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SUMMARY

A service request can be generated through the address book for either a client or site and can be either a workbill or

complaint, once generated the service request will automatically provide the user with a list of pre-set actions that must be
taken along with a time frame for completion.

DETAIL

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

Mavigator n
Service Point

@ 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

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

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

§ &) Fiterselected 7] Un-filterselected © Addnew: G Client % Site © Includes| & Glients | @ Suppliers [ Sites | 8 Employees 3 Al authorized clients | 7 Change filter 7 Selectfilter
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
¢ File Tools Help

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

fdl iter celactest (] lnafltes caactat i news By Client % Ste Include: | @ Clients | @ Suppliers (% Sites | & Employees @ All authorized clients § ¢ Change fiter ¢ Selectfilter
Drag a column header here o araup by that column

[#] 5t Live? Code Tawn County Post cade tiea Operalions Manager  AveaManager  Workspace Buldng  Workspace Cluster  Wiarkspace Fac
BEEEE = = = = = = = = =

L ] ADA00 Adam Smith Inter Southbank House  London SE175L

® MCADDT MeAdam Archites  Studio LGOS Londan NG 2EF

® MCADDT/001  Mehdam Architec  Studio LGOS Londan NG 2EF Landon Sandia Roberts Cesar Carilo Scigenmaks
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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 |

5R group I ]
Type | | |2 Moiied 06/05/2016  [w] 113
Prigrity i ‘q,‘ Saurce q,‘
Sublect ]
Origin ® Client O Supplier O Site O Employee ) Cantract
| cdam Sroith Inernationsd =@
| Motes | Corlact Actions  Completion__ Staius
- -
@ = &= &= &= o
| Hew Nate |
Mate classification | [ gw E‘
SenviceflequentDetal © 2015 Femplo Computer Systems Liz 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

W website
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.

Document Ref: TEAM TemplaCMS - How to Create a Service Request.docx Version: Page 7|13
© Copyright 2021 TEAM Software by WorkWave TEAM Software by WorkWave | teamsoftware.com/legal



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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» 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.



