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SUMMARY

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

SR type
Initial AR List Closing AR List (optional)
| | - SR Group
I .
Aq—= —= Ac—=
Action Request 3 Action Request 3 <--- SR Priority
Service Request X
SR Source
Service Request Y
|| SR Priority
SR type, SR Source & SR Priority; \
SR Reason
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DETAIL

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 P Prewious Ep Next

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

General | Dates

Code

Dezcription I SR - Client Acknowledgement [Complaint]

Subject I SH - Client Acknowledgement [Complaint]

Attachment type I Service Request Documentation g

Document I Yheos-dbasel8YCMS-TES TS toret_TemplateshSR-CA-Complaint docx J
" Print & Email
[T Use as default? [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

1 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 52 Mext

General | AR lists  Dates

Code
Desciiption I 2-5tep 1 - Client Acknowledged
M ature I Eriell j
Priority I High

Detailz | Emall  “Waorkflow — 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 I o

Drescription I Complaint - Cleaner/Operative Late or Abzent [HE)

SR gioup | Customer Help Diesk] ﬂg
Pricrity | High ﬂg
Iritiation AR list | Cust Complaint & Clean Late/tbsent [H4/8 ﬂg
Clazure AR list I ﬂ

¥ Force closure notes?
[~ Enable on customer portal?

[” Enabled on mobile?

|SB' Tupelefad 22078 Fampla Compufar Syafens Ud.:i

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

NB: to ensure consistency of ageing, it maybe better to copy Service Request Types

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 Office Word
Opening this document will run the Following SQL command:
l . SELECT * FROM Yices-dbase08VCMS-TEST)Starel_Templates|_Datasources)SR-BA-Complaint, csy

Data From your 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:

N | i SR-B&-Complaint,doct - Microsoft Ward =
T — Page layout  References Mailings Review  Wiew  Addns @
al N — p— - B Rules + 1 5
EEIENE . Y ] e
= @ 9% Match Fields £ Find Redipient g
Emvelopes labels | Starthail  Select Edit Highlight  Address Greeting [Insert Merge| Preview | Finish &
Merge~ Recipients ~ Recipient List | Merge Fields Block Line Field = Results | 97 Auto Check for Emors || perge +
Create Start Mail Merge Wirite &1 Preview Results Finish

[pear Al
Reference: (SR_referanc
subject: (ER_subjecty

The client advised us on
regards o the following

Current_date_numeric
Current_date_alpha_short
Current_date_alpha_long
Current_day_numeric_shart
Current_day_numeric_long
Cutrent_day_alpha_short
Current_day_alpha_long
Current_month_numeric
Current_month_alpha_short
Current_month_alpha_long
Current_year_shart
Current_year_long

User_forename

d_tirmen of the above complaint in

|53

vary the specific wording and mail merge fields as necessary.

GLOSSARY OF TERMS

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

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 (or SR) - 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 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.



