which are assigned to SR types (see above):

Alerts  Action Reguest Types  Service Reguest List | Action Reguest Lists
Action Request Lists

Drag a column header here to group by that column.

"'__ﬁ 5t Code Description
| dm@ | [-[E®

Cac Cleaning guality - closure
B cal Cleaning guality - initiation

On creating a new AR list, a code and description needs to be defined on the ‘General’ tab:

F
37 Action Request List Details - Cleaning quality - initiation ® .E@ﬁj

i File Teols Help

i [ Close kg Save ke Saveandnew <@ Previous &p Mext
AR types  Dates

Code cal

Deseripticn Cleaning guality - initiaticn

N
ARt isiDatail & 2074 Templz Computer Systems Lid 3

n the ‘AR Types’ tab, AR types can be added/removed using the Add or Remove buttons:

General | AR types | Dates

AR type Activation
Customer complaint - acknowledgmnt email Wwhen added T
Customer complaint - manager informed ‘When added f
Customer complaint - manager update ‘When added ?
Customer complaint - Action Plan On previous complete ?
Customer complaint - subcontractors regd Manual ?
Customer complaint - resclution On previous complete -

Add ] [ Remave
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Activation - when adding AR types to the AR list their activation can be set as follows:

When added - the system will automatically activate this AR type when this AR list is used within a service request
On previous complete - the system will automatically activate this AR type upon completion of the previous AR type
on this AR list within a service request

Manual - the system will not automatically activate these AR types; rather the user will need to manually activate (or
remove) these AR types, as required

In all cases, activation of the AR type (be this automatic or manual) will trigger the start of any ageing process and the
countdown to any “first action’.

ADDRESS BOOK (FOR HELP DESK)

It is anticipated that the address book is the option most customer service staff will use by default to add, update and review
service requests, be these for cleaning complaints, sales leads, contract start-ups, etc. When first entered the address book
will be blank but clients and/or suppliers and/or sites and/or employees can be added:

T TemplaCMS - Contract Management System -- v5.4.3 I
i File Window Tools Help e -
3 +: Customer Service Address Book I l‘:' 5 |
i 5"} New <, View o? Refres|
Navi i File Tools Help
e i Close {J Open [l Copy @, View @ Refresh @) Delete @ Reinstate U 5 Print & Excel ®@ Expand @ Collapse e
El =3 Customer Service i &) Filterselected [ ] Un-filter selected Add new: } IInc\ude: & Clients @ Suppliers ™% Sites § Employees | ¢ ulmgefnter ¥ Select filter
@ Address Book
@ Service Requests Drag a column header here to group by that column
@ Action Requests
=@ Staff Training St MNotes? Live? Datasource Client/Site code Code MName Address Town County
=8 Data forms EE § @ E & = O = B = =
=3 Maintenance
= Quality Audits
1EAl m »
[Contacts |V [Notes PHE|
E Refresh @ Print & Excel (} New <, View @ Refresh 5@ Print &5 Excel
Name Class. __[By [on I |
= HE = /]
Contacts [ Service requests " Notes | Dta forms | Training forms | Attachments |
AdsressBook ® 2014 Templa Computer Systems Lid |

Once added, the buttons in question are highlighted with the resulting grid of contacts grouped, filtered and/or sorted
as required:

r
747 Customer Service Address Book = | B |

: File Tools Help
I [ Close ) Open [} Copy @, View @ Refresh &) Delete @ Reinstate Show deleted i (3a Print & Excel ®@ Expand ® Collapse 3 Create mail

& Filter selected : Add new: &; Client @ Supplier 3 Site a; Employee I Include: a Clients @ Suppliers Iﬁ Sites. . Employees '\r Change filter Sf Select filter
-
Type ~ |7 Area Mgr

Motes? St Live? Datasource Client/Site cod © Code Name Address Town County Post code Phone F \VEhSIl(T‘

=] LI = = = =] = = = = =] = = F

a Type : Client (1 item)

& Type: Employes (1 item)

= D Type : Site (11 items)
Area Mgr: AM 01 (25 items)
Area Mgr : AM 02 (32 items)
Area Mgr : AM D3 (30 items)
Area Mgr: AM 04 (17 items)
Area Mgr: AM 05 (5 items)
Area Mgr - AM 06 (14 items)
Area Mgr : AM 07 (11 items)
Area Mgr: AM 08 (5 items)

m

Area Mgr: AM 08 (3 items) =
< I v
Comtacts ) e <
..?:3 Refresh (g Print &5 Excel @ New <@, View @ Refresh g Print & Excel
Name |Class. |B\/ |Dn |;-‘«t |
= EERE =l ORL
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Alternatively, the Change filter button can be used to filter the resulting grid:

-

-
T Address Book Filter Detail - default filter for Templa LIEI'_“"J

i File Tools Help
[j Close: H Save ¢ Clear criteria e Pukblish

Supplier properties

Commen filtering criteria | Site filtering criteria  Employee filtering criteria  Site properties ~ Employee properties  Client properties

Include clients?
[ Live only?

Include sites? Include employees?

Code
Name
Address

Pasicode

AdidressBookFilterDetail

B 2074 Templz Computer Sysfems Lid i
.

New ‘prospect’ clients, suppliers, sites or employees can also be directly added:

737 Customer Service Address Book

o |

 File Tools Help

P (D Close ) Open [B) Copy @, View @ Refresh @) Delete @) Reinstate Show deleted  © (3a Print &5 Excel ™@ Expand ® Collapse 3 Create mail

& Filter selected ; Add new: @& Client 8 Supplier % Site @ Employee : IIncIudE:[& Clients Il@ Suppliers l'ﬁ Silesl. Empbyees]: 7 IZhangEfi\ter ¥ Select filter

Highlighting any row will change the contents of the two tabs at the bottom to show that item’s contacts or service requests

(bottom left) and their notes, data forms, training forms and attachments (bottom right):

r

T Customer Service Address Book

 File Tools Help

P (D Close ) Open [Z) Copy ‘@, View @ Refresh @) Delete i) Reinstate Show deleted  © (3a Print &5 Excel ™8 Expand ® Collapse _J Create mail

& Filter selected : Add new: @& Client 8 Supplier % Site @ Employee : Includs:[& Clients Il@ Suppliers l'ﬁ Silesl. Empbyees]: ¥ Changefilter S Select filter

Type * I»Area Mar *

Nntes? St Live? Datasource Client/Site cod * Code Mame Address Town County Post code Phone F \web site
E W EE & = = ans = = = = = = = =
© ) Type - Site (1 item)
= Area Mgr: AM 04 (1 item)
3 ‘ ] @ ABPOOT — AN ANSDD1N A New Site House Name  Town Kent TH11 SHW
1 | 3
[ i
i) Open &) New [3) Copy @ View & Refresh Ga Print & Excel Q) New @ View @ Refresh (3a Print & Excel
Name I{lass. |By |On |At |
= : GIE] =5 @ =
Bloggs Fred
Boyce John
Contacts | Service requests otes T A =

S 2014 | empla Computer Systems Lid |

The tabs can be changed and the any item displayed double-clicked on to enable drilldown into the respective items i.e. service

request, data form, training form, etc:

-
T Customer Service Address Book

 File Tools Help
P Close () Open [BD Copy ‘@, View @@ Refresh &) Delete ) Reinstate Show deleted P % Print & Excel ™ Expand ® Collapse %] Create mail
Q Filter selected ; Add new: & Client @ Supplier % Site & Employee © Include:[a Clients I!@ Suppliers 1‘5 Silesl. Employees]i “f Changefilter S Selectfilter
Type © l— Area Mgr 7
Nntm? St Live? Datasource Client/Site cod * Code Name Address Town County Post code Phone F \eb site
= =] =] = (= = [E Ans = [= = = [= (= = [=]
= &) Type - Site (1 item)
= Area Mgr: AM 04 (1 item)
P‘ 0 @ ABPOOT - AN ANSD01M ANew Site House Name  Town Kent TN11 SHW
4 mn | 3
Service requests [ [Training forms o=
: ) Open @) Mew @ View @ Refresh (3 Print & Excel : P ) Open ) New @ View (@ Refresh (3 Print & Excel P Formsmanager
Reference Subject Activity status Entered Activity age Employee Site Formno.  Title Creal)
= = o = = = o ol =0 o
CCO0064 Cleaning Issueat  Complete 17/04/2014 15:  new 900030 - Whiteho  ANSDO1/1-ANe 58 ‘william Whitehouse - Training Induction 10/0¢)
e O s pa w | | 3
Co 5 lote: ta 5 Traimﬁfﬂrmﬁ ‘ Attachments | i
| AddressBook
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In addition, the main item - i.e. client, supplier, site or employee - can be double-clicked on to enable drilldown:

-

T Customer Service Address Book = | B o

 File Tools Help
P Close ) Open [ZD Copy ‘@, View @ Refresh &) Delete ) Reinstate Show deleted

& Filter selected Add new: & Client ‘@ Supplier 3 Site & Employee

Type < I—Area Mgr -/

P2 Print & Excel ™ Expand ® Collapse %] Create mail

Include:[a Clients I'@ Suppliers lﬁ Silesl. Employees]i ? Change filter ? Select filter

ND‘tﬁ? S5t Live? Datasource Client/Site cod © Code Name Address Town County Post code Phone F \web site
(= (=] [=] @] (=] = = ANS (= [= [=] = [= (= [ [=]
= @) Type: Site (1 item)
A Y
4 ‘ 0 @ ABPODT — AN ANS0011 ANewSite  HouseName Town Kent TNT1 SHW

The resulting list of filtered items - i.e. client, supplier, site or employee - can be sent to Print, exported to MS Excel or the
Create Mail button used to send/email a document to the selected items, e.g. all site contacts in an area to inform them of a
change of contract manager, all selected employees, etc. The Create Mail button also exists on the other main TemplaCMS

lists - i.e. clients, suppliers, employees and contacts - and its full use is part of the Document Management functionality
within TemplaCMS.

SERVICE REQUESTS

The service requests option is a list of service requests and, as such, would be the list that customer service staff would work
from if they are not using the address book option.

731 TemplaCMS - Contract Management System -- v5.4.3 | = | [
i File Window Tools Help
i) Close ) Open @ New @ View @ Refresh S Print & Excel =3 Expand ® Collapse {4 Check duplicates - @ Auto refresh -
i &J Filterselected [} Un-filterselected | ¢ Changefilter ¢ Selectfilter @) My responsibility
N Ml Alerts | Service Request List x
Service Point Service Request List
=@ Customer Service
@ Address Book SR group *
g 3::;2::‘:;‘5 St SR reference Priority Responsible  Activity Subjiect Origin  Notified Activity age
£ 92 Staff Trairing 2go. [[@® = O] = o] B ® o]
@ Training Forms B SR group : CC - Customer complaint 14 items)
@ Training Recards = B2 1151
5 @2 Dotz forms ~ ccow C-QLY - Clesning Quality issue Dirty Teilet Site - >1day
@ Data Forms CCo0038 C-QLY - Cleaning Quality issue cc Site- 1871012013 17:50 >1 day
£ =2 Maintenance — k ~
a2 Service Requests £Co002s C-GLY - Cleaning Quality issue e Site- 18102012 1751 >1day
)@ Action Requests CC00041 C-GLY - Clesning Quality issue q Site-  OVTI2013 1528 > day
@ AR Types _
@ AR Lists CConD42 C-QLY - Clesning Quality issue oo Site- 01112013 1555 31 day
2 Staff Training - p
aLy- 14012014 1452
=8 Dot Forms ~ ccoos C-GLY - Cleaning Quality issue Punctuality Site I >1day
2 Site Binder €Cono47 C-GLY - Cleaning Quality issue Adam Mobile Test Site- 290012014 1505 >1day
lity Audits — p
=6 Quality Audi CCoD085 C-QLY - Clesning Quality issus Mobile Test Empl 30012014 1443 39 gay
CCo0059 C-QLY - Clesning Quality issue Net clean Client 040272014 1612 1 day
CC00080 C-GLY - Cleaning Quality issue aaa Site- 150042014 1251 >1day
€COD061 C-GLY - Clesning Quality issue TLBBOOS - SO with no picked cost  Site- 15042014 1255 31 gay
CCOD0B2 C-QLY - Clesning Quality issue CCM - Ballparks Site- 150042014 1258 31 day
CCo0082 C-QLY - Cleaning Quality issue T-CMS Event Logs Site- 150042014 1259 >1day
CC00084 C-GLY - Cleaning Quality issue Cleaning lssue at New Site Site- 171042014 1505 pew
£ SRaroup : IN - Internal Issue (3 items)
INODO40 C-INT - Cleaner (internal) reported fault 2 - Medium Active cc Site- 181072013 17:52
......... INODO44 C-INT - Cleaner (internal) reported fault |~ 2- Medium - AJ Active Broken hoaver Site- 1710172014 10:10
Contract Admin INODOSE C-INT - Cleaner (internal) reported fault |~ 2-Medium - AJ Active Issue with carpet clean Empl 310172014 11:42
Baryel =) SR group : QR - Quote / Sales request (3 items)
Workbills QRO004S Q-WRK - QuotelSales - Additional Work | 2-Medium | a- AJ Active req Site- 171012014 1400 ¢
Billing — —
QRO0046 Q-WRK - Quote/Sales - Additional Work ~ 2-Medium - JHT Active [ Suppl 170012014 1636 &
Transaction Register |
stores QRO00S7 Q-WRK - Quote/Sales - Additicnal Viork 3 - Low a-Al Active Quote for carpet clean Empl 31012014 0924
Reports
Period/Year End
Maintenance
Service Point < [ in v
System Admin Direct access J¢I=
Session Admin Code
= || servicemequestiist 3roms 2014 Templs Computer Systems Lid|
2014 Templs Computar Systems Laf Templa S oo 1710412014 15:07
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The above list shows several features:

Grouping - in this case by SR group, with the different prefix for each, i.e. CC, IN, QR

Priority - this highlighting has either defaulted from SR type on to the service request (and optionally then
amended) or it has been manually entered when the service request was created

Responsibility — currently assigned user

Activity Age - this highlighting stems from the oldest outstanding action request where the lapsed time is compared

to the AR type’s ‘ageing criteria’

This filterable list allows the following service request specific filters to be used:

-

T Service Request Filter Detail - default filter for Templa

¢ File Tools Help

i [J Close k) Save &/ Clearcriteria 5§ Selectfilier @) Publish

SR filtering criteria
SR group
SR number range
Subject

QOrigin

Source

Type
Priority

Close reason

Motified date range
Closed date range

Responsible user

(not set)

(not set)

[=]
[=]

(not set)

(not set)

@ All ) Client ) Supplier (7) Site (©) Employee () Contract

E Include statuses
[C] any

Mew

Active

Pending complete
Complete
Abandoned

EACREAE]

Kl

SRFterDetail

= rl
=

2074 Templa Computer Sysfems Lid

—

The above is the default settings that are set when the Clear Criteria button is used. Most of the filtered options are self-

explanatory but the following clarifications are provided:

Subject - this is a string search not an exact match
Type - this is the SR type
Priority - this is the SR priority

Notified date range - this is the date the service request was notified which might not be the date the service request

was entered into the system
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SERVICE REQUEST - NEW

A service request can be created from the Service Request, the Address Book or ‘dragging & dropping’ an e-mail onto the list
or on to an existing item:

737 Service Request Detail - *gen -- = [ (B S|

i File Tools Help i
i Close k) Save ke Saveandnew ¥ Attachments

i Activate SR 2] Email -

Service Request

SR reference CCgen Elapsed time| gmins
=R group Customer complaint (i)
Type Cleaning Quality issue (@ Netified 17042014 [=] | 15:05
Priority High (@) Source Email =0
Subject Cleaning Issue at New Site|
Origin “1Client (") Supplier @ Site () Employee (") Contract

A New Site =@

Motes | Contact  Actions Completion Status

|C|ass. |Owner |By |On |At | |
= = @ = = =
MNew note

Cleaning Issue at New Site

Note classification | Low El

by

(SR) Type - this must be entered and will result in the SR reference prefix and SR group (both above) being completed, plus the
(SR) priority if it has been defined on the SR type.

(SR) Priority - this must be entered; if defaulted from the SR type it can be overridden
(SR) Source - this must be entered
Subject - this must be entered and will automatically default as the first ‘note’ (below)

Origin - this must be selected - i.e. client, supplier, site, employee or contract - and then the relevant client, supplier, site,
employee or contract must be entered

Elapsed time - this is the total elapsed time for the service request and is never reset; the SR activity ageing (which can drive the
colour-coding) is reset every time an SR is updated.

Notes Tab
Motes | Contact Actions Completion  Status
|C|ass. |Dwner |By ‘On |At | 'T'
E = = = = =
Low AR: 343 Templa 17/04/2014 | 15:06:44 | Manager provide details of how the complaint will be resolved with the customer
Low AR: 248 Templa 17/04/2014 | 15:06:44 | Chase up manager if no response after 2 hours

Due: 17/04/2014 17:06 By: Templa

4 [.m

New note

MNote classification _

Notes can be added at any point, and their importance set based on the ‘Note classification’ (as elsewhere in TemplaCMS); in
addition, these non-system notes can be filtered via the grid.
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Contact Tab

Notes

Actions  Completion  Status

Contact

@ Contact (7) User
Eloggs Fred “3‘“0 A
Phone: 01732 832888

Mebile: 01732 833835
Email:  fred@bloggs.co.uk

Responsible user Templa % o

Contact details will default from the current user but can be amended to another user (e.g. the area manager if he has noticed
anissue), or amended to be a contact, in which case any available contact for the origin - i.e. client, supplier, site, employee
or contract - can be selected, e.g. the site’s supervisor who reported the issue. The contact’s contact details - i.e. phone, fax
and email - are always defaulted into the main text body but can be added, amended or removed.

Actions Tab

When a service request is raised, no action requests will exist on the ‘Actions’ tab until the Activate SR button has
been pressed:

737 Service Request Detail - "gen -- = () | S

: File Tools Help l
i (J Close k) Save ke Saveandnew ¥ Attachments

: P ActivateSR 3] Email ~

This will result in the action requests from the ‘Initiation AR list’ on the SR type appearing:

Notes Contact | Actions | Completion  Status
Drag a column header here to group by that column
Source Subject Status Mext action due Mext action by Priority  Type Activity age  Assigned to
» Initiation Customer compla ~ Started Email MNew
Initiation Customer compla  Started Email Mew
Initiation Customer compla  Started 17/04/2014 17:06 Templa - Templa Email Mew
Initiztion Customer compla  Pending Manual action MNew
Initiation Customer compla  Pending - 2-Med ‘workbill request
Initiation Customer compla  Pending - Printed document  New
Rebuild || Add || Addlist || Remove || Details | [ Beginaction processing |
San izl 2 rows added B 2074 Templs Computer Sysfems Lid Active L

The ‘status’ of each action request will be set based on the ‘Activation’ setting on the AR list, whilst the ‘next action details’,
‘priority’ and ‘type’ will be set from the AR type. The AR activity ageing (which drives the ‘activity age’ colour-coding) is reset
every time an AR is updated, thus highlighting how long it is since the AR was updated.

Additional AR lists can be manually added to a service request using the Add list button or individual action requests can be
added or removed using the Add and Remove buttons.

The Rebuild button can be used to automatically remove and re-add the ‘Initiation AR list’ defined on the SR type - this will
warn the operator as follows:

r -
Confirm acticn —-

I.-"'_"\-. WARNMIMG - the re-build will remove all existing action requests on this
W' service request.
Continue?

Document Ref: TEAM TemplaCMS - Customer Service Requests.docx Version: Page 18|43
© Copyright 2021 TEAM Software by WorkWave TEAM Software by WorkWave | teamsoftware.com/legal



Action Request - Detail

The Details button takes the user into any action request:

-
'-E-. Action Request Detail - 347 -- Customer complaint - acknowledgmnt email o S ' S
File Tools Help
i [ Close k) Save ke Saveandnew <@ Previous B» Mext ¢ Attachments
! [ Editdocument «# Preview email Send the email : @) Abandon action @ Composite notes 2] Email ~ £
Action Request
AR number 4T Elapsed time Elmins New
SR CCODDB4 - Cleaning lssue at New Site (i)
Subject Customer complaint - acknowledgmnt email
Priority High ﬁ;e
Motes | Email — Mext action
Class. By |on e ] |
DI = 5 =
| Low Templa 17/04/2074 | 15:06:44 | The customer complaint must be acknowledged back to the customer via email
il =
Mew note
| z
MNote classification | Low IE'
ActionReguesilDefzil B 2074 Templz Computer Sysfems L7 Started .

From here the priority can be amended, further notes added and, depending on the nature of the AR type, more specific options
will be available as buttons at the top of the screen (e.g. Edit document) and as tabs at the bottom of the screen (e.g. email

required contacts):

When adding a note, a ‘Note classification’ can be selected which contains a description and colour, e.g. Low (Pale Yellow),
Medium (Pale Orange) and High (Pale Red). To edit these, there is a menu option called ‘Note Styles’ on the System Admin >

Miscellaneous menu.

Elapsed time - this is the total elapsed time for the action request and is never reset; the AR activity ageing (which can drive the

colour-coding) is reset every time an AR is updated.

Email details

A list of users and client/site/supplier contacts will be displayed on the email tab, if relevant; these can be selected for

inclusion or omission before emailing out the document:

Notes

Email

Next action

Do s s e e o e ol _

Recipient

[l JHT

Diavid Mulligan
Bloggs Fred

Type
User

User

Contact

(Pdtcminc) (Adiumer ]

Details

Document template

Cleaning guality SR logged
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Next action

If the AR type has a ‘first action’, the operator will be defaulted into the ‘Next Action’ tab:

i User | Templa |'§)|o|
Chase up manager if no response after 2 hours

Nete classification | Low [=] [ Nextaction done |

Alternatively, the operator can manually enter a ‘next action’ date/time. Next action details appear in green if in the future,
orange if today and red if in the past.

For each action request, the relevant action has to be completed, i.e.:

o For action requests with a type (i.e. nature of the AR type) of ‘alert’, ‘email’ or ‘printed document’, the required users
or contacts must be flagged and the document sent via the ‘Detail’ screen using the relevant button

o For action requests with a type (i.e. nature of the AR type) of ‘manual’, the operator must either remove the action
request if it is not required or via the ‘Detail’ screen use the Begin Action button

o For action requests with a type (i.e. nature of the AR type) of ‘Workbill’, ‘Stores Order Request’, ‘Staff training’, ‘Data
form’ or ‘QA’, the operator must access the ‘Detail’ screen to create the item via a button, e.g. Create Workbill, Create
QA, etc
Alternatively, the Abandon Action button can be used to abandon an action.

Action Request - progress

As time passes, the activity age of each action request will have its text and colour updated:

Motes  Contact | Actions ‘ Completion  Status
Drag a column header here to group by that column
Source Subject Status Mext action due Mext action by Priority ~ Type Activity age  Assigned to
» Initiation Customer compla Complete - 1-High Email New
Initiation Customer compla  Started - - Email Over 1 hour
Initiation Customer compla  Started _ Templa - Templa - Email Over 1 hour
Initiation Customer compla  Pending - - Manual action New
Initiation Customer compla  Pending - 2-Med \workbill request
Initiation Customer compla  Pending - - Printed document  New
Rebuild || Add || Addlist || Remove || Demmils | [ Beginaction |
SernviceRequesiDetsi B 2014 Templa Computer Sysfems Lid Lctive il

Or its status updated and the activity age removed once the action request is completed:

Motes  Contact |Ac1|0ms‘ Completion  Status
Drag a column header here to group by that column
E Source Subject Status Mext action due Mext action by Priority ~ Type Activity age  Assigned to
b Initiation Customer compla Complete - 1-High Email New
Initiation Customer compla Complete - 1-High Email New
Initiation Customer compla  Started _ Templa - Templa - Email Over 2 hour
Initiation Customer compla  Pending - - Manual action New
Initiation Customer compla  Started - 2-Med ‘\Workbill request
Initiation Customer compla  Active - - Printed document  New
Rebuild || Add || Addlist || Remove || Demils | [ Beginactionp |
ServiceReguestiDatzil B 2074 Templa Computer Sysfams Lid Active i
— —
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SERVICE REQUEST - ABANDON

Once the Activate SR button has been pressed, the Abandon SR button appears instead:

737 Service Request Detail - CC00064 — Cleaning Issue at New Site BN
¢ File Tools Help |

i (J Close ) Save kg Saveandnew P Attachments
: @ AbandonSR @ Compositenotes @ Refresh 3 Email ~

This will enable the service request (as a whole) to be abandoned and will force the operator into the ‘completion’ tab where
all fields must be entered:

Notes Contact Actions | Completion | Status

Closed (22082016 [=][1659 | B [Templa L)
Reason | |$:'|o
Closure notes
Q
N
Classification \

SenicefegquesiDetzil  Invalid reason selected v Active |
=

SERVICE REQUEST - COMPLETE

Once all action requests are completed, abandoned or removed then the Complete SR button will become available:

o — ——————— ™ —— — .
+# 1 Service Request Detail - CC00064 — Cleaning Issue at Mew Site SOEEE X

: File Tools Help

ﬂ Close H Save H Saveand new @ Previous Ep Next P Attachments
:&Cumplw Abanden SR % Composite notes @ Refresh 3 Email -

Service Reguest |

SR reference | CCO0064 |

Elapsed time| 54ays 2hrs 7mins |

SR group | Customer complaint |o|
Type | Cleaning Quality issue ||@| Netified (17040014 [][15:05 |
Frierity | High |®|@| Sewee | Email /@)
Subject | Clezning Issue at New Site |
Origin D) Client () Supplier @ Site () Employee (©) Contract
| & New Site =@
Drag a column header here to group by that column.

'E-__ﬁ Source Subject Status Next action due Next action by Priority  Type Activity age Assigned io
»  Initiation Customer compla  Complete - 1-High Email Mew

Initiation Customer compla Complete - 1-High Email Mew

Initiation Customer compla Complete - 1-High Email Mew

Initiation Customer compla  Complete - 1-High Manual action Mew

Initiation Customer compla  Abandoned - 2-Med ‘workbill reguest

Initiation Customer compla  Complete - 1-High Printed document  MNew

Rebuild | Add || Addlist || Remove || Detmils | [ Beginactionp
SanvceRegquesiletail B 2074 Templa Computer Sysfems Lid Active .
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Then the service request can be completed via the ‘Completion’ tab:

Motes Contact Actions | Completion | Status
Closed 220042014 [=] | 1717 By Templa |9
Reason Complaint upheld & rectified =0
Clesure notes
Manager resolved the cleaning issue with client and advised staff accordingly of comective actions required | -
Classification | Low E
/ B 2074 Templa Computer Sysfems Lid Active

Closed - this must be entered but can be past (or future) date/time.

By - this must be entered; it defaults to the current user but can be overridden
(SR) Reason - this must be entered

Closure notes - these must be entered

Closure AR list - if a closure AR list was defined on the SR type, then closing the service request will result in the closure AR
list’ AR types being automatically added to the service request as action requests, plus the above ‘completion’ tab details
being removed. These new action requests will need to be processed in the same way.

The service request list will be updated accordingly:

11! TemplaCMS - Contract Management System -- v5.4.3 = e S|
i File Window Tools Help
i Close (J Open @ New @, View @ Refresh (% Print & Excel ®8 Expand @ Collapse (G Check duplicates - @ Auto refrech -
E p & p p p
i &) Filterselected [T} Un-filterselected © ¢ Changefilter ¢ Selectfilter & My responsibility
L B Alerts | Service Request List | Wordlow Paths  Workflow Manager x
Service Point Service Request List
5 %@ Customer Service
@ Address Book SR group
g ?;"“Rﬂe““ei‘s St SRreference  / Type Priority Responsible  Activity Subject Origin  Notified Activity age
jon Reques
@ = Staff Training (B|E® s ® ® ® ® ® m m m
=3 Data forms 1 SR group : CC - Customer complaint (5 items)
*8 Mainienance A 150472014 12:51
@ Quality Audits CCo0080 C-QLY - Cleaning Quality issue | Active - Site - ! »1day
£C00061 C-QLY - Cleaning Quality issue | Active TLEG005- SO withnopicked cost  Site- 15042014 1255 >1¢ay
CCOD062 C-QLY - Cleaning Quality issue - j-JHT Active CCM - Ballparks Site- 15042014 1258 31 day
CCo0083 C-QLY - Cleaning Quality issue — i~ JHT Active T-CMS Event Logs Site- 15042014 1259 >1day
» [ ccooes C-GLY - Cleaning Quality issue 1-High Templa-Te  Complete  Cleaning lssue af New Site Ste- 171082014 1505

SERVICE REQUEST - REACTIVATION

Any completed service request can be re-activated by re-accessing it and then using the Activate SR button:

=B S

: File Tools Help |

T Service Request Detail - CC00064 -- Cleaning Issue at New Site

Previous & Next £ Attachments

Activate SR Composite notes @ Refresh |3 Email ~

In this way, any service request - be it for a sales request, issue or complaint - can be re-opened at any point and then further
action requests added, either individually via the Add button or collectively via the AR list button so that in this way the whole
service request cycle could be re-done from the beginning if so required.
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SERVICE REQUESTS - COMPOSITE NOTES

The Composite Notes button on the service request header details a running log of all notes added in relation to a service
request, both at service request and action request level, and both automatically added system notes and manually added
operator notes.

'E*:*: Service and Action Request Notes - CCO0084 -- Cleaning Issue at New Site E@g

: File Tools Help

P Close P Attachments

| Composite notes |

Class. Owner By On A1 AE k2 N
@ = = = D/
System | SR: CCO0064 Templa 17/04/2014 | 16:53:01 | Attachment added: “Cleaning guality SR logged™
Laow AR: 247 Templa 17/04/2014 | 16:58:01 | = COMPLETED
System | AR: 351 Templa 17/04/2014 | 17.08:08 | = ACTIVATED
System | SR: CCO00BE | Templa 17/04/2014 [17:10:37 | Attachment added: "Cleaning quality SR logged™

Ml | Low AR: 348 Templa 17/04/2014 |17:10:37 | ** COMPLETED

System | AR: 352 Templa 17/04/2014 | 17:10:52 | = ACTIVATED
Low AR: 348 Templa 22/04720014 | 17:01:14 | = COMPLETED
System | AR: 350 Templa 2200472014 | 17:01:15 | = ACTIVATED
System | AR: 351 Templa 22/04/2014 |17:03:50 | = ABANDONED
Low AR: 350 Templa 22/04/2014 | 17.07:56 | ~ COMPLETED
System | SR: CCO00&4 Templa 22/04/2014 |17.08:24 | Attachment added: "Cleaning quality SR completed™
Laow AR: 282 Templa 22/04/2014 | 17:08:24 = COMPLETED
Low AR: 353 Templa 22/04/2014 | 17:16:21 | The details are for internal consumption and describe what this action is for.
System | SR: CC0O0064 Templa 22/04/2014 | 17:16:21 | Action request ADDED: 353 - Alert User/Manager - High priority
System | SR: CC0O0064 Templa 22042014 | 17:16:21 | =~ PENDING COMPLETION

Afurther Composite Note button exists on each action request detailing all system and manual notes for that action request.

Service Requests - Use/Appearance Elsewhere

QUALITY AUDITS

QA Fault Groups/Codes

A service request can be specified on the QA fault group or QA fault code:

T OAFault G -b - . -y = |- .
121 QAFauh Gronp b e . e S R
: File Tools Help
i ) Close k) Save |k} Saveand new <@ Previous Ep Next
|Genera| | Dates
Code CLEANING
ST | CLEANING ISSUES |
Calour M R |z|
Creates SR | Cleaning Quality issue| |@|o|
QAFautGroupletal & 2074 Templa Computer Systems Lid "
"7 QA Fault Code - CLEANING 1SSUE . y = | Sl
i File Tools Help
ﬂj Close u Save H Saveand new <@ Previous 5p Next
| General | Dates M
Code FLOOR
E==cupivn | FLOOR CLEANING ISSUE |
BulllGio | CLEANING ISSUES hali]
Colour M 500 |z|
Creates SR | Cleaning Quality issue |@|o|
QAFaultCodelatzi & 2074 Templs Computer Systems Lid o
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This will force a service request to be created if this QA fault code is used when a QA form is completed, be this for a failure or
as a result of a QA fault code being assigned on a non-failure QA item - see overleaf.

QA items

Alternatively, the QA module, QA items can be optionally defined with a ‘Failure SR type’:

-

T QA Item - Reception/Entrance = | = —

: File Tools Help
i Close k) Save k&) Saveandnew <@ Previous B Mext

General | Dates

B RCs10

Details Reception/Entrance

ltem group Cleaning b a
Failure SR type =
Data type Score card IE'

Overriding score card [use system or contract defaulf) =

This will force a service request to be created if this QA item fails on completing a QA form:

File Tools Help
I]_J Close [ Accept ¥ Attachments

Details

Area Salesfloor - including entrances i
ltem Sweeping, mopping damp dusting and vacuuming

Failure reason | Complaint upheld & rectified *0
Fault code CLEANING ISSUE 0

SR type Cleaning Quality issue a
Comments

Area missed when sweeping

— P B 014 fempla Camputar - A :
FAFarmincident e e [ £ ‘2405 - Awaiting completion | .
¢ . Iy i - ma

ACTION REQUESTS

The action requests option is a list of action requests and, as such, might be the list that managers or administrative staff could
work from if their responsibility was restricted to particular action requests, e.g. HR staff might just view action requests where

the AR type is recruitment. Alternatively, customer service could use this list to monitor the progress of action requests, e.g.
by AR type, assignee, etc.
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Action Request - List and Filter

emplaCMS - Contract Management System — v5.43 —

File Window Tools Help

() Close ) Open @, View @ Refresh (3 Print & Excel ™8 Expond @ Collapse & Auto refresh

: &) Fiterselected [] Un-filterselected © ¢ Changefilter S Selectfiter @ My assignments Begin processing

Service Point

=@ Customer Service
@ Address Book
@ Senvice Requests

Alerts  Service Request List  Workflow Paths  Workflow Manager | Action Request List

Assignedto

St Priority SR reference Activity status AR number Subject Activity age  Next action Next action due Next action use’
@ Action Requests -
=2 Staff Training = = = = = = = = = =
=8 Deta forms 3-Low Ccoooss Started 27 Meritouser .
= =3 Maintenance 1
© =8 Service Requests - £C00080 Started 290 Customer complaint acknowledgeme - R
@ SR Grows =
© R e | s-lew Ccooosn Started W1 Mleritouser .
@ SRReasons 2- Medium CCOo0060 Pending 333 Customer complaint resolved letter - -
@ SR Priorities =
@ SRTypes | sl Ccoooen Pending 4 Meri2 -
@3 Action Requests - CCo0081 Started 335 Customer complaint acknowledgeme - -
2 Siaf Training —
G Data Forms 3-Low CCooost Pending 3 Mlertto user -
- u:ﬁyi“‘:jz"*’ ] - CCo0081 Pending 337 Cleaning quality issue - resolve - -
2-Medium | CCO0061 Pending 238 Customer complaint resolved letter - R
o Started 329 Customer complaint scknovledgement email_[hurs | .
3-Low ccoooe2 Pending 20 Mertto user -
o Pending T Cleaning cualty issve - resche |\ ONer2GRIE | .
2 Medium | CC00062 Pending U Customer complaint resolved lefier - R
o Started 3 Customer complaint acknoviedgeme | Over 3hours | -
3-Low CCO00063 Started 344 Alertto user -
R oo Fending U5 Cloaning auslityissve - resolve.  |[OURBGSIEN] -
2- Medium CCOo0063 Pending 46 Customer complaint resolved letter - -
- Assigned to : Al (1 item)
Contract Admin
INDD0SE Active 325 Cleaning quality issus - reselve - -
Payroll |
) Assigned o : Templa (7 items) L
ccoooar Started 274 Complaint Action - 3
sill o ol
F—— | ccooes Started 276 Cleaning cualty issve - resche  ||OURBGRIEN] -
— - ccoonsz fetive 282 Complaint Action -
Reports ccon0az Active 204 Cleaning aualtyissve - resclve  |[OHRBGRIEN] -
Period/Year End - QROD04E Active 290 Cleaning quality issue - resclve - -
Maintenance 2-Medium  CCOO059 Active 329 Customer complaint resolved letter -
Service Point o Active 332 Clesning aualty iesve-resclve | Over 26ays | .
System Admin 7 (B
Session Admin ar = |
2 ([ acsinmaquestiior 4310w ©2014 Templs Computer Systems |
©2074 Templz Computer Systems Ltd Templa ® AGA 2210412014 18:00

The above list demonstrates the normal grouping functionality within TemplaCMS.

This filterable list allows the following action request specific filters to be used:

-

+ Action Request Filter Detail - default filter for Templa

| [E

File Tools Help

[j Close u Save & Clear criteria ? Select filter ° Publish

AR filtering criteria |

SR group | |®| InchucStol e
SR number range | 0 | | 0 | o
AR number range | 0 | | 0 |
Subjoct Complete
| | Abandoned
Origin Al ) Client (&) Supplier () Site (©) Employee () Contract
Source | |3)|
SRype | A
Prigrity | |3)|
AR type | |¢'|
Netified date range | (not sef) lZ“ | (not set) |Z||
Closed date range | (not set) lZ“ | (not set) |Z||
Mext action date range | (not set) lZ“ | (not set) |Z||
Last action date range | (not set) lZ“ | (not set) |Z||
Assigned user | |@|
—— B 2074 Templs Computer Sysferns Lid e
=
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Action Request - Update

Double-clicking on any row will allow the operator direct access into this action request to update, then either Finish and
process or Abandon action:

-

E?E Action Request Detail - 276 -- Cleaning quality issue - resolve = | El _

i File Tools Help
ﬂ Close H Save H Saveand new <@ Previous S MNext P Attachments

Finish and process Abandcn action Composite notes 3 Email v =) Re-assign @ Workflow
& p p g

Action Request |
T e messwans Owzen
SR | CCO0037 - Dirty Toilet (]
Subject

| Cleaning guality issue - resclve ‘

Priority | High =@

However it is not possible to add action requests from the action request list or view the underlying service requests to which
they relate.
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APPENDIX A - HOW TO SETUP A SERVICE REQUEST TYPE

A Service Request consists of one or more steps known as Action Requests and therefore the design of a Service Request
type requires one or more Action Request types to be grouped into an Action Request List(s) to be used on a Service
Request type. Within TemplaCMS the design of a Service Request type needs to be from the ‘bottom-up and, the following
steps should be considered when creating Service Request types

1. Design your Service Request type and its steps (Action Request types) first on paper

Then in TemplaCMS to create a new Service Request Type:

2. Create the necessary Document Templates, if any of the Action Request types are to be emailed or printed

3. Create each Action Request Types in turn:
Ensure the ‘Nature’ is correctly set
If emailing (or printing), enter the relevant document template
Ensure ageing (if entered) is consistent

4. Create an Action Request List:
Add the Action Request Types to the list
Set the appropriate activation for each Action Request Type

5. Create the Service Request Type:
Assign the Initiation AR (Action Request) List
Ensure ageing (if entered) is consistent

6. Update any Document Template’s associated MS Word document:
Add the required wording
Add any mail-merged fields

Then in TemplaCMS to check the Service Request Type has been correctly set up, create a Service Request (via the Address
Book or Service Request List), activate it and complete all Action Requests, checking any resulting emailed Document
Templates, then complete it.
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AR types:
Common (to all SR types) or specific AR types?
Natures: manual, e-mail, print, alert, workbill request, SO request, training form request, etc.
Document Management (if email or print)

Workflow to other (non-C/Service) TemplaCMS users

Priority & Ageing

AR lists:

Opening (or also Closing)

Pre-set or ad-hoc

AR type activation: manual, when added/opened, on the previous completion

Document Ref: TEAM TemplaCMS - Customer Service Requests.docx Version:
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Via Maintenance > Document Management menu, access the Document Templates List.

Create a Document Template - key points being as follows:

Give it a meaningful code - this will also become the document name

Assign to a service request attachment type, i.e. SR

Use Create Document to create the MS Word document in the Document Store

Once the document is created, save & close it

Use Edit Document to update a document template subsequently - see below

Click on ‘print’ or ‘email’ - this cannot be changed once saved

¢ {Document Template - SR - Client Acknowledgement (Complaint)

File Tools Help

lLJ Close H Save <@ Previous Ep Next

G Create document ©3) Store document |3 Edit document | [ Refresh document fields

General | Dates

1 [=] B3

Code
Dezcrnption I SR - Client Acknowledgement [Complaint]
Subject I SH - Client Acknowledgement [Complaint]

Altachment type I Service Request Documentation

Document I Yhoos-dbasedS4CMS-TES T Store’_T emplatesh SR-Ca-Complaint. docx
~ Frint % Email
[T Use as defaul? [T E-mail as attachment?

Comments

(-}

Via Customer Service > Maintenance > Action Requests menu, access the AR Types option.

Create an Action Request Type - key points being as follows:

e Enter a meaningful code

4 jAction Request Type Details - 2 - Step 1 - Client Acknowledged

Assign the relevant nature, i.e. email or manual, being the most likely initially - this cannot be changed once saved

File Tools Help
ﬂ,:l Close H Save <A Previous B2 Mext

General | &R lists  Dates

Code

Description I 2-5tep 1 - Client Acknowledged
M ature IEmaiI j
Priarity I High

Detailz | Emal  ‘Workflow — Ageing  First action

Client advized of termination of contract
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If emailing or printing, assign the Document Template:

Details “Workflow  Ageing  First action

Dacument template I SR - Client Acknowledgement [Termination)

[T Sendto SR contact

[~ Send to business analysis user at level

Assign (if required) the relevant Ageing:

|[arw]

Detail:  Emal  wiorkFow First action
Older thar | Text | Cilaur
00:00 Ok - updated in lazt hr . 0,1592.0
T :00 Ovwer 1 kour 255,128, 0
- 2m Dver 2 hours B =00

Via Customer Service > Maintenance > Action Requests menu, access the AR Lists option.

Create a Action Request List with a meaningful code:

1 . {Action Request List Details - Cust Complaint & Clean Late/Absent (#4,8

File Tools Help
U..J Close H Save <@ Previous Ep Mext

AR twpez Dates
Code I CC
Descrption

I Cust Complaint & Clean Late/dbzent [H4/8

Add the relevant Action Request Types to the Action Request List, giving each their appropriate activation status, e.g. When
Added (first) and On Previous Completion (for all subsequent Action Request Types) being the most common structure:

1 pAction Request List Details - Cust Complaint & Clean Late/Absent {#4/8

File Tools Help
[LJ Close H Save 4@ Previous Ep Mext

General [ atez

AR type Activation
4/8- Step 1 - Client Acknowledged WWhen added
4/8 - Step 2 - Update TemplaCh5 On previouz complete
4/8 - Step 3 - Advize Buzsiness On presdous complete
4/8 - Step 4 - fwaiting Manager On presviouz complete
4/8 - Step 5 - Phone Client On presious complete
4/8 - Step 6 - Email Clent Confirmation On previous complete
Add Remove
ARL efDaraif 2 2078 Famols Compufar Spefams £ id .:E‘
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Via Customer Service > Maintenance > Service Requests menu, access the SR Types option.

Create a Service Request Type - key points being as follows:

Enter a meaningful code
Assign the relevant SR group
Assign the relevant Initiation AR List

4+ {5R Type - Complaint - Cleaner/Operative Late or Absent (#8)

File Tools Help
ILJ Close: H Save <A Previous B Mext
General | Ageing  Dates
Code IED—
Dieseription I Complaint - Cleaner/Operative Late or Absent [#3)
SR group I Customer Help Desk| ﬂg
Pricrity I High ﬂg
Initiation 4R list [Tt Complaint & Clean Late/Absent (#4/8 /@)
Clasure AR list I ﬂ
V¥ Force closure notes?
[~ Enable on customer portal?
™ Enabled on mabile?
| 5A Npelataif B 2075 Templs Computer Systems Lid

Assign (if required) the relevant Ageing:

General Dates
Older than | Teut | Colour
00:00 Ok - updated in lagt 10 hrs . 0.192,0
T 10:00 1 % 10hr warking day 2RB, 224,192
I 20:00 2 % 10hr working days 285,192,128
I 30:00 3w 10hr working days 285,128,128
| snmo 4 3 10hr working days B =00

Via Maintenance > Document Management menu, access the Document Templates List.
Locate the relevant Document Template, double click and then click on Edit Document:

Click on YES to the following message

Microsoft Dffice Word Ed

Cpening this document will run the Following 5L command:
l . SELECT * FROM Yiccs-dbase03CM3-TEST) Store),_Templates)_Datasources|SR-BaA-Complaint, csy

Data From vour database will be placed in the document. Do you want to conkinue?

Show Help == |
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Enter the appropriate wording and logo(s), plus include any mail merge fields using the MS Word Mailings > Insert Merge
Fields ribbon option:

o926+ SR-BA-Complaint.doc: - MicrasoftWard SR

@’ Home  Insert Page layout  References lMalImgs] Review  Siew  AddIns @

oy @ oL
= L % Match Fields 4] Find Recipient
Envelopes Labels | StartMail  Select E Highlight  Address Greeting|Inse Preview Finish &

dit
Merge~ Recipients ~ Recipient List | Merge Fields Block Line 7] Update Labels | Results | o Auto Check for Errars Ierge ~
Create Start Mail Merge Write &1 Current_date_numeric Freview Results Finish

Current_date_alpha_short
Current_date_alpha_long
Current_day_numeric_shart
Current_day_numeric_lang

Cutrent_day_alpha_short

[pear Al Current_day_alpha_long

Current_month_numeric

Reference: (SR_referanc
Current_month_alpha_short
subject: (ER_subjecty Current_month_alpha_lang
X X Current_year_short

The client advised us on d_tirmen of the above complaint in
regards o the following current_year_jong
User_forename

NB: to ensure consistency of document layout, it may be better to copy and paste a
standard document layout into each document, then vary the specific wording and mail
merge fields as necessary.
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APPENDIX B - HOW TO CREATE A NEW SERVICE REQUEST

After logging onto CMS select the address book option from Service point > Customer Service:

Mavigator n
Service Point
- =2 =P

@ Service Requests
@ Action Requests
# =@ Staff Training
=3 Data forms
¥ =3 Maintenance
+ = Dualiy Audits
+ =3 Custamer Portal

Contract Admin

Payroll
Workbills

Billing

Transaction Register

Stores

Reports

Period/Year End

Maintenance

Service Point

Next select whether you would like to view clients, sites or both:

NB: highlighted buttons are selected

H Customer Senvice Address Book - |8 x
¢ File Tools Help

i Close J Open [ Copy @ Wiew @ Refresh ) Delete @ Reinstate Show deleted | '3 Print & Excel ™8 Expand ® Collapse 9 Create mail

i & Filterselected [7] Un-filterselected | Addnew & Client % Site § \nclude:‘a Clignts ‘ﬁ Suppliers |?:.7 Sites |] Ermployees (@ Al avthorized clients | P Change filter S Select filter
i

As with all other areas of TemplaCMS you can then search by typing in the yellow box and filter by dragging a heading to the
highlighted area.

E Customer Service Address Book - |83 x
i File Tools Help

P Close J Open () Copy @ View @ Refresh @ Delete @ Reinstate Show deleted © (33 Print % Excel =@ Expand @ Collapse 3 Create mail

o Eltar colectac [ Louitercalactad i news B Client % Ste Include: | @ Clients | @ Suppliers (% Sites | & Employees @ All authorized clients © ¢ Change fiter ¢ Selectfilter
Dran a column header here to graup by that column
[ 5t Lve? Code Town County Post code teea Operstions Marsgsr  ArsaMansger  Wwiorkspace Buding  ‘workspass Cluster  wiorkspats Fac
[E = = & [= [= [= = [= [= = [= [=
@ ADA0D1 Adam Smith Inter— Southbank Houss  London SET7SL
@ MCADD1 McAdam uchites  Studic LGOS London N5 2EF
@ MCAOTI /001 Mohdem Archites  Studio LGOS London N5 2EF Londen Sandia Roberts Cesar Carilo Sereermorks
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Once the desired site/ client has been found click on the row and ensure that the contact information is correct:

¢ File Tools Help
i (D Close J Open [ Copy @ View @ Refresh @ Delete @ Reinstate Show deleted | (3a Print & Excel ®@ Expand ® Callapse 3] Create mail

|§ &) Filter selected Bi addnew & clent [ nclude:[ @ Clients | @ suppliers [ Sites | & Emplayees 51 7 Change fiter |
Drag a column header here ta graup by that calurmn,
St Live? Code * Mame Address Town County Post code frea Operations Mansger  Ares Manager —
= = [« = [E adam = = = = = = = =
@ & mcaoot Modam Archites  Studio LGOS London NG 2EF .
< m [>]
l'contacts ORI Mates el
i) Open @ Mew Copy &, View @ Refresh (g Print & Excel P Mew D View @ Refresh (ga Print & Excel

Mame E [on [ I [5F Rt
= BE = (= = | |=

b Contact Invoice

m >

<
Contacts | Service requests Notes | Dataforms | Attachments |
AddhessBock  3iows © 2015 Tampis Computer Systams {70

If you are happy with the list of contacts, click the service request tab at the bottom left of the screen then click on new:

: File Toals Help
Wi close ) Open Copy A, Wiew @ Refresh @ Delete o Reinstate [ Show deleted © (3 Print § Excel ®8 Expand ® Collapse ] Create mail

Wi &) Filter selected H Add new: @ Client H Include:[ @ Clients | @ Suppliers [ Sites | & Emplayees H ¢ Change filter H

| Drag 2 column header here ta group by that column

E t Live? Code 7 Name Address Town Counly Fost code frea Operations Manager  Area Manager —
= == = adam = = = = = = = =
»
. v mCaom Meadam Architec  Studio LGOS London NG Z2EF o
[1<1 \ B
[Notes Il
Oped @ New Wiew @@ Refresh 3a Print & Excel | SR Manager H D@ Mew Q View @ Refresh 3a Print $ Excel
sference Thisot Activity status Entered otivity age - B [an [ ax | Iw

™) 5 = = = [m [ |

7] >

Conlacl: Service requests " Motes [ Data forms | Attachmens |

| actiessfook 3 rows © 2075 Fempla Computar Systems L1a ]

Clicking new will make the following service request detail window appear, once loaded first select a SR type by either
manually typing a code or clicking on the binoculars.

¢ File Tools Help
P Close b Save kel Saveandnew P Attachments
P Activate SR Ernail

Servics Request |

SR group [ J
Type [ | |2 Moiied 06/05/2016  [w] 113
Prigrity i ‘q,‘ Saurce q,‘
Subject ]
Origin ® Client O Supplier O Site O Employee ) Cantract
| cdam Sroith Inernationsd =@
| Motes | Corlact Actions  Completion__ Staius
. .
= O] O] = O] hdl i
| Hew Nate |
Mote classification | Lo [v]
ServiceRequestetal © 2015 Templa Computer Syetems L2 New i
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Once a type has been selected the priority and subject will be filled in automatically based on previously agreed criteria,
however these can be manually changed simply by typing into the relevant box.

i} Service Request Detail - *gen -- =N N1
File Tools Help
l]j Close H Save bﬂ! Save and new ¢ Attachments
o Activate SR _F] Ermail -
Service Request
SR reference C5igen Elapsed time | grine
3R group Customer Service Team i)
Tupe Complaint - Emergency i@ Motified 06/05/2015 11:35
PFriority Emergency [2hirs) m.ﬁ Source &
Subject Complaint - W/ater pipe burst
Orrigin ®) Client () Supplies ) Site () Employee () Contract
Adamn Smith Intemational ‘3‘-10 -

After the priority and subject are entered the source of the complaint must be selected and the notified date and time that it
was received needs to be entered:

i Service Request Detail - *gen -- = =
File Tools Help
[ Close k) Save kel Saveandrew P Attachrments
i Activate SR ] Email -
Service Fequest
S reference C5gen Elapsed time | grine
SR goup Customer Service Team (5]
Type Cormplaint - Emergency (| Motified 06/05/2016  [v] 1135
Fririty Emergency [2hrs] 5@ Souce T
Subjest Complaint - Water pipe burs]
Origin ®) Client () Supplier O Site ) Employee ) Cantract
Adam Smith International ‘3‘*& ~

Motez | Contact  Actions Caompletion Status

The source box must contain a previously agreed code, which can either be typed in or selected from a list by clicking on the
binoculars. The time and date however can be set to any time the user chooses, this is so that either the time the complaint
was made or the time it was logged can be recording depending on user preference.

fet Service Request Sources tlilﬂ

File Tools Help
[ Close [¥] Select @ Refresh z

Drag a column header here to group by that column.

@ Code Description
[=]

» E Ernail

d M.anager

T Telephone

i ‘wiebszite
1« m >
SASowceSalkcf 4 rows © 2075 Tempia Compufar Spsfams Lig J

=
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Where necessary more detailed notes can be entered at the bottom of the window, and the note classification set to change
the colour of the notes tab depending on importance:

Service Request

Customer Service Team

Complaint - Emergency %@ 06/05/2016

Emergency (2hrs)

Complaint - W ater pipe burst

Aclam Smith | | L

Complaint - Emergency

|Nute classiication | Low [+]
High

When happy with all the details on the screen click the Activate SR button, and click yes to the pop up box.

0E/05/2016  [w] | 11:43

Activating an SR will have three effects.
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Firstly, it will update the notes tab with the actions taken so far:

¢ File Tools Help
P Close b Save ke Saveandnew P Attachments
{ @ fbandon SR & Composite notes @ Refresh ] Email ~

Service Request |

SR reference Elapsed tire
SF group O S T 9

Type Complaint - Emeigency | @) Notfied 06/05/2016

Gty Emergency [2his) [2 @[5 | ansg (@
Subject | Complaint - w/ater pipe burst J
Drigin ® Client ) Supplisr O Site O Emplayes () Contract

| adam Smith Intemational

JNDIES‘ Contact  Actions  Completion  Status

Low | SR CS0007 | TemplaSupporl | 06/05/2016 | 11:48:37 | Complaint - Emergency
Low | AR 378 | TemplaSuppon | DB/DS/2016 | 11:4830 | Ensurs the ema i sent out 1 the clent n orde o complets s sep
| Mewhotz |
|
Note dlassifcation [ Low =
ServisaRaguestetai © 2075 Fampis Computer Systams 112 Active

Secondly, it will begin to calculate the time that has elapsed since the SR was activated (based off of the notified date/ time

set by the user):

¢ File Tools Help
i close k) Save ke Saveandnew P Attachments

P @ Abandon SRR Composite notes @& Refresh |3 Email ~

Service Request |
SR group | Customer Service Team
Type Camplaint - Emergency | @) Notfied 06/05/2016 1:35
Pricrity Emeigency [2hrs) |@‘°| Saurce | Manager ‘¢|o‘
Subject Complaint - Wiater pipe burst J
Crigin ®) Client ) Suppler O Site ) Employes ) Contract
| Adam Smith Inemational

I Prmbamb Abine Ebahe

Eo
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Thirdly, it will auto create a list of actions, displaying whether they have occurred yet and their importance based on a

previously agreed list:

i File Tools Help
P close b Save b Seveandnew P Attachments
i @ sbandonSR & Composite notes @ Refresh 2] Email =

Service Requsst |

SR ieference

C500071

SR aroup | Customer Service T eam @
Type | Complaint - Emergency | @| Motfed  ggmBome  [o] 1135 |
Piioiy | Emergency (2his] [@] Sorce [ Manger  [®|@)
Subject | Complaint - Water pipe burst |
Origin ® Client O Supplier O Site O Emplayee O Cantract
| Adam Smith International =@
Motes  Contact [ Aciions! Completion  Status
Dran & calurn header hers to graup by that ealurn
[ AR number  Source Subject Status Mestactiondue  Mest action Frioity  Tupe Aclivip age  Assigned to
» 370 Initiation Customer Ackno Started 3-Med  Email Ok [don't for
w9 Iniiation Manager dckised  Pending 3-Med  Email
30 Iiistion Managsr Resohd  Fending B oy acion
1 Intistion Customer Update  Pending 3-Med  Manuf) action IEI

¥

Double clicking on an action will launch a new window displaying all relevant details about the action, of most importance is
the time elapsed box which will change colour depending on if the action has been taken within the specified limit:

i Fle Tools Help
P close k) Save €@ Previous Ep Mext £ Attachments

i [# Editdocument =% Preview email Send the email @ Abandon action & Composite notes |9 Ermail = £

Action Reguest |

ki3l | CS00071 - Complaint - Water pipe burst - e
s | Customer Acknowledged |
Priority | Medium (Shis) ‘&‘e‘
_Motes | Emsil | Mext sction
Drag a column header here to group by that column.
Recipient Type Includs? !
Contact Invoice Contact ¥l
Add contact ‘ ‘ Add user | | Details |
Dogument template | Customer Acknowledgement [General Fesponss) =@

ActionequestDetai

@ 2015 Fempla Compuier Sestems L1g Stated ,:
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For all emailing actions the user can click the ‘send the email’ button at the top of the screen to send immediately from CMS,
it is also possible to add contacts via the ‘add contact’ button and select whether to include contacts already listed by the

checkbox.

Action Request Detail - 378 - Customer Acknowledged
File Tools Help
(J Close kA Save €@ Previous| & Mext ¥ Attachmefts

@ Edit docurnent «# Previewenjail [#] Sendtheemail | @ 2bandon action & Composite notes 3 Email -

Action Flequest

SR CS00071 - Cornplaint - Water pipe burst i)
Bl Customer Acknawledged
Fiority Mediurn [Bhts) *Q
Notes | Email | Mest action

Dreg 5 column header here to aroup by that solurmn
Recipient Tupe Include?

Contact Invoice Contact
Addconact | | [Addwser | | Detals
Document template | Customer Acknowledgement [General Response) S ]

ActionAaguesiDearal S 2075 Tampls Compurer Systams L1 Started s
T TenmE SN rraceng woTooTrUTS O

At this point built system processes such as emailing will automatically change the started status on the action list to
completed and the next action on the list will be marked as started, however for none system based activities e.g. Waiting on
manager resolved? The user must click on the finish and process button within the action once completed:

Action Request Detail - 380 -- Manager Resolved (Emergency)

File Tools Help

) Close ke Save <@ Plevious @ Mext § Attschments

[#) Finish and process Abandon action & Composite notes %] Emnail =
ction Fequest Finish and process
AR number a0 Elapsad time omins Under 1 hou
SR CS00071 - Complaint - Water pipe burst
Subject Manager Resolved (Emergency)
Friority Emergency (2his]

Motes | Nest action

=0

s |Bp [on [t |
= = E E =
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In order to view a list of already existing Service requests click the button under Service point > Customer service.

Service Point

= =@ |Customer Service

@ Addiess Book
@ Service Requests
@ Action Requests |
+ =3 Staff Training |
+ =3 Data forms
+ =3 Maintenance
+ ®g Quality Audits
+ =3 Customer Partal

As with all other areas it is possible to change the filter by clicking the ‘change filter’ button at the top left, this will allow the
user to choose whether to view new, completed, active etc. Click save when happy otherwise alterations will be lost.

Service Request Filter Detail - default filter for Templa Support ==
File Tools Help
(2 Close kol Save @ Clearcriteria S Selectfilter @) Publish

SR flering criteria

%

SF group Include staluses
SF number range 0 0 Sy
e
Subject Activ
Pending complete
Origin @ Al OClient O Supplier O Site O Enployee ) Contract Complete
abandoned
Source &)
Type Bl
Priciiy =y
Close reason =y

From the generated list it is possible to see all relevant details relating to an SR e.g. site, activity age, responsibility etc. Just
like all other CMS grids the user can search by typing in the yellow box or filter by dragging and dropping:

P—

Wl Aleits | Serviee Rlequest List

Service Point Service Request List
= =@ Customer Servics
@ Addess Book Drag a column header here to group by that column.
@ Servies Fequests
@ Action Requests [ St SR reference Type Prioriy Responsble  Activiy Subject Crigin Notfied Activity age
& % Staf Training 2= = E = = = = o] = =
® =& Datafoms 500085 €L - Compla - Clae -Clait Active Cae Pod - Aepot oflost costacoffe  Site - CafePod, 417 Lightbuls 201720181 -
9 G Maiznance
= 92 Qually Audis C500086 CL-Compla - Templs-Te  Active TEST Site - 445, Ash House 14103720181 -
% =2 Customer Partal
= csoo07 Wowindows |2 Highldles | Templa - Te acive OreOff waikbil Fequest - Window S - Head Office Twnarzoe | |
csoo0ss oL-Corpls |MRUBRIBHRY isrice-Wa  pctve Complairt - BrokenJug Sle - Lindamaod, Eardiey House 05/05/2016 1 Under 12 ho
cs00070 WE-Maint — Wahida-Wa  Active Oneff waikbil Fequest - Manlena St - CadaDesign Gioup, Bell vad  05/06/20161
» C500071 CE-Cowpl  1-Emergenc  Templa-Te  Active Complaint - Water pips burst Clisnt - Adam Smith Intsmational 0/05/20161  Linder 1 hour

Elap
=

Also possible to add notes to a client/ site by clicking on the new button in the lefthand window.

Drag a calumn header here to group by that column.

B st Liver  code Name Addiess Toun County Post code

frea Operations Manager  AveaManager  Workspace Buldng  Workspace Cluster  Waorkspace Fac
B = = & [ ads = = = = = = = O] = O]
ADADOT AdamSmithInter  Gouthbank House  London SET 7L

® CADOOT Cada Design Gro~ Accounts Payabl — London SE1 30V

[ ] CADDDI/OD!  CodaDesignBro  Suited London SETauy Londen Sandra Raberts Luis Carillo

® MCADD! Moadam Archtes  Studia LGOS London N5 2EF

(] MCAOD1/001  Mohdam Architec  Studio LGOS London NS 2EF Londor Sandra Robetts Cesar Carills Seresnworks
[« 0 B
[Sevice requests el |
P Open @ Mew @ View @ Refresh (32 Print & Ewcel [P SRManager | AR Manager fiews @ Refresh 3a Print § Excel
[ Reference Subiect beliviystatus Entered Actity age [on [ ] [3R Rer. |
= = = = o] [g] = (= =
» | Cs00071 Complaint -Wate  Aclive 06/05/2016 11:4 Dver 1 haur
“Toneos Service requests [  Notes |
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Then simply enter the details required, and as done before it is possible to change the classification.

Classfication [{] V]

Clicking save will then take the user back to the address book and a line will appear in the notes window.

[2]

[ Reference Subject Aetivity status Entered Activity age

= = = m m
» E C500071 Complaint - 'wate  Active 06/05/20M6 11:4

Conlacls  Service requests Nates | Data forms | Attachments |
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GLOSSARY OF TERMS

Action request - the resultant action request(s) within a service request
Address book - allows an overview of all contact details for clients and/or sites and/or employees and/or suppliers

AR Type - controls the type of action request, detailing its priority; this is the lowest level as one or more action requests are
combined in AR lists for use on a service request

AR List - allows the grouping of action requests into AR lists which are assigned to SR types
Service request - the resultant service request is built from the selected SR type

SR Group - allows the classification of service requests into logical groups

SR Priority - the priority of the service request or action request

SR Reasons - must be entered on all completed or abandoned service requests

SR Source - the source of the service request

SR Type - controls the type of service request, detailing the SR group and SR priority plus the initiation, and optionally closing,
AR lists; this is really a service request template
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» TEAM Software

by WORKWAVE

TEAM Software develops market-leading solutions for companies with distributed workforces. TEAM has a focus on the cleaning
and security industries helping the companies who serve these sectors manage and optimise their business; from front line
service delivery to back office financial management. TEAM’s technology is designed to help improve productivity, employee
engagement and profitability, and at the same time help control cost, risk and compliance. For more information, visit
teamsoftware.com.



