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Service Management Introduction

Signature Service Management enables you to manage service processes profitably through an industry-proven
solution that can grow with your business and technology needs.

You will find Service Management easy to learn and use. It shares an intuitive and flexible interface with Microsoft
Dynamics GP business management tools. The program runs on Microsoft Windows and consists of modules designed
to automate almost every aspect of a service operation.

Posting Flow Documents

Posting flow documents are available to aid your understanding of system procedures, table relationships, and data

flow. These documents can be found in Posting Flow Documents and Table Changes 2025".

Additional Information

e Integration With Microsoft Dynamics GP (page 1)

Symbols, Buttons, and Indicators (page 2)

Signature Home Pages (page 9)

e Signature Action Lists (page 12)

Batch Naming Conventions for Service Management (page 14)

Integration With Microsoft Dynamics GP

The Service Management modules automatically integrate with Microsoft Dynamics GP accounting modules during the
installation. In an integrated system, the boundaries between modules are erased because information entered in one
module is shared with other modules. With the benefits of integration, you have fewer opportunities for errors, faster
data entry, and more powerful in-depth reporting. Lookup windows for customers, location addresses, salesperson
names, and other master records are available throughout the system, regardless of where you first entered the
records. If the record you want has not been created, you can create it within Service Management.

An important benefit of integration is that cost transactions can be posted simultaneously to Service Management and
Microsoft Dynamics GP accounting modules. Service invoices are posted directly from Service Management to the
Microsoft Dynamics GP Receivables Management module.

For ease of data entry, the Service Management Invoice window gives you the ability to enter invoice costs directly in
the Microsoft Dynamics GP Payroll, Payables, and Inventory modules.

The integration and ease of use make Service Management a powerful tool for your business.

1. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595825980/Posting+Flow+Documents+and+Table+Changes+2025


https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595825980/Posting+Flow+Documents+and+Table+Changes+2025
https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595825980/Posting+Flow+Documents+and+Table+Changes+2025

Microsoft
Dynamics GP

Save/Post directly
to the General
Ledger

Financials
Transaction
Entry

Microsoft

Dynamics GP AP
Payables Post
Open file

Microsoft Dynamks GP
A/P Post

Debit and Credit
Accounts for
Transactions originating
in Microsoft Dynamics
GP Accounting modules
are taken from the
account defaults set up
in that accounting
module.

Microsoft Dynamics GP
Inventory Post

Print Build &
Checks - Calculate =«
Checks

Microsoft Oynamics GP
US Payroll
Computer Checks

Distribution

e ——

Manual Cost
Transaction
(“+" Buttons)

for Manual Costs are taken
¥ from the Manual (Costs)

Debit and Credit Accounts

\ account setup in Service
Management and are
based on thedivision
chosen for the service call.

Debit and Credit Accounts
for the Service Invoice Sale
Transactions are taken
from the sales account
setup in Service
Management and are
based on the division
chosen for the service call.

Microso
Dynamics GP

] Costs can be
Mkm.sm entered directly to
Dynamics GP the Service
Payable.s |1 Management Job
Transaction Cost WORK file
Entry without Microsoft
Dynamis GP Service Invoice
Accounting MSTR
modules.

M icrosoft
Save/ micn Dy nar':vs(:p
*/»  DpynamksGP ozt e
Post . Receivables
Receivables N ;
Open file

Job Cost
WORK

Inventory
Transaction
Entry
(Adjustment)

Microsoft
Dynamics GP
US Payroll
Transaction
Entry

CostTransactions

Costs can be entered to
Microsoft Dynamics
Accounting modules and
are simultaneously saved/
posted to the Service
Management Job Cost
WORK files

Symbols, Buttons, and Indicators
e Symbols and Buttons (page 2)

¢ Indicators (page 6)

Symbols and Buttons

Distribution

Sales Transactions

As costs are added the Job
Cost WORK file, billing
amounts are calculated
based on the Labor Rate
table and Price Matrix
table assigned to the
location of the service call.

Service Management
Service Invoice Posting Flows

Copyright © 2016 WennSoft LLC DBA KEY2ACT'Rev. 06/15)

The following symbols and buttons are used in the windows throughout Service Management, Job Cost, TimeTrack,

and Equipment Management.
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Description

Account Analysis

Use the Account Analysis button to check or change the analysis codes to which the posting amount is to be
allocated. The account analysis button is available when an amount is to be posted to a ledger account that
has been set up for Multidimensional Analysis (MDA).

Appointment History

The Appointment History button in the Service Call Appointments window opens the Appointment History
window, listing all changes made to the appointment. The button will be present if the Keep Appointment
History checkbox was marked in the Service Options window.

Arrows
Use the Arrow buttons to rearrange items in a scrolling window.

Attached Image

Use the Attached Image button to attach documents to a record. If a record has attached documents, the
button shows a paper clip attached to a piece of paper. If the record does not have attached documents, the
button shows a paper clip. Document examples include purchase orders, diagrams, or job change orders.
Bitmap file format (.BMP) is required unless you have purchased the Advanced Document Management
feature. This feature allows numerous file formats (e.g., .DOC, .XLS, .TIF) to be attached.

Best Technician
Choosing the Best Technician button selects the next available, qualified technician for a service call. This
allows you to schedule a technician for a service call as soon as possible.

Browse (or VCR)

Browse buttons help you scan information, such as customer records and location records. You'll be able to
browse through records using the sorting method selected for that window. This feature helps you locate
records quickly.

Camera
Use the Camera button to view images attached to an equipment record.



Description

Ellipsis
If the Project Manager's Advisor feature is registered, the ellipsis button is available in certain windows. Use
the button to open the Project Job Summary window.

Eraser
Use the Eraser button to remove items from a list.

Expansion
When you select an Expansion button, the detail for the selected field is displayed.

Folder
Use the Folder button to browse to find a file.

Go

The Go button is used to quickly locate items in a scrolling window. To use the Go button, enter a partial
entry in the field and select the green arrow. The scrolling window will be positioned on the first occurrence
of your entry.

GoTo
Use the Go To button to open the Go To menu, which lists windows you can open. The items on the Go To
menu in the Equipment Manager window are user-definable.

Hyperlink (zoom)
A hyperlink appears as an underlined prompt for a field. Select the link to open a window containing
additional information for this item.

Item Information
Displays additional information about the selected item.

Link

Use the Link button to link a branch in Equipment Management to a branch in Service Management.
Choosing this button in the Equipment Manager window will populate the customer, address ID, and
equipment ID fields to the branch in the Service Management. If the branch is not linked, the Link button
displays with a red slash.

Lookup

A Lookup button indicates a lookup window is available. When you select a lookup button, a list of lookup
items is displayed in a window. Using lookup windows helps you to quickly enter and validate the
information.



Description

New Call
Use the New Call button to create a new service call in Service Management.

Next Available

The Next Available button is used to calculate the technician's next available time slot for performing an
appointment. The button is disabled if you have more than one appointment on the call or if the service call
date and appointment date don't match.

Notepad

The Notepad button makes it possible to attach important information directly to a window or record so it's
easily accessible. An attached note is easily recognized because lines of text appear to fill the button. If a
note isn't attached to a window or a field, the notepad button will not have lines.

Organization Structure
Use the Organizational Structure button to assign a piece of equipment to an organizational structure, such
as a company branch or division. Organizational structures must have been set up on your system.

Password Padlock
Use the Password Padlock button to assign or change a password for a protected item such as a budget.

Phone
Use the Phone button to search for a customer by phone number. You must first enter a phone number and
then select the Phone button. If a match is found, the customer record is retrieved.

Print
Use the Print button to print the information displayed in the window.

Print
If the Project Manager's Advisor feature is registered, the Print button is available in certain windows. Use
the button to select a report to print.

Query
Use the Query button to establish temporary filter preferences for items viewed in a window. Once the
window is closed, the temporary filter preferences are cleared.

Redisplay
Use the Redisplay button to refresh a window after you've entered changes.



Description

Show/Hide Detail
Use the Show/Hide Detail buttons to view additional information for items listed in a scrolling window.

Technician Schedules
The Technician Schedules button opens the Technician Schedules window, which is used to determine
technicians' availability.

Tree View

The Tree View button opens a tree view window. Tree view windows display directories, subdirectories, and
items using folders. A "+" symbol next to a folder indicates the folder contains subdirectories or items.
Subdirectories and items are indented under a directory.

Indicators

Visual indicators are linked to the customer ID and location. Not all indicators may be visible because they depend on
your system's initial setup.
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Description

Branch

The Branch indicator appears in the Service Manager window if you are using global filtering. Use the looking
glass pointer that appears over the indicator to open the Global Filter View window. This displays the global
filtering information for the selected customer's location. The branch name, affiliate, region, and branch are
displayed. Global Filtering is an optional module that must be purchased separately. Contact WennSoft Sales
for more information.

Canceled Contract
A Canceled Contract indicator displays when a canceled contract exists for the selected location. Select the
indicator to open the Maintenance Contract window.

Closed Contract
A Closed Contract indicator displays when a closed contract exists for the selected location. Select the
indicator to open the Maintenance Contract History window.
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Description

Contract

A Contract indicator displays when contracts exist for the selected location. To view the contracts, select the
Contract button at the top of the window to open the Maintenance Contract window or use the lookup in the
Contract Number field to select a contract.

Expired Contract
An Expired Contract indicator displays when an expired contract exists for the selected location. Select the
indicator to open the Maintenance Contract window.

Master Contract
A Master Contract indicator displays if a master contract exists for the customer location. Select the indicator
to open the Master Contract window.

Stop-and-go light

The Stop-and-Go Light indicator displays the account status of the selected customer. The three lights of the
Stop-and-Go Light are driven by Microsoft Dynamics GP accounts receivables aging. If the customer's account
status is within the time range of the first field, then the light is green. If the customer's account status is
within the second time range, the light is yellow. If the account status is within the third or higher time range,
or if the customer is on hold or inactive, the light is red. You can also define an additional procedure to turn
the Stop-and-Go Light red.

History
The History indicator displays if current or historical service calls exist for this customer. Select the indicator to
open the Service Call Lookup by Customer window.

Jobs

The Jobs indicator displays if current or historical jobs are associated with the service location. Select the
indicator to open the Jobs At Service Location window. See Viewing Jobs Associated With the Service
Location (page 67).

Quote
The Quote indicator displays if a maintenance quote exists. Select the indicator to open the Contract Quote
window.

Overdue

The Overdue indicator displays when there are overdue scheduled preventive maintenance service calls for
the selected customer location. Select the indicator to open the Overdue PM window where you can view a list
of the preventive maintenance service calls that are overdue. Selecting an overdue service call opens the
Service Call window.
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Description

Service Level Agreement (SLA)
The SLA indicator displays if the contract number for the selected customer's location has a service level
assigned to it and therefore a guaranteed response time needs to be met.

Warranty

A Warranty indicator appears in several windows if equipment associated with a service call or maintenance
callis covered by a warranty. You associate equipment with a service call in the Service Call or Service Call
Tasks window. You associate equipment with a maintenance contract in the Contract Coverage Maintenance
window. The indicator appears in the Service Call, Service Invoice, Maintenance Costs, and Adjustments to
Costs windows. If the date in the Warranty Expires or Extended Warranty Expires field in the Equipment
window is greater than the date the service call was opened, the indicator appears.

Has Components
The Has Components indicator displays in the Equipment window for master equipment records.

Component
The Component indicator displays in the Equipment window when the equipment record is a component
record.

Item
The Item indicator displays in the Equipment window when the equipment record doesn't belong to a group.

Group
The Group indicator displays in the Equipment window when the equipment record belongs to a group and
the item is the lead item in the group.

Group Item
The Group Item indicator displays in the Equipment window when the equipment record belongs to a group
and the item isn't a lead item in the group.

Project Contract Status
Select the Project Contract Status indicator in the Project Status window to open the Project Contract Status
window for the given project. The current contract, pending, and expected contract amounts are shown.

Project Billed Position

Select the Project Billed Position indicator in the Project Status window to open the Project Billed Position
window for the given project. The contract earned, over (under) billing, and cash over (shortage) amounts are
shown.



Description

§ Stop-and-Go Light

g The Stop-and-Go Light indicator displays in the Subcontractor Status window and the Master Subcontractors
Maintenance window. If the subcontractor to which a job is assigned is marked on hold in the Subcontractor
Maintenance window, the light is red. If the subcontractor is not on hold, the light is green.

Signature Home Pages

Home pages provide quick access to information and frequently-used windows and reports within Signature products.
Signature home pages are customizable by user and integrated with Microsoft Dynamics GP home pages. Home pages
were introduced in Microsoft Dynamics GP version 9.0. Home pages are not limited to accessing Signature windows and
reports; you can also create links to Microsoft Dynamics GP windows, external programs, and web pages.

Signature Home Pages do not contain "user roles," as in Microsoft Dynamics GP
home pages. Therefore, when you open your home page for the First time, the
default display will be determined by your Microsoft Dynamics GP user role.

Access to Signature windows and reports from a home page is based on your access to Signature menu items, as
defined in your Job Cost, Service Management, and Equipment Management user profiles. For example, in Job Cost, if
you have been granted access to the Job Maintenance window previously, you will have the same access from a "quick
link" on your personalized Signature home page. For Service Management users, global filtering - if set up - will apply to
Signature home pages.

Home Page Areas

To control the content that displays on your home page, select the Customize this page... link in the upper right of your
screen. The Customize Home Page window opens. Mark the checkbox next to each area that you want to appear on
your home page. You can use the expansion buttons to further customize the content or close this window and refer to
the following steps for each area.

Business Analyzer

The Business Analyzer (formerly called Metrics) displays graphical representations of data within your system.
Signature provides five graphical reports for Job Cost, six graphical reports for Service Management, and six graphical
reports for Equipment. See the full list along with descriptions at the end of this section.

Service Management graphical reports contain an SMS prefix. Job Cost graphical reports contain a JC prefix. Equipment
Management graphical reports contain an EMS prefix.

Before you can view the Signature graphical reports on your home page, you must update each report's parameter to
the specific user login name. This must be done for each user who needs to view the graphical report. The order of
adding a graphical report to Business Analyzer in Microsoft GP Dynamics and updating the report parameters in Report



Manager is not important, however, the graphical report will not display any data until the parameters have been
updated.

Go to the Report Server (http://yourcomputername/Reports_yourservername).To update a graphic report's
parameters:

1. From the Report Server, select yoursystemDB> yourcompanyDB > Signature Job Cost or Signature Service.

2. Open the Charts and KPIs folder.

3. In the Charts And KPIs window, hover your mouse over the report name and select the drop-down arrow that
displays.

4. Select Manage.

5. From the navigation pane, select Parameters.

6. On the UserlD line, select Override Default and then enter your login name.

7. Select Apply.

Adding Graphical Reports on Your Home Page

For information on how to add a graphical report to Business Analyzer, see the Microsoft Dynamics GP documentation.

Viewing Graphical Reports on Your Home Page

To display a Signature graphical report on your home page, select the right or left arrow that appears at the bottom of
the Business Analyzer tile. Every time you select the right arrow, the next graphical report in the list displays on your
home page.

The following Signature graphical reports are available, organized by product:

Service Management
Following is a list of graphical report names and an accompanying description.

¢ 12-MTH Analysis of Contract Costs and Revenue by Contract Type
Provides a side-by-side comparison of year-to-date costs and year-to-date revenue for contracts in the last 12
months.

¢ Analysis of Costs vs. Billed By Cost Type
Provides a side-by-side comparison of year-to-date costs vs. year-to-date billed for contracts, starting with the
current user date and organized by call type. This graphical report does not include taxes in billed amounts.

¢ MTD Appointments Completed by Technician
Shows the top 12 most month-to-date appointments completed by technician ID.

¢ MTD Billing by Technician
Shows the top 10 most labor billed by technician ID.

¢ Overdue PM Appointments by Contract Type
Shows the top 12 number of contract service calls for which there are overdue appointments, organized by
contract type.

¢ Six Month Analysis of Service Billed and Unbilled Dollars
Shows the billed and unbilled amounts for the last six months, starting with the current user date. This graphical
report does not include taxes in billed amounts.

Job Cost

¢ Top 10 Jobs Anticipated Loss

Shows the top 10 jobs based on anticipated loss.
¢ Top 10 Jobs Over/Under Billed

Shows the top 10 most under-billed jobs displayed in ascending order.
¢ Top 10 Jobs Anticipated Profit

Shows the top 10 jobs based on anticipated profit.
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¢ Top 5 Jobs Earned vs. Billed

Provides a side-by-side comparison between the amount earned and the amount billed for contracts.
* Top 5 Jobs Based on Contract Earned

Shows the top 5 jobs based on highest contract earned.

Equipment Management

¢ Top 12 Branch Division Totals
Shows the top 12 total number of equipment per branch, by division.
¢ Top 12 Branch Totals
Shows the top 12 total number of equipment per branch.
¢ Top 12 Division Totals
Shows the top 12 total number of equipment per division.
* Top 12 Model Rental Totals
Provides a side-by-side comparison of the number of equipment On Rent vs. the number of equipment
Available.
* Top 12 Model Totals
Shows the top 12 total number of equipment per model.
* Top 12 Status Totals
Shows the top 12 total number of equipment per equipment status.

Quick Links

You can add quick links for most Signature windows/features. These links represent the many toolbar items. You can
add quick links to windows, navigation lists, web pages, external programs, and files. For more information, see the
Microsoft Dynamics GP documentation.

Shortcuts

Shortcuts are displayed in the upper part of the navigation pane when your Home Page is displayed. If the navigation
pane is not visible, select the Layout menu and select Navigation Pane. Select the Home navigation pane button to
display your shortcuts and your home page.

Use shortcuts to quickly open frequently used windows and resources within Microsoft Dynamics GP. For example, if
you regularly access a small subset of windows in your daily tasks, you can create shortcuts to those windows and store
them in one folder. You can do the same with windows that you use less frequently, such as those used for month-end
closing procedures.

The default set of shortcuts contains a Startup folder. Shortcuts that you move into this folder will start automatically
when you log in to a company in Microsoft Dynamics GP.

Shortcuts also may include a User Classes folder. The User Classes folder is created for you by the system administrator
and contains shortcuts to specific tasks and windows. The system administrator can modify and delete a User Classes
folder or any other shortcuts within the folder.

Keyboard Shortcuts

You can apply a series of keystrokes to activate a shortcut (or any other command) using the keyboard. Any keyboard
commands already in use will not be available to use for custom keyboard shortcuts.
For more information on shortcuts and keyboard shortcuts, see the Microsoft Dynamics GP documentation.
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To Do

This area contains reminders and tasks that pertain to information that needs to be addressed or actions to be
performed.
For more information, see the Microsoft Dynamics GP documentation.

Signature Action Lists

Lists provide quick access to records and information, helping to reduce the amount of time that it takes to complete
some of your daily tasks within Signature. You can use lists to perform actions on multiple records at once.

® Accessing Signature Lists (page 12)
¢ Performing an Action on a List Item (page 13)

e Service Management (page 13)
® Job Cost (page 13)

Accessing Signature Lists

Lists are displayed in the content pane of the Microsoft Dynamics GP application window. In the navigation pane, you
will find a button for each Microsoft Dynamics GP series and each Signature module.
Use the following navigation pane buttons to access Signature lists:

® Signature Service
¢ Signature Job Cost
¢ Signature Equipment

The content pane will display the area page for the product you have chosen. On the area page, you will find quick links
to all the product's operations, which you can also access from the menu toolbar.

The navigation pane will display a list of all the lists that are available for the selected product. The following lists are
available for each Microsoft Dynamics GP series and Signature module:

Series/

Module

Financial Accounts, Account Transactions, Checkbooks, General Ledger Batches, Report list, and Assets
Sales Customers, Prospects, Salespeople, All Sales Transactions, Receivables Transactions, Sales Order

Transactions, Invoicing Transactions, Receivables Batches, and Report list

Purchasing = Vendors, All Purchasing Transactions, Payables Transactions, Purchase Order Transactions, Payables
Batches, and Report list

Administra  All Reports list, My Reports list, System Report list, Company Report list, Custom Report list, and
tion SmartList Favorites

Inventory Items, Bill of Materials, Item Transactions, Report list, and In-Transit Transfers
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Series/

Module

HR & Employees, Applicants, Attendance Transactions, and Report list
Payroll

Manufactu  Bills of Materials, Picking Documents, Job Costing, Routings, and Manufacturing Orders
ring

Project Projects, Timesheet Transactions, Billing Transactions, PA purchase order transactions, and Report
list

Field Service Call Transactions, Contract Transactions, RMA Transactions, RTV Transactions, Depot

Service Transactions, In-Transit Transfers, Equipment, and Report list

Signature Service Locations
Service

Signature Jobs
Job Cost

Signature Equipment, Report list
Equipment

Performing an Action on a List Item

Each list displays an action pane that contains action buttons. With these buttons, you can add new records to the list
or perform actions on the records that you select in the list. You can also open windows that allow you to view record
details.

Service Management

1. Open the Service Management area page by choosing the Signature Service navigation pane button.
2. From the navigation pane, select Service Locations to display the Service Locations list in the content pane.
3. From here, a record displays for each location. You can sort the list of records by any column that displays,
including Customer ID, Branch, and zip code. Right-click the column toolbar to show, hide, or re-order the
columns that you want to display. You can also apply filters to the list to customize the records that display.
4. By choosing records from the list and using the action buttons, you can:
® | ook up service calls in history
* Modify existing maintenance contracts
* Create new service calls, contract quotes, and maintenance contracts

Job Cost

1. Open the Job Cost area page by choosing the Signature Job Cost navigation pane button.
2. From the navigation pane, select Jobs to display the Jobs list in the content pane.
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3. Alist of job records displays. By choosing job records from the list and using the action buttons, you can:
¢ Editjobs
* Create new jobs
¢ Close jobs

Batch Naming Conventions for Service Management
The following batch names are used in Signature.

* Service Management (page 14)
e Job Cost (page 14)

Service Management

Description Batch Name Example

Manual reopen of service call. user+MNLREOPEN LESSOMNLREOPEN

Manual close of service call. user+tMNLClose LESSOMNLCLOSE
Job Cost

Description Batch Name Example

Changing profit types on a Job cost code. PRFTCHG+user PRFTCHGLESSO

Running Revenue Recognition for Percentage of POC+user+batch date POCLESS005052027

Completion (POC)

Running Revenue Recognition for Revenue Performance  RPO+user+batch date RPOLESS005052027
Obligations (RPO)

Service Management Core

The procedures described in this section are a step-by-step guide for setting up and completing tasks within the Service
Management Core module. You'll be introduced to each major window in the Core module and you'll begin using the
Service Manager, Customer, Location, Equipment, Service Call, Dispatch Board, and Technician Board.

The Service Manager window is the central window in Service Management and is the starting point for navigation to
many other major windows.

We strongly recommend you complete the setup procedures before attempting any procedures.



Remember, as you begin to enter data in the Service Manager, Customer Maintenance, Customer, Location, Equipment,
Service Call, and Dispatch Board windows, you may wish to enter data in as many fields as possible. This helps fill the
numerous reports. It also helps when using the lookup windows to search for customer, location, phone, or equipment
information.

See also:

e Core Module Setup (page 15)

e Setting Up and Using Document Management (page 59)
¢ Using the Service Manager Window (page 63)

e Setting Up Service Classes (page 68)

¢ Using Global Filters (page 69)

e Working With Customer Records (page 70)

® Using Temporary Customers (page 74)

e Using Contact Management (page 77)

e Working With Location Records (page 85)

e Working With Equipment Records (page 89)

e Working With Building Records (page 101)

e Working With Service Calls and Appointments (page 104)
¢ |ntegration With Equipment Management Series (page 130)
e Using the Dispatch Board (page 134)

e Using the Technician Board (page 135)

e Using the Service Monitor (page 139)

e Adding Notes in Service Management (page 142)

¢ Posting Payroll Transactions to Service Management (page 144)
e Entering Signature GL Transactions (page 145)

e Working With Time Zones (page 147)

e Editing Service GL Transaction Journal Entries (page 156)
e Scheduling Non-Technician Resources (page 159)

Core Module Setup

This section describes setup procedures for Service Management Core module. Setup procedures generally need to be
completed only once, but you may refer to this section for instructions on viewing existing entries.

You must complete these setup procedures to effectively use Service Management.

See also:

¢ Signature Setup Checklists (page 16)

e Using SmartList Objects for Signature Products (page 17)

e Setting Up Security (page 21)

e Viewing Application and User Activity Information (page 23)
e Choosing Service Options (page 24)

e Setting Up Auto Numbering (page 30)

e Choosing Service Management Debit Accounts for Cost Transactions (page 31)
e Setting Up Payroll and Overhead Offset Accounts (page 33)
e Selecting a Service Call Numbering Method (page 39)

e | abeling User-Defined Fields (page 40)

e Setting Up Lookup Window Data (page 44)
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e Setting up Technicians for Double-Booking (page 58)
e Setup for Non-Invoice Module Users (page 58)
e Setting Up Salesperson Records (page 59)

Signature Setup Checklists

Setup checklists provide a way to make setting up your applications easier and more efficient. Setup tasks are arranged
in the order in which they should be performed. Instead of traversing through the menus, you can perform setup tasks
in one easy location. In addition, you can track the status of each setup task by marking it as In Progress, Complete, or
Not Used. Whenever you make changes to a setup window, the system will prompt you to update that status.

Access to Signature setup windows is based on your access to Signature menu items, as defined in your Job Cost,
Service Management, and Equipment Management user profiles.

Some setup tasks that require "sa" security privileges cannot be performed using the Setup Checklist window;
instead, users must perform these tasks using the menu paths.

o Overhead Groups and Detail Codes Setup
Setting up overhead groups and overhead detail codes is not included as part of the Setup Checklist. For these
setup tasks, use the following menu paths:
* For Service Management, mark the Use Overhead Amounts from Job Cost checkbox in the Service
Options window, then select Microsoft Dynamics GP > Tools > Setup > Job Cost > Payroll Setup >
Overhead Groups (for overhead groups) and Microsoft Dynamics GP > Tools > Setup > Job Cost > Payroll
Setup > Overhead Detail Codes (for overhead detail codes).
¢ For Job Cost, select Microsoft Dynamics GP > Tools > Setup > Job Cost > Payroll Setup > Overhead
Groups (for overhead groups) and Microsoft Dynamics GP > Tools > Setup > Job Cost > Payroll Setup >
Overhead Detail Codes (for overhead detail codes).

e Accessing the Setup Checklist Window (page 16)
e Getting Help With Setup Tasks (page 16)
e Completing a Setup Task (page 16)

Accessing the Setup Checklist Window

Select Microsoft Dynamics GP > Tools > Setup > Setup Checklist.
This window is populated with Microsoft Dynamics GP and Signature setup tasks. The Signature modules that integrate
with GP include Job Cost, TimeTrack, Service Management, and Equipment Management.

Getting Help With Setup Tasks

Signature setup checklists include window-level help. This help displays in the Setup Guide window, which appears to
the right of the Setup Checklist window. When you select a setup checklist task, the Setup Guide window changes to
display information for that task.

Completing a Setup Task

1. Select the plus sign in front of a product to reveal its setup categories. You can also highlight the product and
use the right or left arrow keys on your keyboard to expand or collapse the tree view. You can also select to
expand or contract all nodes.
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2. Select the plus sign in front of the setup category to show the setup tasks. As illustrated below, individual setup

tasks do not have a plus sign in front of them:

. Double-click a task to open the setup window for that task.

4. Complete the setup window. Refer to the Setup Guide on the right side of the screen for help, or the appropriate
user manual for that Signature product.

5. Save your changes. The Setup Checklist Status window displays: You can keep the status as In Progress or
change it to Complete or Not Used. The setup checklists are very flexible; if you mark a setup task as Complete,
you can still open that setup window later and make changes if you need to. When a change has been made to a
setup window, it is notated in the Setup Checklist, a green checkmark indicates that the setup task is marked as
Complete. If a setup task is marked as Not Used, it will be notated with a gray circle. Tasks that are In Progress
are identified with green progressicon .

w

For additional information on the Setup Checklist window, refer to your Microsoft Dynamics GP documentation.

Using SmartList Objects for Signature Products

SmartList Builder objects are available for Equipment Management, Job Cost, and Service Management. These objects
include Go To items for several windows. Some Go To items appear for multiple objects.

SmartList Designer objects are available for Job Cost and Service Management. For information on using SmartList
Designer, see the Microsoft Dynamics GP 2016 Systems User Guide.

® Importing SmartList Objects (page 17)
e SmartList Builder (page 17)
® SmartList Designer (page 18)
¢ Modifying SmartList Builder Objects (page 18)
® Accessing SmartList Objects (page 18)
® Creating a SmartList Object Excel Report (page 19)
® Preparing Go To Items for Use in the SmartList Window (page 19)
e Signature Objects and Go To Items Reference (page 19)
* Service Management (page 19)
e Job Cost (page 20)
* Equipment Manager (page 20)

Importing SmartList Objects

SmartList Builder

You must own SmartList Builder to use Signature SmartList Builder objects.
The following must be set up in Equipment Management before importing SmartList Builder objects:

* Equipment attributes

* Equipment status

* Equipment user-defined prompts
¢ Model user-defined prompts

If changes are made to any of these items after importing SmartList Builder objects,
you must re-import for those changes to be detected and appear on the Equipment
and Equipment Model SmartLists.

You must be logged in as "sa" to import objects.
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1. Select Microsoft Dynamics GP >Tools > SmartList Builder > Import. Select the folder icon and navigate to the
Signature SmartList Builder Objects folder in your Microsoft Dynamics GP directory.

2. Select the appropriate XML file and select Open. Then select Import. When the import finishes, a message
appears indicating the import process has been completed. Select OK.

3. Repeat the steps to import additional XML files, as needed.

SmartList Designer

If you do not own SmartList Builder, use SmartList Designer to create SmartLists by importing the Signature SmartList
Objects.

1. Select Microsoft Dynamics GP > SmartList. Select Export/Import and then Import.

2. Select Add and then navigate to <GP Install folder>\Signature\SmartList Designer Objects. If you have purchased
SmartList Builder, you will want to import the objects for SmartList Builder. See the previous section for
information on importing SmartList Builder objects.

3. Select the appropriate XML file(s) and select Open. Then select Import. When the import finishes, a message

appears indicating the import process has been completed. Select OK.

. Repeat the steps to import additional XML files, as needed.

5. Close the SmartList window and then re-open to complete the import process.

N

Modifying SmartList Builder Objects

Any modifications that you make to one of the imported SmartList templates will be lost if you re-import SmartList
Builder objects. Before you modify a template, we recommend duplicating the SmartList and making changes to the

copy.

1. Select Microsoft Dynamics GP > Tools > SmartList Builder > SmartList Builder.

2. Use the lookup button to select the SmartList ID of the object you would like to duplicate. The Equipment
Management SmartList Builder objects that you imported are identified with _S_EMS_{_}.

3. Select Options > Duplicate....

4, Select SmartList as the New List Type. You can also duplicate the template into Excel Report Builder; see
Creating a SmartList Object Excel Report (page 19) for details.

5. Enter a New List ID and New List Name, and select Duplicate.

6. The new SmartList opens and can be edited in the SmartList Builder window. We recommend modifying this
copy, as any changes that you make to the original template will be lost if you need to re-import SmartList
Builder objects.

Refer to the SmartList Builder (with Excel Report Builder) user documentation for information on editing SmartList
Builder objects.

Accessing SmartList Objects

You access SmartList objects in the SmartList window. Each object name begins with the word Signature, followed by
the descriptive name; for example, Signature Service Calls.

1. Select SmartList.

2. Scroll down to the objects that begin with Signature. Select an object to display the records for that object.
Records appear in the right pane of the window.

3. Toselect a Go To item, select a record for that object, and select the Go To... button. Select an item from the Go
To menu. You can also double-click a record to display the default Go To item, which is the first item in the Go To
menu.
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If double-clicking a record does not display a window, select SmartList > Options to
open the Options window. In the Category drop-down list, select the object that is
currently highlighted in the SmartList window, then select OK. In the SmartList
window, select the Refresh button, then double-click a record. The window for the
default Go To item should appear. Double-clicking will now work for all objects.

For information on using the SmartList window, see the Microsoft Dynamics GP documentation.

Creating a SmartList Object Excel Report

You can create Excel Reports from the SmartList objects that you imported.

1.
2.

o Ul b~ W

Select Microsoft Dynamics GP > Tools > SmartList Builder > SmartList Builder.

Use the lookup button to select the SmartList ID of the object you would like to duplicate. The Signature
SmartList Builder objects that you imported are identified with S_ for Service Management or Job Cost and
EMS_ for EqQuipment Management.

. Select Options > Duplicate....

. Select Excel Report as the New List Type.

. Enter a New List ID and New List Name for the Excel Report, and select Duplicate.

. The new report opens in Excel Report Builder, where you can modify the Excel Report. Refer to the SmartList

Builder (with Excel Report Builder) user documentation for more details.

Preparing Go To Items for Use in the SmartList Window

1.

Select Microsoft Dynamics GP > Tools > SmartList Builder > SmartList Builder. Select the lookup button in the
SmartList ID field and complete the following steps for each Signature object displayed in the list:

. Highlight the Signature object in the list and click Select.
. Select the Go To... button. All available Go To locations display. Here you can Add, Edit, or Remove Go To items.

When you are finished, select OK.

. In the SmartList Builder window, select Save. When the information has saved, the window will clear.
. When you have completed these steps for each object in the list, close the SmartList Builder window. Open the

SmartList window under Microsoft Dynamics GP > SmartList. The following message will appear: SmartList
Builder has detected changes to be made. Do you want to make these changes now? Select Yes. The update will
take a few moments.

When the update completes, the SmartList window will open. You are now ready to use the Signature SmartLists and
Go To items.

Signature Objects and Go To Items Reference

The following Signature objects and Go To items are available for use in SmartList.

Service Management

Object Go To items

Signature Service Calls Service Call, Service Manager, Customer, Location, Contracts
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Object Go To items

Signature Service Customer Service Manager, Service Call History, Equipment Summary, Customer, Location
Locations

Signature Service Equipment Equipment, Contract, Service Manager, Customer, Location

Signature Service Invoice Invoice, Service Call, Service Manager, Customer, Location

History

Signature Service Invoice Open Invoice, Service Call, Service Manager, Customer, Location

Signature Service Maintenance Contract, Contract Coverage, Revenue/Costs, Service Manager, Customer,
Contracts Location

Job Cost
Object Go To items
Signature Job Billings Invoice Zoom, Job Status, Billed Position, Billing Inquiry
Signature Job Cost Codes Cost Code, Cost Code Setup, Cost Code Transactions, Cost Code Summary, Job

Status, Job Maintenance

Signature Job Subcontractors Vendor Status, Job Status, Job Maintenance, Billed Position, Master Vendor
Dates, Master Subcontractor, Subcontractor Status

Signature Job Transactions Job Cost Transaction Zoom, Cost Code Summary, Job Status, Job Maintenance

Signature Jobs Job Status, Job Change Orders, Billed Position, Billing Inquiry, Project Status,
Job Maintenance

Equipment Manager

Object Go To items
Cost Categories Equipment Hierarchy, Equipment Manager
Equipment Address Maintenance, Customer Maintenance, Equipment Hierarchy, Equipment

Manager, Model Maintenance



Object Go To items

Equipment Models Equipment Model
Meter Readings Equipment Hierarchy, Equipment Manager, Op Log Maintenance, Service Call
Rental Agreement Lines Address Maintenance, Customer Maintenance, Equipment Hierarchy, Equipment

Manager, Item Maintenance, Job Status, Model Maintenance

Rental Invoice Lines Address Maintenance, Agreement Entry, Customer Maintenance, Equipment
Hierarchy, Equipment Manager, Invoice Entry, Item Maintenance, Job Status,
Model Maintenance

Scheduled Maintenance Equipment Hierarchy, Equipment Manager, Scheduled Maintenance, Service
Call

Setting Up Security

Service Management uses the Microsoft Dynamics GP security functions for window and
report access (Microsoft Dynamics GP > Tools > Setup > System > Security). In addition to
Microsoft Dynamics GP security, Service Management provides password protection for
certain functions based on a security level granted to each user. The core of Service
Management security is the ability to change passwords for specific functions based on
security level. For additional security information, see Set up Security and Grant User
Access’.

Select Functions to Password Protect

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > System Administration > Password Setup.
Enter the System Administration password.

2. Double-click the functions that require password protection.

3. Select OK to save your choices.

Changing password-protected functions will roll down throughout the system. In other words, always keep
functions with assigned password protection marked.

Create Security Levels

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > System Administration > Security Levels.
Enter the System Administration password.

2. Create each security level with a description. Examples of security levels are Dispatcher and Supervisor.

3. Select Save.

2. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595825122/Set+up+Security+and+Grant+User+Access
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Define a Password Profile

1. To define a password profile for each security level, select Microsoft Dynamics GP > Tools > Setup > Service
Management > System Administration > Password Profile. Enter the System Administration password, and the
Password Level Setup window opens.

2. Use the lookup to select a security level.

3. Select a Service Management module from the drop-down list. The functions selected for that module appear in
the window with the default password "access."

4. Enter a new password. Each function in a module can be assigned an individual password by entering one in the
scrolling window. You can also enter a new default password and apply it to all functions by choosing the Apply
All button.

5. Close the window to save your work.

Create a User Profile
By assigning a user ID to a security level in the User Profile window, you are limiting which functions a user can perform.

1. To assign a security level to each user, select Microsoft Dynamics GP > Tools > Setup > Service Management >
System Administration > User Profile. Enter the System Administration password, and the User Profile window
opens.

2. Fill in the following fields, as necessary.

e User ID, Security Level
To create a user profile in Service Management, you must select a User ID and Security Level that already
exist in Microsoft Dynamics GP. See the Microsoft Dynamics GP Payroll Manual for more information.
¢ Dispatch Board Filters
The Dispatch Board displays appointments that match the filters chosen. These filters can be overridden
in the Dispatch Board window. See Using the dispatch board (page 134). We do not recommend setting the
Date Range filter as a user preference. This feature slows your system performance, especially as the
number of records increases. We recommend, instead, that you use the query button to set a Date Range
filter from the Dispatch Board.
¢ Global Filters
If you're using global filtering, assign Global Filters. If you assign the user ID to a branch, the Dispatch
Board displays only those appointments assigned to that branch. Marking the Allow User Editing
checkboxes allows the user to select a different affiliate, region, or branch using the Dispatch Board's
Preferences button. For more information, see Using Global Filters (page 69).
¢ Time Zone
If you have the Time Zone feature enabled, you will need to assign a time zone to your users. See Working
With Time Zones (page 147).
¢ Allow
Marking the appropriate checkboxes allows you to create, edit, and delete records. We recommend that
you set up a user profile for the System Administrator with all Allow boxes marked. After you have
completed setting up Service Management, you can edit this window if necessary.
¢ Equipment Additions
You must mark this checkbox if you want to be able to add component records.
¢ Global Record Filter Editing
Marking this checkbox allows a user to edit any branch name from the Global Filter window, which
is accessed by selecting the Branch indicator.
¢ Maintenance Contract Additions
You must mark this checkbox if you want to use the Master Contracts module.
3. Select Save when you are finished.
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During installation, if you select not to grant all users immediate access to the alternate Microsoft Dynamics
GP windows and reports, you must grant security access to individual users. Also, if a user was a Job Cost only
user and now you are creating a user profile for that user in Service Management, make sure the user has
security access to the alternate Customer Address Maintenance, Customer Class Setup, and Customer
Maintenance windows. See the section Granting access to individual users in the Signature Products
Installation, Upgrade, and New Features User Guide. Security must be set up individually for each company
created in Microsoft Dynamics GP.

Viewing Application and User Activity Information

The About Signature window lists the versions of Dexterity, Microsoft Dynamics GP, and Signature that you are using.
You can also view the number of Signature users registered for your company and the number of users currently in the
system.

e View Application Information (page 23)
¢ View Registered Modules (page 23)
View Installation History (page 23)

View User Activity Information (page 24)

View Application Information

Select Help > About Signature.

View Registered Modules

Select the Modules button in the About Signature window to open the Signature Modules window. This window displays
all Signature modules and whether the site is registered to use those modules.

If a Signature product is not registered, the word DEMO appears next to the product name, along with an
expiration date. Refer to the Installation, Upgrade, and New Features manual for information on registering
Signature products.

You can print the information listed in the Signature Modules window by choosing the Print button. The
Registration report prints.

View Installation History

1. Select the History button in the About Signature window to open the Signature Installation History window. This
window displays the version of Signature products you are running, any service packs or maintenance releases
that have been installed, as well as other relevant information. The window initially displays information for the
current workstation and server. You can make another selection from the Display drop-down list to view other
information. You can rearrange the columns by dragging and dropping the column header. Changes to the
columns will be saved for each user. Selections in the drop-down list include:

® Current Workstation and Server
¢ Current Workstation Only

All Workstations and Server

All Workstations Only

Server Only
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2. To print the Installation History report, select the printer button. The report contains the information listed in
the Installation History window.

View User Activity Information
Select Microsoft Dynamics GP > Tools > Setup > Module Name > Module User Activity.

The User Activity window shows which users are currently using the module, which company they're working in, and
the date and time they started working in that company. It's important to monitor user activity if you've reached the
maximum number of users allowed in the system or if you need exclusive access to the system before performing a file
maintenance procedure. You can select Redisplay to update the window with any users that have logged in since you
initially opened the window. You can delete a user by selecting the user ID and choosing Delete.

Choosing Service Options

You can determine how the core Service Management module operates by enabling functions in the Service Options
window.

Select Microsoft Dynamics GP > Tools > Setup > Service Management > Module Setup > Service Options.

¢ Preferences (page 24)
¢ Validate (page 26)
® Reporting (page 27)

Default (page 27)
e Refrigerant Tracking Leak Rate Analysis Method (page 28)

Default from Last PO Line Entered (page 29)
® Premier Options (page 29)
Additional Setup Options (page 29)

Preferences
In the Preferences section, mark the setup options, as necessary.

* Enable Task Based Expense Entry
Provides the ability to allocate costs to a task within a service call to enable better tracking of your costs. This
functionality is for maintenance and standard service calls. If task based expense entry is not enabled, the task
code field will not be visible on the various entry windows. For more information see, Setting Up Task Based
Expense Accounting (page 208).

If Use SOP Invoicing is marked, Enable Task Based Expense Entry is disabled.

¢ Lock Time Stamp Entries
Mark the Lock Time Stamp Entries checkbox to prohibit users from editing time stamp entries made in any text
field with an attached clock button. When a user clicks the time clock, the current date and time are recorded in
the attached field. If this checkbox is marked, the resulting date and time cannot be edited or re-stamped. If this
checkbox is not marked, users can edit or re-stamp time stamp entries. You may want time stamps to be locked
to ensure accurate record-keeping.

¢ Use Technician Board
Mark the Use Technician Board checkbox to activate the Technician Board - Appointments window, where you
can view each technician's service, activity, and job appointments. It also activates the Technicians button on
the Dispatch Board, which also opens the Technician Board - Appointments window. Using the Technician
Board doesn't impact system performance.

24



¢ Use Corporate Customer ID
Mark this to display the Corporate Customer ID field in the Customer window and Customer Maintenance
window. The corporate customer ID can be used to group customers. This field is only used for reporting
purposes and has no other impact on Service Management. The corporate customer ID isn't included with any
default report formats. You can use Report Writer to add it to a report format (Microsoft Dynamics GP > Tools >
Customize > Report Writer). For example, a service organization may have many customers all belonging to the
Mobil Corporation. The customer ID and customer name are unique, while the corporate customer ID is Mobil
Corporation. When reporting, the Mobil customers could be grouped.
¢ Use Equipment Tracking (Meter Readings/Hours)
Mark this checkbox to activate the Meter Readings/Hours button in the Equipment Master window. The Meters
Readings/Hours window contains 25 user-definable fields. The fields are numeric, date, currency, and text fields.
Readings can be recorded daily for a piece of equipment. If the checkbox isn't marked, the Meter Readings/Hours
button is disabled.
¢ Require Same Equipment Type for Groups
When creating multiple equipment records using the Multi-Add button in the Equipment Master window, you can
require the group items to be the same equipment type as the main group record equipment type. When the
group items are created, the item's Equipment Type field isn't editable if this option is marked. For more
information, see Working With Equipment Records (page 89).
¢ Require Appointment Completion
If you mark this checkbox, you will not be able to change the call status to Complete or Closed until the
appointments for the call are marked Complete. You may want to require appointment completion to make sure
all costs associated with the call have been recorded before invoicing the call. If the option isn't marked, you can
change the call status to Complete or Closed even though it has open appointments.
¢ Use Contact Management Option
See Setting Up Contact Management (page 78) for set up information.
¢ Use Stop-and-Go Light with Receivables Status
The Stop-and-Go Light is a visual indicator of a customer's accounts receivable status or if the customer is on
hold (the Hold checkbox is marked on the Customer Maintenance window).
¢ |f you use Microsoft Dynamics GP Receivables Management, this checkbox is marked and disabled.
¢ |f you have not purchased Receivables Management, mark this checkbox to see the Stop-and-Go Light
indicator. You can use the Microsoft Dynamics GP Import Utility or other programs to import data to the
table that drives the Stop-and-Go Light indicator.
* With the Use Stop-and-Go Lights with Receivables Status checkbox marked, select the action to be
performed when the Stop-and-Go Light is red.
¢ No Warning
When a user selects a customer in the Service Manager window whose Stop-and-Go Light is red,
there is no change to the New Call button and no warning message is displayed when the New Call
button is selected. If the Authorize specific users option below is marked, only users who have
the ADMIN_WSSMS_OVERRIDE_STOP security task ID assigned to their user role can create a
service call for customers on hold.
¢ Display Warning
When a user selects the New Call button in the Service Manager window for a customer whose
Stop-and-Go Light is red, a warning message displays indicating this. The call can still be
created. If the Authorize specific users option below is marked, only users who have
the ADMIN_WSSMS_OVERRIDE_STOP security task ID assigned to their user role can create a
service call for customers on hold.
¢ Disable New Call Button
When a user selects a customer in the Service Manager window whose Stop-and-Go Light is red,
the New Call button is disabled in the Service Manager window for all users, including users with
the ADMIN_WSSMS_OVERRIDE_STOP security task ID.

¢ Authorize specific users to add new calls for customers on hold
When marked, only users who have the ADMIN_WSSMS_OVERRIDE_STOP security task ID assigned to their user
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role can create a service call for customers who are on hold. This security task ID has been added to the
WENNSOFT SMS POWERUSER role and can be added to any other user role. Security tasks are assigned to
security roles in the Security Roles Setup window. (Microsoft Dynamics GP > Tools > Setup > System > Security
Roles). See Set up Security and Grant User Access®.
This option is available when the Use Stop-and-Go Lights "If Red" options of No Warning or Display Warning are
marked. If the Disable New Call Button option is marked for Use Stop-and-Go Lights, the new "Authorize" option
is disabled.
* Use Overhead Amounts from Job Cost
You can use overhead amounts created in Job Cost for Service Management labor transactions. A Job Cost
registration key, other than the demo key, must be entered for the checkbox to be enabled. Changing this option
affects future transactions only. Marking this checkbox gives you access to the Overhead Detail Codes and
Overhead Group Setup windows from Job Cost. After marking the checkbox, you are prompted to print the
Invalid Labor Rate Groups report. This lists locations with undefined labor rate groups. You will reassign labor
rate groups to location records once the labor rate groups, which reference the Job Cost overhead amounts, are
created.
¢ Use Service Debit Accounts for Microsoft Dynamics GP Costs
If you mark this checkbox, you can select a debit account for cost transactions other than the default debit
account from Microsoft Dynamics GP. See Choosing Service Management Debit Accounts for Cost
Transactions (page 31).
* Use Service Invoicing or SOP Invoicing
Once you select an invoicing option, you cannot change your selection.
* Select the Service Invoicing radio button if you want to create invoices using the Service
Management Invoicing module.
¢ Select the SOP Invoicing radio button if you want to create invoices using Microsoft Dynamics GP
Sales Order Processing (SOP). When using SOP invoicing, you do not have the option to create
COGS distributions for invoices.
¢ Allow Editing of the Service Management GL account on PO Line Items
If you are using service debit accounts, you can allow users to edit the account number on purchase
orders. If you are not using service debit accounts, users can already edit the account for non-inventory
purchase order line items. This option cannot be checked if you are using COGS distributions.
See Choosing Invoice Options (page 282) for more information.
¢ Use Task Based Expense Allocation
You must enable task based expense allocation in Service Options to view the appropriate fields in Task
Code Setup. If the Use Task Based Expense Allocation checkbox is not marked, the fields related to task
based expense accounting will not be visible in any of the windows related to task-based expense
accounting. This field is enabled if Enable Task Based Expense Entry and Use Service Debit Accounts
for Microsoft Dynamics GP Costs are marked. For more information, see Setting Up Task Based Expense
Accounting (page 208).
¢ Allow Technician Double Booking
Select to allow technician double booking at a global level. When an appointment conflict occurs, you can
resolve that appointment by allowing double booking. For more information, see Setting up Technicians for
Double-Booking (page 58).

Validate

Mark the appropriate checkboxes if you want the following fields to be validated and have attached lookup windows
with pre-existing lookup data. Upon entering a new value in one of these validated fields, users will be prompted to add
to the field's lookup data. If you do not select to validate the fields, the field will not have a lookup window or pre-
existing data.

3. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595825122/Set+up+Security+and+Grant+User+Access
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Location User-Defined 1 and 2

The first and second user-defined fields on the Location window. These user-defined fields are set up

at Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Location.
Maintenance Contract User-Defined 1 and 2

The first and second user-defined fields on the Maintenance Contract window. These fields are set up at
Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Maintenance Contract.
Master Contract User-Defined 1 and 2

User-defined fields on the Master Contract window. These fields are set up at Microsoft Dynamics GP > Tools >
Setup > Service Management > User-Defined Label Setup > Master Contract.

Add Subtask User-Defined

The user-defined field in the Add Subtask window. This field is set up at Microsoft Dynamics GP > Tools > Setup >
Service Management > User-Defined Label Setup > Add Subtask.

Service Call User-Defined 2

The user-defined field on the Service Call window. This user-defined field is set up at Microsoft Dynamics GP >
Tools > Setup > Service Management > User-Defined Label Setup > Service Call.

Change Call Type to MC when add Equipment under contract

Mark this checkbox if you do not want users to be able to add equipment that is covered under a contract to
non-MC type service calls. When equipment under contract is added to a service call, the call type will
automatically be changed to MC.

Reporting

Run Signature SQL Reporting Deployment Wizard

Run the Wizard to add new and/or updated SSRS reports. See the Signature SSRS Reports Setup* in the Installation and
Upgrade’® for more information.

Default

In the Default section, select system defaults.

Task Status

Use the lookup to select a task status. The task status selected will be the default entry in the Task Status field in
the Service Call Tasks window when tasks are entered. You must have a default task status selected in the
Service Options window to open the Service Call Tasks window.

Quick Print Workorder

This is the workorder format that prints after choosing the Quick button in the Service Call window. The Quick
button prints a workorder with one mouse click, as opposed to the Print button, which takes three mouse clicks.
Select the workorder format that you print most often.

Number of Days

This is the number of days to consider for recent call notifications. A message will display in the Service Manager
window if service calls were opened for the customer location within this number of days. MCC calls are not
considered. If zero is in the field, you will not be notified of recent calls.

Address

Select an address default. The address default you select — ZIP Code or Postal Code — becomes the label of the
eighth field in the Service Manager window. The third address field in the Customer and Location windows is
user-definable.

Auto-Roll Calls Forward

Mark this checkbox if you would like to automatically reschedule incomplete appointments to the next business
day. This is referred to as “rolling calls forward”, as this process will occur for any open service call that has an

4. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595842359/Signature+SSRS+Reports+Setup
5. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595824859/Installation+and+Upgrade

27


https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595842359/Signature+SSRS+Reports+Setup
https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595824859/Installation+and+Upgrade
https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595842359/Signature+SSRS+Reports+Setup
https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595824859/Installation+and+Upgrade

incomplete appointment. If the Date/Time Lock field on the Service Call window is marked, the service call and
its appointments are not rolled forward. However, if you elect to forego one of the automatic options then you
can manually perform the call roll forward process from Routines > Service > Call Roll Forward. See Rolling Calls

Forward (page 111).

If you select to perform this function automatically, you must select one of two options:

* Option 1: Users are prompted to execute the call roll forward process each day, as part of the user login
process. Each SMS user who logs into GP is prompted to roll calls forward until the process is actually
performed. To use option one, you only need to mark Auto-Roll Calls Forward.

® Option 2: The call roll forward can be run at a scheduled time of day/night using a scheduled SQL
procedure. No manual intervention is required once the SQL job is configured. To use option 2, you need
to mark both Auto-Roll Calls Forward and Use Auto-Roll SQL Job. See SQL Auto Call Roll Forward
Utility® in the Signature Utilities User Guide. Please evaluate the maintenance processes that are being
run on your SQL Server after standard business hours. If you are running a backup process during the
early morning hours or performing other file maintenance, please update the default start time of the
Call Roll Forward SQL Job to follow those processes

After choosing an automated option for call rolled forward, you must select which call types to exclude/include
from the process.

® MC calls: Created in SMS and assigned to an active maintenance contract. Mark to exclude.

® MCC calls: Automatically generated by a maintenance contract Tasking routine. Mark to exclude.

¢ All Other Call Types: Mark to exclude.

¢ Job Appointments: Mark to include

¢ Call Roll Forward Start Time
Enter the start time for appointments that are rolled forward. If you do not enter a start time, 12:00 AM is used as
the start time for rolled forward appointments.

¢ Number of Service Calls to display on Service Manager
You can view the last X number of service calls for a selected customer location or contract on the Service
Manager window. This is useful if you want information about the most recent service calls related to a specific
location or contract, but you do not want to browse through the service calls in the lookup window to find the
correct ones. By default, the most recent five service calls will display on the Service Manager window. You can
change this default.

Refrigerant Tracking Leak Rate Analysis Method
Select the leak rate analysis method:

¢ Annualized
The annualizing leak rate calculation method is as follows: Leak Rate (%) = (pounds of refrigerant released /
pounds of refrigerant in full charge) x (365 days/year / short of #days since refrigerant added OR 365 days) x 100% If
the owner/operator selects to use the annualizing method, for the first refrigerant released in the calendar year
2019 the second term would be 365 / 365 (or "1"). For subsequent additions, the second term would be 365
divided by the shorter of the number days since refrigerant was last released or 365.

¢ Rolling Average
The rolling average method is as follows: Leak Rate (%) = (pounds of refrigerant released over past 365 days /
pounds of refrigerant in full charge) x 100%
If the owner/operator selects to use the rolling average method for refrigerant releases in the calendar year 2018
the numerator would be the pounds of refrigerant released since the shorter of January 1, 2019 or the last
successful follow-up verification test, if one was conducted in 2019. For releases in 2020 and beyond, the
numerator would be the pounds of refrigerant released since the shorter of 365 days or the last successful
follow-up verification test.

6. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595852073/SQL+Auto+Call+Roll+Forward+Utility
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Default from Last PO Line Entered

When adding a line item to a purchase order in the alternate Purchase Order Entry and alternate Purchasing Item Detail
Entry windows, you can have the service call ID and cost code from the last line item entered as the default entries in
the new line.

¢ Mark the Service Call ID checkbox if you want the service call ID from the last line item entered to default in the
Job No/Service Call field.

e If you mark the Service Call ID checkbox, you can also mark the Cost Code checkbox. Mark this checkbox if you
want the cost code from the last line item entered to be the default entry in the Type field.

Premier Options

* Use Temporary Customers
New customers can be set up as temporary customers in Service Management without permanently adding
them to the Receivables Management customer database. For example, you may wish to set up a customer for
service pending credit approval. Later, when the credit is approved, the customer ID can easily become part of
your permanent customer file. Or perhaps a branch creates a new customer but must wait for a permanent ID
from their corporate office. You will be able to enter service calls, equipment IDs, and contracts for temporary
customers. However, you cannot enter financial-related data, such as invoices in the Service Management or
transactions in the Receivables Management Series.

¢ Use Global Record Identification Filters
Mark this checkbox if you want to set up branch locations for your business. Once you have set up branches you
can associate locations and all related records to a branch. Users can be limited to seeing records for only one
branch or for several branches. Using global filters adds a drop-down list to the Service Manager, Location,
Maintenance Tasking, and Maintenance Invoicing windows. The drop-down menus show all existing branches
and User Profile. See Using Global Filters (page 69). If you mark the Use Global Record Identification Filters
checkbox, you can mark the Use Postal Code Assignment checkbox. If you are using the postal code
assignment module, new customers will automatically be assigned to a branch based on the customer's postal
code.

¢ Use Validation for Sublocations
Service Management and Schedule allow users to set up sublocations at a customer location and assign
equipment to those sublocations. Requiring validation ensures that the sublocations assigned to equipment IDs
are the same throughout your organization.

¢ Keep Appointment History
By choosing to track appointment history, you can see when any changes were made to an appointment. This
checkbox is required if you will be using Advanced Communications.

¢ Auto Number
See Setting Up Auto Numbering (page 30).

¢ Enable Time Zone View
Mark this checkbox if you are using the Time Zone feature in Service Management. For more information, see
Time Zones (page 147).

Additional Setup Options

The Additional Setup Options window is used to set up the Service Call Audit feature. The Service Call Audit provides the
ability to view changes to a service call from an Additional menu option in the Service Call window. For information on
installing the Service Call Audit feature, see Installing Service Call Auditing’ in the Installation and Administration guide.

7. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595825662/Installing+Service+Call+Auditing

29


https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595825662/Installing+Service+Call+Auditing
https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595825662/Installing+Service+Call+Auditing

For information on using the Service Call Audit, see Viewing the Service Call Audit (page 127).

IMPORTANT

® This setup window is limited to users with the SysAdmin role to check the setting (run query) that user must
have access to check the SQL job table for this information.

* The Additional Audit button displays after you've installed the Signature Audit Add-In file.

® The SQL Server Agent must be running.

¢ |f Enable Service Call Audit is unmarked to disable service call auditing, audit history will be deleted.

To enable Service Call Audit and set up the Audit Record Retention:

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Module Setup > Service Options.
2. From the navigation ribbon, select Additional > Additional Setup Options.
3. Complete the following:
¢ Audit Record Retention (in days)
Enter the number of days to retain service call audit information, based on the SQL Server date. The
default setting is 90 days. You can enter any number higher than 0 but no larger than 36,524 days (which
is equal to 100 years).
* Enable Service Call Audit
Mark to enable the system to begin auditing service calls for historical information.
4. Select Save.

Setting Up Auto Numbering

You can automatically generate customer IDs, contract numbers, master contract IDs, and equipment and component
IDs when creating new records. When you create a new customer, maintenance contract, master contract, or
equipment record, the auto-generated next number appears.

Also, if you are using global filtering, you can assign unique auto numbers for some or all your branches. If you are not
using global filters, you can assign a starting auto number.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Module Setup > Service Options > Auto
Number.

2. If you are using global filtering, you can mark the Create Number Sequence Per Branch checkbox to assign
auto numbers globally or by branch. When you mark this checkbox, the Global and Branch radio buttons are
enabled.

3. Select the Global radio button if you want to globally assign auto numbers. When you do so, the browse buttons,
Branch indicator and Branch Name field are disabled.

4. Select the Branch radio button if you want to assign auto numbers by branch. When you do so, the browse
buttons, Branch indicator and Branch Name field are enabled. Use the lookup to select a Branch Name.

5. Enter the next numbers in the following fields. The last digit of the entry must be a number. If it is not, and you're
assigning auto numbers by branch, the next global auto number is assigned. If you do not have global numbers
defined, an auto number is not generated.

e Contract Number: Up to 10 alphanumeric characters
* Master Contract ID: Up to 20 alphanumeric characters
e Equipment ID: Up to 10 alphanumeric characters

6. Select Save.

¢ |f you marked the Use Temporary Customers checkbox in the Service Options window, the Customer
ID field is disabled.

e |f you want to maintain unique IDs over a long period of time, make sure the numeric portion of your
default numbers is large enough to hold the anticipated number of records. Service Management starts
over from one when the highest number is reached. For example, if your default number is only two
characters when number 99 is reached, the system starts over from 01.
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¢ If you do not save the customer, contract, or master contract record with the auto-generated number,
the number is not written back to the table and cannot be reused. If the auto-generated number is not
saved with equipment records, the number will be written back to the table for reuse.

Temporary Customers and Auto-Numbering

You cannot use the auto-numbering feature with temporary customers. You can still use auto numbering for
maintenance contracts, master contracts, and equipment; however, the system is not able to automatically generate
customer IDs if you are using temporary customers.

¢ |f the Use Temporary Customers checkbox is marked in the Service Options window, the Customer Next
Number field is disabled in the Auto Generate Numbers Setup window.

¢ |f the Use Temporary Customers checkbox is not marked and you enter data in the Customer Next Number
field of the Auto Generate Numbers Setup window when you reopen Service Management the Use Temporary
Customers checkbox will be disabled. To re-enable the Use Temporary Customers checkbox, you must delete
the entry in the Customer Next Number field globally and for all branches.

Choosing Service Management Debit Accounts for Cost Transactions
The following options are available when setting up invoice accounts.

¢ Debit accounts for cost transactions are chosen in Service Management.
You can select a debit account for cost transactions other than the default debit account from Microsoft
Dynamics GP. If the option is not marked, the account comes from Microsoft Dynamics GP setup. Mark the Use
Service Debits Accounts for Microsoft Dynamics GP Costs checkbox in the Service Options window (Microsoft
Dynamics GP > Tools > Setup > Service Management > Module Setup > Service Options).

¢ Debit accounts for cost transactions are chosen in Service Management and/or you are using the cost of
goods sold (COGS) distribution option.
When using the COGS distribution option, Service Management uses the designated account as a debit when the
cost transaction is entered and then credits the same account to relieve costs when the service invoice is saved
or the maintenance invoice is posted. Mark the Create COGS Distributions for Invoices checkbox in the Invoice
Options window (Microsoft Dynamics GP > Tools > Setup > Service Management > Invoice Setup > Invoice Options).
Marking this option enables the Cost Dynamics GP button in the Invoice Accounts window and the Maintenance
Accounts window. This option is not available if you are using SOP Invoicing.

¢ Cost distributions create a GL transaction when the costs associated with a maintenance contract call are
posted.
By distributing costs to the GL when posting MC or MCC costs, the GL is updated. Mark the Create Separate GL
Transactions for Costs checkbox in the Maintenance Options window (Microsoft Dynamics GP > Tools > Setup >
Service Management > > Maintenance Setup > Maint. Options). Marking this option enables the Batch ID field in
the Maintenance Costs window. If this option is not marked, the Batch ID field is disabled.
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Managem  GP le le
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Based on
division of
call
Typically
a COGS
account
X Supplied Suppl  Supplied Supplied
by GP iedby by by
GP Service Service
Manage Manage
ment ment
Based Based
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division division
of call of call
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a COGS aWIP
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Options Marked in Service Management Setup Microsoft COGSin AR
Dynamics GP Transactions
Costs (Maintenance

Contracts: GL
Transactions)

X X Supplied = Supplied
by by
Service Service
Manage Manage

ment ment
Based Based
on on
division division
of call of call

Typically = Typically
a COGS aWIP
account  account

The posting journals include inventory, COGS, accounts receivable, sales, discounts,
salesperson, and commissions distributions, though only inventory and COGS
distributions are posted to the general ledger.

Setting Up Payroll and Overhead Offset Accounts

You can set up offset accounts to overhead and payroll for jobs to the employee's payroll department, which may or
may not be the employee's home department. This allows more granularity and detail when employees perform work
under a different payroll department.

Many companies set up payroll so that all employee wages and overhead burdens such as benefits, taxes, and tool costs
charge to the Payroll departments such as electrical or excavation and these departments have managers that carry
P&L responsibility. Jobs and service calls are assigned to divisions and may use resources from multiple departments.

As costs hit jobs, an offset account is credited, and a Cost of Goods Sold Account is debited so financial reporting can be
done by division. Often, though, this offset is only at a company level instead of a Payroll department level, so
department profitability can skew as a result. You can assign accounts at the department level, and further down at the
pay code, overhead code, or cost element level. This is accomplished in one window: Payroll and Overhead Accounts
Setup.

Example scenario: If a member of the Electrical department, in the Residential division, works on a Job in the Commercial
division for 30 of 40 hours in a week, the costs of the member's benefits and tools costs for all 40 hours go to the Electrical
department but 30 hours' worth of revenue is generated in the Commercial division. As a result, the division has profit, even
with the Cost of Goods Sold amounts that it carries, and the Electrical department does not. If this happens often, financial
reports can start to indicate that the Electrical department and even the Residential division is not contributing to
profitability.
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At minimum, you MUST assign an All - Default: REQUIRED account for each origin/account type combination
in the account tree. However, this account would only be used if you did not have accounts assigned anywhere
in the individual Division tree levels.
You can access the Payroll and Overhead Offset Accounts Setup in the following ways:
¢ From the main menu, select Microsoft Dynamics GP > Tools > Setup > Job Cost > Account Setup > Payroll
Offset Accounts.
* |n Service Management, from the Invoice Accounts window (Microsoft Dynamics GP > Tools > Service
Management > Invoice Setup > Invoice Accounts > Payroll Offset button).
¢ |n Service Management, from the Maintenance Accounts window (Microsoft Dynamics GP > Tools >
Service Management > Maintenance Setup > Accounts > Payroll Offset button).

About the Window Hierarchy

This window is organized in a hierarchical tree. There are main branches and sub-branches, like main folders and sub-
folders in a Windows Explorer environment.

Origins represent the product areas: Job Cost, Service Invoice, and Service Maintenance.

Account Types represent the types of offset charges for which accounts will be assigned. These include Gross Pay
Offset, Overhead Offset, Travel Offset, and Expense Offset.

The highest level of the tree is Division; the next highest is Department. The next level depends on the origin/account
type combination.

Each level contains a Default and All branch. Default is used when you want to assign a default account for that
department, pay code, and so on, one is not needed at a lower level, such as per pay code, overhead code, or cost
element. Allis used when you know that there will be no specific accounts, and one account will suffice. Even the
lowest levels within a hierarchy (Pay Code, Overhead Code, or Cost Element) have Default and All.

The ONLY required default account for the entire tree is the All - Default: REQUIRED account. You must assign a
REQUIRED account for each origin/account type combination. However, this account would only be used if you did not
have accounts assigned anywhere in the individual Division tree levels.

The hierarchy for each origin/account is illustrated below.
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For every origin/Gross Pay Offset combination

Pay Codes HAccount Number)
Pay Code - Default)—(Account Number)

For the Job Cost/Overhead Offset combination
Overhead Codes)—(Account Numberj
Overhead Codes - Defaul

For Job Cost/Travel Offset Accounts and Expense Offset Accounts combination

Division

Department

Pay Codes

il

Cost Elements )—(Account Numbers)
Pay Codes — All Pay CodeD—(Account Number)
Pay Code - Default)—[Account Numberj

J]

L
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For Job Cost/Travel Offset Accounts and Expense Offset Accounts combination

Division
Cost Elements )—G—\ccount Numberg

—G’ay Codes — All Pay CodeD—(Account Number)
—(Pay Code - Default)—(Account Number)

For Service Invoice and Service Maintenance/Overhead Offset combinations

Division

De partmentsHAccount Numberj
Department - Default)—(Account Numberj

For Service Invoice and Service Maintenance/Travel Offset Accounts combination

Division

Department

Pay Codes HAccount Numberj
Pay Code - Default)—(Account Number}
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For Service Invoice and Service Maintenance/Expense Offset Accounts combination

Division
Cost Elements )—Gccount Numbersj

‘G’ay Codes — All Pay Code9—[Account Number)
‘(Pay Code - Default)—(Account Numberj

Preparing to Set up Accounts

The Payroll And Overhead Offset Accounts Setup window provides a lot of flexibility in setting up accounts. Before you
begin assigning accounts, jot down how general or specific you want charges, expenses, and so on to be charged to
what accounts, for which departments. Perhaps you could print the origin/account type diagrams above, and mark
which levels for which you will assign accounts. If necessary, organize and enter your accounts in a spreadsheet, and
use that as your source when you enter them into the system.

Setup Requirements for Account Types
Please review the following setup requirements for setting up offset accounts.

¢ Overhead Offset
You can enter accounts for individual overhead detail codes (Job Cost) only if the Payroll Overhead Detail
Distribution checkbox in the Posting Options window is marked. You can still assign a default account that
would be used for all overhead codes.

¢ Travel Offset Accounts and Expense Offset Accounts
You can enter accounts for travel and expenses only if Signature TimeTrack is registered and the Create
Expense/Travel Transactions option is set. This applies to all origins.

Printing the Account Setup List

To keep better track of which accounts were assigned, we recommend you periodically print the Signature Payroll and
Offset Accounts list. In the Payroll and Overhead Offset Accounts window, select the printer button that displays at the
bottom left of the window. Complete the Report Destination window to print the report.

If a setup option has been unmarked (for example, Create Expense/Travel Transactions in the TimeTrack Setup
Options window) after an account was assigned in this tree that required the setting of that option, the
account designation will still print in this report; however, the account cannot be posted to.
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Assigning Accounts
You must set up at least a required default account for each origin/account type combination.

1. In the Payroll and Overhead Offset Accounts window, select the Origin and Account Type.

2. Locate the Division for which you want to assign accounts. Use the tree view to navigate as far down the tree as
you desire, until you hit the level at which you want to assign an account. To save time, you can navigate the tree
using arrow keys. When you get to a level/node where you can assign accounts, the account field at the bottom
of the window is enabled. Some origin/account type trees do not go as deep as others. For example, for the
travel offset account type, you can specify accounts at the Pay Code level. For the expense account type, you can
assign accounts one level deeper, at the Cost Element level.

3. You can select an account in one of two ways:

¢ Double-click on the node to which you are assigning the account (ex. Pay Code). The Accounts window
opens. Select an account, then click Select. The account displays in the account number in the account
field. The account is saved automatically. - OR -

¢ Highlight the node in the tree, then enter the account manually in the account field at the bottom of the
window. When finished, select the Save button. (You only need to select Save when you enter accounts
manually.)

Assign more accounts; remember to assign at least an All - Default: REQUIRED account for each
origin/account type combination. If you close the window without having assigned Default
accounts, a missing required account number message will display.

4. Select OK to disregard the error and keep the window open. You will get this message until you enter the
required account that the system is looking for.
5. Select Ignore to close the window.

Creating New Accounts

Although you will probably not have to very often, you can create new accounts from the Payroll And Overhead Offset
Accounts Setup window, that will be assigned to whatever node is selected.

1. Highlight the node in the tree, then enter the account manually in the account field at the bottom of the window.

2. In the account field, type a new account, then Tab. Select Add when prompted to create the account.

3. Select the type of account you want to create (Posting, Fixed, or Variable). The Account Maintenance window
opens.

4. Complete the fields on the Account Maintenance window, including a Description. When finished, select Save.

How the System Determines Which Account to Use

When an offset account is needed in a posting window or elsewhere, the system looks at the Payroll and Overhead
Offset Accounts Setup window, in the following order, starting from the lowest (more specific) level to the highest (more
general).

¢ (Specific) Pay Code, Overhead Code, or Cost Element

¢ Pay Code - Default for Overhead Code or Cost Element - Default

¢ Department - All Departments or Pay Code - All Pay Codes (for Job Cost travel and expense offset accounts only)
* Department - Default

e Division - All Divisions: Department (specific)

Division - All Divisions: Department - All Departments - Pay Code

All - Default: REQUIRED
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Reviewing Accounts After Posting

In this section, we will look at a sample General Ledger after payroll has been posted, in this case, through the Signature
Transaction Entry window. Included is where from within the Payroll and Overhead Offset Accounts Setup window the
accounts were grabbed.

After running Signature Payroll Post, the posting journal report contains account information, including GL accounts
and amounts. Below is a table of the accounts and windows/areas within Signature Job Cost from which the accounts
were taken.

Area from Payroll and Overhead Offset Accounts Setup Account Description Debit

window

Division Account Setup - COMMERCIAL Division - Labor Cost 000-141  WIP-Labor-Jobs- $2100  $0.00
element 0-02 COMMERCIAL .00

Payroll and Overhead Offset Account Setup - Gross Pay Offset ~ 000-510  Salaries and Wages 0.00 1070.
Credit Account - HOUR pay code 0-00 00

Payroll and Overhead Offset Account Setup - Overhead Offset ~ 000-480  Overhead Offset Job ~ 0.00 1036.

Credit Account - HOUR pay code 1-00 Cost Labor 00
Payroll and Overhead Offset Account Setup - Travel Offset 000-480  Overhead 0.00 3.80
Credit Account - TRAVEL pay code 0-00
Totals $2100  $210
.00 0.00

Selecting a Service Call Numbering Method

Before you begin using Service Management, you must select a method of assigning service call IDs.

Select an option carefully. Your choice cannot be changed without assistance from WennSoft Support.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Module Setup > Service Call ID.

2. Select a service call numbering method. There are six options to select from. Options 4, 5, and 6 are based on
year (YY), month (MM), and/or day (DD). These options are most commonly used since they record some part of
the date the service call was created.

e Option1
The user is prompted to enter a service call ID for each new service call. This method requires the
software to check each new service call ID for duplicates, which could slow the process of entering new
calls. Also, maintenance contract computer-generated (MCC) calls cannot be generated when using this
numbering option since the user must enter the service call ID.

e Option 2
Service Management automatically generates the service call ID for you. You can specify the starting
service call ID, which increments by one. Select the expansion button to enter the starting number.
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e Option 3
The service call ID is taken from Microsoft Dynamics GP Receivables Management. You may specify the
starting number in the Service/Repairs Type field in the Receivables Setup Options window (Setup > Sales
> Receivables > Options). Service invoice numbers also come from the Next Number of the Service/Repairs
field. Therefore, your service invoice numbers and service call IDs will have the same source and format.

¢ Option 4
YYMMDD-NNNN - Where NNNN is a number that starts at one (0001) each day.

e Option 5
YYMM-NNNN - Where NNNN is a number that starts at one (0001) each month.

e Option6
YY-NNNNN - Where NNNNN is a number that starts at one (00001) each year.

3. Select Save.

Labeling User-Defined Fields

Most major windows in Service Management have user-defined fields. Before labeling these fields, we recommend you
determine what data your business needs to capture. There are user-defined fields in each major window in Service
Management. The following windows contain user-defined fields:

e Add Subtask

* Contact Setup

e Contact Setup - Local
e Customer

® Equipment - Additional Fields
® Location

® Meter Readings/Hours
e Service Call

® Time Stamp

* Master Contracts

* Maintenance Contracts
e Workorder Names

You also can use Microsoft Dynamics GP Modifier to change field labels, rearrange window layout, and make
fields invisible (Microsoft Dynamics GP > Tools > Customize > Modifier).

e Labeling Customer User-Defined Fields (page 40)

e Labeling Location User-Defined Fields (page 41)

e Labeling Service Call User-Defined Fields (page 41)

e Labeling Time Stamp User-Defined Fields (page 41)

e Labeling Equipment User-Defined Fields (page 41)

e Labeling Meter Readings/Hours User-Defined Fields (page 42)
¢ Labeling Maintenance Contracts (page 42)

¢ Labeling Master Contracts (page 42)

¢ Labeling Workorder Names (page 43)

¢ Labeling Contact User-Defined Fields (page 43)

e Labeling the Add Subtask User-Defined Field (page 44)

Labeling Customer User-Defined Fields

The Customer window has nine user-defined fields. The first three fields default as City, State, and ZIP Code. These field
labels also display in the Location, Contact Setup, and Contact Setup - Local windows. The fourth and fifth user-defined
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fields have an attached lookup window. A common user-defined field in the Customer window is Customer Type. The
lookup window could show various types of customers such as Office, Health Care, or Industrial.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Customer. The
first three user-defined fields default as City, State, and ZIP Code.

2. Enter the field labels. You may want to clear "User Defined" from fields you do not use.

3. Select Save.

Labeling Location User-Defined Fields
The Location window has six user-defined fields.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Location.
2. Enter the field labels.
3. Select Save.

Labeling Service Call User-Defined Fields

The Service Call window has five user-defined fields. The first is used to set the priority scale for all calls. For example,
you could define the Priority field as 0=Low, 9=High. The field can contain up to 30 alphanumeric characters or symbols;
however, only 14 characters or symbols of the description are visible in the field. The priority field itself can contain a
single alphanumeric character and is visible on the Dispatch Board. The second and third user-defined fields have a
lookup window. Both the second and third user-defined fields also appear in the Dispatch Board Filter Preferences
window and the Query window, which is accessed by selecting the query button in the Date field on the Dispatch Board.

E If you label one user-defined field in the Define Service Call window, you must enter unique labels for all user-
defined fields. You cannot have two fields with the same label.
An example of a user-defined field in the Service Call window is Site Contact.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Service Call.
2. Enter the field labels. The first user-defined field is used to define the priority scale for all calls.
3. Select Save.

Labeling Time Stamp User-Defined Fields

The Time Stamp window has five user-defined fields. Examples of common time stamps are Dispatched, Arrived, and
Complete. These user-defined fields are used with linking appointment statuses (page 45) to timestamps and service level
agreements (page 263). These statuses are also displayed in Schedule Settings in the Service Level Agreement Options
section (2024 and later).

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Time Stamp.
2. Enter the field labels.
3. Select Save.

Labeling Equipment User-Defined Fields

Six user-defined fields appear on the Equipment - Additional Fields window, the Component - Additional Fields window,
and the Equipment Type Setup (page 48) window. The last user-defined field is in numerical date format. You may, for
example, label this field "Date Purchased" to track the age of the equipment.

You can also use 15 active user-defined fields on the Equipment - Additional Fields window and the Component -
Additional Fields window. Active user-defined fields are customizable user-defined fields. They can be defined to return
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various forms of data in read-only format. For example, you could define a group of fields to return meter/readings, the
last service call ID, and the service call completion date. The data is updated every time the window is opened. Unlike
other user-defined fields, users do not enter data in the active user-defined fields. You can select which active user-
defined fields are visible by marking the Visible checkbox next to each field. The first six fields are marked by default.
Contact WennSoft Sales for more information about the Equipment Active UDFs feature. Signature Technical Consulting
is available for assistance with programming the active user-defined fields if needed.

To set up the equipment user-defined field labels:

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Equipment.
2. Enter the field labels.

3. For the Active User-Defined fields, mark or unmark the Visible checkboxes as needed.

4, Select Save.

Labeling Meter Readings/Hours User-Defined Fields

The Meter Readings/Hours window contains 25 user-defined fields that can be used to track information for a piece of
equipment. Fields are provided for numerous data types such as text, dates, currency, and integers. These fields are

found on the Equipment Meter Readings (page 94) window.

© User-Defined Field Formats
* The first five fields can contain a number between 0 and 99,999,999.
® Fields 6 through 15 can contain a number between 0.00 and 999999.99.
e Fields 16 through 18 are date fields to enter the month, day, and year of user-defined information.
¢ Fields 19 and 20 can contain a value from $0.00 to $999,999,999.99.
e Fields 21 through 25 are text fields that can contain up to 30 alphanumeric characters or symbols.

To set up meter reading the user-defined field labels:

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Meter Readings/
Hours.

2. Enter the field labels.

3. Select Save.

Labeling Maintenance Contracts

You can label up to four user-defined fields that are displayed on the Maintenance Contract window. The first two user-
defined fields are lookup fields. If you chose to validate the first and second user-defined fields in the Location window
during setup, lookup windows will be attached to the fields and users will be prompted before adding to the lookup
data. See Choosing Service Options. (page 24)

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Maintenance
Contract. The first two user-defined fields are lookup fields.

2. Enter the field labels. You may want to clear "User Defined" from fields you do not use.

3. Select Save.

Labeling Master Contracts

You can label up to four user-defined fields that are displayed on the Master Contract (page 253) window. The first two
user-defined fields are lookup fields. If you chose to validate the first and second user-defined fields in the Location
window during setup, lookup windows will be attached to the fields and users will be prompted before adding to the
lookup data. See Choosing Service Options (page 24).

42



1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Master Contract.
2. Enter the field labels. You may want to clear "User Defined" from fields you do not use.
3. Select Save.

Labeling Workorder Names

Service Management ships with five predefined workorder formats. Use this window to rename the workorder labels
that display in the Print dropdown list on the Service Manager window. See Printing a Workorder (page 119).

The default size for Workorders 1 and 2 are 8 12" x 11." Workorder 3 is the T Card format. Workorder 4 lists task detail
and workorder 5 lists appointment detail.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Workorder
Names.

2. Enter the workorder names.

3. Select Save.

Additional Workorder Information

¢ Workorder 1
Workorder 1 breaks down key service call information. Technicians can quickly see the date and time a service
call was received. This report lists the service call ID and invoice number along with brief service call details and
the customer's address. The contact name, email address, and telephone number are also included. Default size
8-1/2"x11".

¢ Workorder 2
Workorder 2 is useful for salespeople. It could be stored in your customer's file. It lists the customer's billing
address, service call location, salesperson information, and service call details. The contact name, email
address, and telephone number are also included. Default size 8-1/2" x 11".

¢ Workorder 3
Workorder 3 is a T-card, combining service call information with customer billing information. The contact
name, email address, and telephone number are also included. Default size is T Card format.

¢ Workorder 4
Workorder 4 includes task detail with the service call information. The contact name, email address, and
telephone number are also included. Default size 8-1/2" x 11".

¢ Workorder 5
Workorder 5 includes appointment detail with the service call information. The contact name, email address,
and telephone number are also included. Default size 8-1/2" x 11".

Labeling Contact User-Defined Fields

Labeling Contact Setup User-Defined Fields

Four user-defined fields appear in the Contact Setup window and the Contact Setup - Local window. User-Defined 3 and
4 have lookup windows.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Contact Setup.
2. Enter the field labels.
3. Select Save.
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Labeling the Contract Contact User-Defined Field

This user-defined field appears in the Contact Setup - Local window when the window is opened from the Maintenance
Contract window. The four contact user-uefined fields (above) display above this contract contact user-defined field.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Contract
Contact.

2. Enter the field label.

3. Select Save.

Labeling the Add Subtask User-Defined Field
The Add Subtask window has one user-defined field.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Add Subtask.
2. Enter the field label.
3. Select Save.

Setting Up Lookup Window Data

Lookup windows contain a list of items entered when you set up or as you use Service Management. Lookup windows
provide a way to organize, validate, and speed up information entry. A lookup button in a field indicates that a lookup
window is available. Almost all the lookup window selections are user-definable, giving you flexibility to customize
Service Management Series.

You can partially type an entry and select CTRL - L in fields with an attached lookup window to locate information more
quickly. For instance, if you enter "Sch" in the Location Name field in the Service Manager window and select CTRL - L,
the lookup window's data will start listing with the first occurrence of "Sch".

Refrigerant Tracking Lookup Data

If you have the Refrigerant Management feature registered, you can set up pre-existing data for refrigerant types, leak
locations, and refrigerant codes. See Refrigerant Tracking (page 98).

e Setting Up Refrigerant Types (page 44)
e Setting Up Leak Locations and Sublocations (page 45)
e Setting Up Refrigerant Codes (page 45)

Setting Up Refrigerant Types

Setting up refrigerant types allows users to select predefined refrigerant types from a lookup window when creating a
refrigerant tracking record. The unit of measure will default based on the refrigerant type.

1. Select Tools > Setup > Service Management > Lookup Setup > Equipment > Refrigerant > Refrigerant Types.

2. Enter a Refrigerant Type, for example, Puron or Freon.

3. Enter the Unit of Measure that will be used to measure this type of refrigerant. This unit of measure will default
on the Refrigerant Tracking window when this Refrigerant Type is selected. Once you enter a refrigerant type
and unit of measure and tab off the field, the refrigerant type is saved.

4. The Active checkbox is marked by default, indicating that this is an active refrigerant type that you want to
appear on the Refrigerant Type lookup window. Unmark this checkbox if you want to inactivate the refrigerant
type and exclude it from the lookup window. You can use the up and down arrow buttons to change the order of
the refrigerant types, as they will appear in the lookup window.
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5. Select OK when you are done.

Setting Up Leak Locations and Sublocations

Creating leak locations with sublocations allows the user to select these values from a lookup window when creating a
refrigerant tracking record.

1. Select Tools > Setup > Service Management > Lookup Setup > Equipment > Refrigerant > Leak Locations.

2. Select or enter a Leak Location, for example, Condenser or Evaporator. If you select an existing leak location,
the scrolling window populates with sublocations. If this is a new leak location, the scrolling window is empty.

3. If you are adding a new leak location, select Save. The leak location must be saved before you can enter a leak
sublocation.

4. To create sublocations for the selected leak location, enter a Leak Sublocation, for example, Valve or Coil. The
sublocation is saved when you tab off the field.

5. Mark the Active checkbox if this is an active sublocation that you want to appear on the Leak Sublocation
lookup window. Unmark this checkbox if you want to inactivate the sublocation and exclude it from the lookup
window. You can use the up and down arrow buttons to change the order of the sublocations, as they will
appear in the lookup window.

6. Exit the window when you are done.

Setting Up Refrigerant Codes

You can create codes to be used in the Fault Code, Action Code, Verification Method, Second Verification Method, and
Circuit Number fields on the Refrigerant Tracking window.

1. Select Tools > Setup > Service Management > Lookup Setup > Equipment > Refrigerant > Refrigerant Codes.

2. Use the drop-down menu to select the type of Refrigerant Code you are creating. Select whether you are setting
up a Fault Code, Action Code, Verification Method, Second Verification Method, or Circuit Number.

3. In the scrolling window, enter the name of the code. For example, if you are creating lookup data for the Action
Code field, you may enter action codes such as Replaced Part or Tightened Connection. The code is saved when
you tab off the field.

4. The Active checkbox is marked by default, indicating that this is an active code that you want to appear on the
code lookup window. Unmark this checkbox if you want to inactivate the code and exclude it from the lookup
window. You can use the up and down arrow buttons to change the order of the codes, as they will appear in the
lookup window.

5. Select OK when you are done.

Setting Up Appointment Statuses

The Appointment Status field in the Service Call Appointments window has a lookup window. You can customize the
lookup window to record your most common appointment status descriptions.

The following statuses are defaults and cannot be deleted: Complete, Dispatched, Unassigned, and Re-assign. The Re-
assign status is intended for use with MobileTech. Closed is reserved for system use and cannot be added to your
lookup data.

Default is reserved for system use and cannot be added to your lookup data. If you have added Default to your status
lookup data, it will be deleted when any window with a call or appointment status is opened.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Service > Appointment
Status.

2. Enter the status in the Appointment Status field.

3. If necessary, you can select to Include this status in the Call Roll Forward process.

4. Select Save.
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Linking Appointment Statuses with Time Stamps

You can use the appointment status to update the Time Stamp window. If the appointment status is connected or
linked to a Time Stamp field, whenever the appointment status is changed, the Time Stamp field is updated. You may
select to connect some or all the Time Stamp fields to status selections.

1. In the Appointment Status Setup window, use the lookup window in the Appointment Status window to select a
status.

2. Mark the checkbox next to the time stamp to which you wish to link the status. You must have labeled the Time
Stamp window user-defined fields for them to display in the Status Setup window. See Labeling Time Stamp
User-Defined Fields (page 41).

3. Select Save and clear the window to make another entry.

The Time Stamp window updates when the appointment status changes. If there is more than one appointment
associated with the call, the first appointment to be changed to a linked status updates the Time Stamp window, except
for the Complete status. If you link the Complete appointment status to a time stamp, the last appointment on the
service call to be changed to Complete updates the time stamp.

Setting Up Branches
If you are using global filtering, you must enter Branch information in the Branch Setup window.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Branches.

2. Enter branch name and branch information. You must enter a global filter, which consists of an Affiliate, Region,
and Branch.

3. Select Save.

Setting Up Call Resolutions

You can track the general resolution for each service call using the Resolution field in the Signature Service Call window
and/or the during service appointment completion in MobileTech. An example of a resolution ID is RCB with the
description Replaced Circuit Board. You can define an unlimited number of call resolutions. Only one call resolution can
be added to a service call.

To create a call resolution code:

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Service > Call Resolutions.
2. In the Call Resolutions window, enter a Resolution ID up to 3 characters.

3. Enter a Description up to 255 characters.

4. Select Save.

Setting Up Call Types

Examples of call types are Emergency, Regular Service, or Project. There are six default call types that cannot be
deleted: Annual Service (AS), Maintenance Contract Computer-Generated (MCC), Maintenance Contract (MC), Inbound
(INB), Outbound (OUB), and Equipment Repair (EQR).

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Service > Call Types.

2. In the Abbreviation field, enter a three-character abbreviation for the call type.

3. Use the tab key to move to the Description field and enter a description.

4. Use the drop-down list in the Color field to assign a color code to each call type for use with the Service Monitor.
5. Select Save.
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Setting Up Contacts

If you are using the Contact Management module, you can enter lookup information to be used in the Contact Setup
window.

¢ Setting Up Role Types (page 47)

¢ Setting Up Phone Types (page 47)

e Setting Up User-Defined 1 (page 47)
e Setting Up User-Defined 2 (page 47)

Setting Up Role Types

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Contacts > Role
Types.

2. Enter a Role Type with a Description.

3. Select Save.

Setting Up Phone Types

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Contacts > Phone
Types.

2. Enter a Phone Type with a Description.

3. Select Save.

Setting Up User-Defined 1

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Contacts > User
Defined 1.

2. Enter User-Defined lookup information with a Description.

3. Select Save.

Setting Up User-Defined 2

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Contacts > User
Defined 2.

2. Enter User-Defined lookup information with a Description.

3. Select Save.

Setting Up Customer User-Defined Lookup Windows

The second and third user-defined fields in the Customer window have lookup windows. See Labeling Customer User-
Defined Fields (page 40).

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Cust. Defined 1.
2. Enter the lookup data.

3. Select Save.

4. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Cust. Defined 2.
5. Enter the lookup data.

6. Select Save.
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Setting Up Divisions

You may have to manage multiple divisions in your company. A division could refer to a division, department, profit
center, geo-center, or other designation. For example, you may operate a service division as well as an installation
division. By specifying a division, all revenue and expenses originating in Service Management related to a specific
service call are attributed to the GL accounts set up for the division. In the Service Call window, you must specify the
division using the lookup window in the Division field.

* When you create a new division, you can copy the account setup from an existing division. This
facilitates the account setup process. For more information see Copying Division Accounts (page 48).

¢ The Division field is a required field in the Service Call window; therefore, you must have at least one
division in your company. If you do not have divisions in your company, you must create one. You could
call it Service.

e |f you will be creating service calls from a MobileTech device, a division must be assigned at the
customer or customer location level. Cards > Sales > Customer

* You must set up general ledger revenue and expense account numbers for each division you create.

To set up a division:

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Divisions.
2. Enter a Division name.

3. If you are using the Service Call Quote module, enter a Default Pricing Matrix.

4. Select Save.

Copying Division Accounts

When you create a new division, you can copy the account setup from an existing division. This facilitates the account
setup process.

1. Go to Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Divisions

2. Use the lookup button in the Division field to select an existing division.

3. Select Copy to open the Copy Division window.

4. Enter the name of the new division and select Copy. The new division is created and the maintenance and
service invoice accounts are copied to the new division.

You can edit the accounts in the Invoice Accounts window and the Maintenance Accounts window.

Setting Up Equipment Types

You can use equipment types to save data entry time when creating new equipment records. Think of equipment types
as templates to be used when creating similar equipment records. When you create a new equipment record,
information from the equipment type template, including the task list, appears on the equipment record.

The lookup window would include your customer's most common types of equipment. Examples of equipment types
are Computer, Boiler, or Industrial Scale.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Equipment >
Equipment Types.
2. Complete the following fields, as necessary.
¢ Equipment Type
Create a name for the equipment type.
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¢ Equipment Model Number, Manufacturer ID
You may want to set up equipment types based on the model or manufacturer; if not, these fields are not
required.

¢ System, Major, Sub1-Sub4
These fields are used when assigning maintenance tasks to pieces of equipment. Complete these fields if
all pieces of equipment belonging to this type share the same components. This information is for
reference and sorting only and does not affect the individual tasks making up the task list. See About
System, Major, Sub 1-4 (page 183).

* Task List ID
Assign task codes and task lists to be performed on this equipment type. Whenever the equipment type is
assigned to a piece of equipment covered by a maintenance contract, the maintenance tasks and task
lists go with the equipment record. You can change which tasks are assigned to the equipment type by
zooming on the Task List ID field. If tasks change on the master equipment type, however, these changes
do not affect equipment types already assigned to a maintenance contract. Similarly, task changes made
to equipment at the maintenance contract level are not reflected in the master equipment record.

Inactive task codes and task lists are filtered out from displaying in any lookup and cannot be
assigned to any new contract, equipment, or service call. If a task list has any inactive task
codes, only the active task codes will be assigned.

¢ Warranty Days, Extended Warranty Days
Complete the warranty information fields if applicable. When the Equipment Type is assigned to a new
equipment record and an Installation Date is entered, the expiration date(s) for the warranty and/or
extended warranty is calculated based off the number of days entered here.

* Extended Warranty Type
Select the Extended Warranty Type. See Setting Up Extended Warranty Types (page 50).

¢ User-defined
You may have labeled these fields during setup. See Labeling Equipment User-Defined Fields (page 41). If
you choose to validate the first and second user-defined fields in the Location window during setup,
lookup windows will be attached to the fields and users will be prompted before adding to the lookup
data. See Choosing Service Options (page 24).

3. Select Save.

49



Assigning Replacement Parts to Equipment Types

After you have saved an equipment type, you can create a master list of replacement parts for it. This master list can be
referenced when assigning replacement parts to an equipment record.

Equipment
Type

'

Equipment
Replacement Parts Record
Master List
Master Equipment Records ‘

Replacement Parts
List

Equipment at Location

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Equipment > Equipment
Types > Replacement Parts.
2. Select an item using the lookup window in the Item Number field. The lookup window lists items that were set
up in the Microsoft Dynamics GP Inventory module.
. Enter the quantity of items needed for replacement in the Quantity field.
4. Select Save to enter the item in the scrolling window. You can add as many replacement parts to each
equipment type as needed.

w

When creating an equipment record, you can zoom on the Equipment Type field to open the Equipment Type Setup
window. The Replacement Parts button in the Equipment Type Setup window opens this master list of replacement
parts. If you add new items to the replacement parts list in this window, you are adding them to the master list of
replacement parts for the equipment type, not the equipment record.

Setting Up Extended Warranty Types
Examples of warranty types could include "1 Year - Parts and Labor" or "90 Days - Parts and Labor."

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Equipment > Extended
Warranty.

2. Type an entry in the Extended Warranty field.

3. Select Save.

Setting Up Installation Information

The data for lookup window in the Installed By field of the Equipment window would include individuals and
companies that regularly install equipment at your customers' locations.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Equipment > Installed By.
2. Type an entry in the Installed By field.
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3. Select Save.

Setting Up Location User-Defined Lookup Windows

If you chose to validate the location user-defined fields during setup, you can enter data for the lookup windows.

See Choosing Service Options (page 24).

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Location Defined
1.

2. Enter the lookup data.

3. Select Save.

4. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Location Defined
2.

5. Enter the lookup data.

6. Select Save.

Setting Up Manufacturers
You can include common equipment manufacturers in the lookup list.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Equipment > Manufacturers.
2. Enter a Manufacturer ID and a Description.
3. Select Save.

Setting Up Postal Codes

The Postal Codes menu item is enabled if you marked the option to Use Postal Code Assignment in the Service Options
window. See Choosing Service Options (page 24).

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Postal Codes.
2. Enter the postal or ZIP code number in the Postal Code field.

3. You can assign a branch using the lookup in the Branch field.

4. Enter the City, State, and Time Zone.

5. Select Save.

Setting Up Problem Types

Generally, the Problem Type field provides information to the dispatcher and may also be used for statistical reporting
of service calls by problem type. A problem type allows you to generally describe a service call. Later, you can assign
specific trouble and resolution codes by piece of equipment. Examples of problem types could include Low pressure,
System failure, and Noise. You may want to include Unknown or Miscellaneous in your list of problem types.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Service > Problem Types.
2. Enter a Problem Type.
3. Select Save.

Setting Up Resolution Note Snippets

Aresolution note snippet can be added to a task in Signature or when completing an appointment in
MobileTech. Snippets are short sentences or phrases that describe commonly performed functions by a field technician.
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For example: A resolution code of PPM with a description of Performed Preventative Maintenance. This saves time and
effort for field resources to document their corrective actions. You can define an unlimited number of snippets.

® Ataskin Signature can only have one snippet added.

* In MobileTech, multiple snippets can be combined to create a complete resolution note. When multiple snippets
are selected, they are concatenated into a single resolution note and each statement is separated from the other
using a semi-colon.

To create a resolution note snippet:

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Service >Resolution Note
Snippets.

2. In the Resolution Note Snippets window, enter a Resolution Code up to 10 alphanumeric characters.

3. Enter a Description up to 255 alphanumeric characters. Use the Enter key to add multiple lines, if needed.

4. Select Save.

Setting Up Service Areas
You may want your customer locations classified by geographical area.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Service Area.

2. Enter the Service Area with a description.

3. Do one of the following:

e |f you are not using the Advanced Scheduling modules, select Save.
e |f you are using the Advanced Scheduling modules, complete the following steps.

4. Use the lookup in the Technician ID field to select an existing technician or enter a new technician ID. If you
enter a new technician ID, the Technician Setup window opens. The technicians entered in the first and second
line of the scrolling window defaults into the Primary and Secondary Technician fields, respectively, in the
Location window when a service area is entered.

5. Select Save. You can remove a technician by selecting the technician ID and choosing Remove. The numbers will
resequence. You can change the sequence number of a technician by selecting the technician ID and choosing
the Resequence button. Enter the new number in the Change Sequence Number window. If a technician's
sequence number is changed so that the technician is now the first or second technician, therefore the primary
or secondary technician, the change does not roll down to existing location records.

Setting Up Skill Levels
The Skill Level field identifies a technician skill level required to perform a specific task.

Skill levels are used to ensure the proper technician is assigned to a service call. With MCC calls, Service Management
automatically matches the technician at the location to that maintenance task based on the skill level assigned to the
technician. With non-MCC calls, the system alerts the user if the task's skill level does not match the technician's skill
level.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Skill Levels.

2. Enter a technician skill level and a description. An example of a skill level is SUP, with a corresponding
description of Supervisor.

3. Select Save.

See Assigning Skill Sets to Technicians (page 54) for information on assigning to technicians.

Setting Up Technician Activity IDs

Activity IDs are non-service call related events such as vacation, meetings, or training.

52



1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Activities.
2. Enter the activity.
3. Select Save.

See Viewing Technician Activities (page 55) to view a technician's activities.

Activity IDs are assigned in the Appointment Wizard. See Creating Activity Appointments and Job Appointments (page
114) for more information.

Setting Up Technicians

Technicians must be set up before they can be assigned service work.

¢ Setting Up the Technicians (page 53)

¢ Assigning Skill Sets to Technicians (page 54)

® Assigning Labor Plans to Technicians (page 54)

¢ Assigning Shifts to Technicians (page 55)

* Viewing Technician Activities (page 55)

® Assigning Service Areas to Technicians (page 55)

® Assigning Technicians to Multiple Branches (page 56)

Setting Up the Technicians

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Technicians.
2. Complete the following fields, as necessary.

Technician ID

Unassigned is a default technician ID and cannot be deleted.

Inactive

Mark this checkbox to inactivate the technician. Inactive technicians cannot be assigned to new service
calls and will not appear on most lookup lists. They only display in Technician Setup and the Source
Technician lookup in Technician Mass Reassignment (Microsoft Dynamics GP > Tools > Utilities > Service
Management > Tech Reassignment). You can reactivate a technician at any time.

Employee ID or Vendor ID

Link the technician to either an employee ID or a vendor ID. Select the appropriate radio button and enter
the corresponding ID. If you have not yet set up the employee or vendor in Microsoft Dynamics GP, you
can zoom on the Employee ID or Vendor ID field to do so. An employee ID can only be associated with one
Technician ID. If neither the Employee ID or Vendor ID is selected, the Technician ID is saved as the
Technician Long Name.

Primary Skill Level

When creating appointments, the system checks the technician's primary skill level against the skill level
required to perform the task. You are still able to schedule the appointment if the skill levels do not
match.

Technician Team

Used with Schedule.

Extended Hours

If you are using the Advanced Scheduling modules, enter the amount of time a technician can work
beyond each daily shift. For example, if a technician is assigned to a 7 a.m. - 3 p.m. shift (8 hours) and has
two hours of extended time, you can assign the technician to service call appointments for a total of 10
hours. The extended hours can occur at the beginning and/or end of the technician's shift. If an
appointment's estimated time exceeds the technician's extended hours, you will receive a message. You
can password-protect scheduling a technician past the extended hours.

Refrigerant Certification #

Enter the certification number required to work on refrigeration systems, as specified under Section 608
of the Clean Air Act.
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¢ Branch Name
If you are using global filtering, enter branch information. The Affiliate, Region, and Branch fields are
filled in based on the branch name selected; these fields are not editable. For information on assigning
multiple branches, see Assigning Technicians to Multiple Branches (page 56).
3. Additional setup options are available via buttons in this window:
o Skill Set - see Assigning Skill Sets to Technicians (page 54).
® Labor Plan - see Assigning Labor Plans to Technicians (page 54).
Shifts - see Assigning Shifts to Technicians (page 55).
* Activities - see Viewing Technician Activities (page 55).
* Service Areas - see Assigning Service Areas to Technicians (page 55).
Inventory Sites - This is used with MobileTech. This determines what inventory sites will be synchronized
to the technician's device. Typically, each technician is assigned to a site that equates to their truck.
4. Select Save.

Assigning Skill Sets to Technicians

You can set up a detailed description of a technician's skills, which is useful when scheduling. The information can be
viewed by zooming on the Technician ID field.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Technicians.
2. Select a technician and select the Skill Set button in the Technician Setup window.
3. Enter a Skill Set ID, then complete the following fields as necessary:
* System
Use the lookup to make a selection. You cannot enter information that does not exist in the lookup data.
See Setting Up System, Major, Sub 1-4 (page 183).
¢ Major
Use the lookup to make a selection. You cannot enter information that does not exist in the lookup data.
¢ Certification Agency, Date Last Certified, Date Certification Expires, and License Number
Mark the Certified checkbox if the technician is certified, and use these fields to describe the
certification.
4. Select Save to return to the Technician Setup window.

For skill level setup information, see Setting Up Skill Levels (page 52).

Assigning Labor Plans to Technicians

You can forecast a technician's available monthly labor hours in the Technician Labor Plan window. This availability
information is necessary when scheduling a technician throughout the year. In addition, this information is used with
the Labor Loading module.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Technicians.
2. Select a technician and select the Labor Plan button in the Technician Setup window.
3. Enter a Year or select one using the lookup window.
4. Enter the estimated time you want this technician to spend in each category for each month:
* Burden Hours are non-billable hours.
Billable Hours are hours for non-maintenance contract-related service calls.
MCC Hours are hours for available computer-generated maintenance contracts.
* MC Hours are maintenance contract-related hours.
5. Select Save to return to the Technician Setup window.
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Assigning Shifts to Technicians

Once shifts are set up, you can assign one or more shifts to a technician. You would use more than one shift if the
technician's working schedule temporarily changes, for example, from days to nights. To be scheduled, the technician
must be assigned to a shift.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Technicians.

2. Select a technician and select the Shifts button.

3. Use the lookup in the Shift ID field to select an existing shift, then fill in the following fields on the line:

¢ Start Date and End Date
Enter a Start Date and End Date to specify when the technician will be working the shift. Start and end
dates are required for all non-default shifts. When service call appointments are assigned, the system
uses these dates to determine which shift the technician is working.

¢ Default
It is required that you specify a default shift by marking the Default checkbox next to the shift most
commonly used by the technician. The default shift has no start date, and the end date defaults to
12/31/9999 and cannot be changed. The system automatically uses the default shift unless an
appointment date falls within the start and end dates of another shift.

4. Edit shifts if necessary. To edit a line in the scrolling window, you must delete the line and then re-enter it. To
delete a shift, select the line in the scrolling window and select Remove Shift. If the technician has been assigned
to service appointments that no longer fall within the remaining shift(s), the Technician Shift Exception report
prints, showing those service calls and appointments. You can either adjust the shifts and appointments, or you
can assign the service appointments to a different technician. You can also print the Technician Shift Exception
report by choosing the printer button in the Technician Shift Setup window.

5. Select OK to return to the Technician Setup window.

6. Select Save.

If you make a mistake and want to delete a partial line entry in the scrolling window, right-click and select
Delete Row.

For shift setup information, see Setting Up Technician Shifts (page 56).

Viewing Technician Activities
An activity is time not available for service calls, such as meetings, training, or vacation.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Technicians.

2. Select a technician and select the Activities button in the Technician Setup window to open the Technician
Activity Inquiry window.

3. Select OK.

For activity ID setup information, see Setting Up Technician Activity IDs (page 52).

Assigning Service Areas to Technicians

Service areas define customer locations classified by geographical area. The technician entered in the first line is
considered the primary technician. The technician entered in the second line is considered the secondary technician.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Technicians.
2. Select a technician and select the Service Area button.
3. The Service Area Setup window opens. See Setting Up Service Areas (page 52) for information about this window.
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Assigning Technicians to Multiple Branches

You can assign a technician to multiple branches. This is handy for technicians who work in more than one area, and for
dispatchers who need to schedule that work. In addition, you can designate a home branch for technicians. This branch
would be used to schedule PTO, training, and other miscellaneous activities if using activity scheduling. If Global
Filtering is enabled, and a user has access to only one branch, he/she can still access, for example, all appointments for
a technician on the Technician Board. However, that user cannot zoom on that appointment if it is for a branch to which
he/she does not have access.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Technicians.

2. Select a Technician.

3. In the Branch Name field, select the expansion button. The Technician Branch Setup window opens.

4. Select a Branch Name. The affiliate and region fill automatically. To add all branches, affiliates, and/or regions,
mark the appropriate checkboxes. You can select Add All for only one, or more. For example, if you select an
affiliate, and then mark the Add All checkboxes for region and branch, the technician will be added to every
branch and region for that affiliate.

5. Select Add to add the branch(es).

For branch setup information, see Setting Up Branches (page 46).

Setting Up Technician Shifts

Shifts are used to determine when a technician is available for scheduling service work. You set up standard shifts and
then assign them to technicians. A technician must have an assigned shift for the system to schedule appointments for
that technician. Technician shifts are part of the Advanced Scheduling modules.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Shifts.

2. Zoom on the Shift ID field.

3. Enter a Shift ID and Description.

4. Enter the workable hours by double-clicking the day of the week in the lower half of the Shift Setup window. You
can enter the Starting Time and Ending Time in the Shift Daily Setup window. The system figures a technician's
availability based on the shift hours entered, service appointments, activity appointments, and the technician's
extended hours. The system does not recognize when a shift extends for longer than one day. If a shift crosses
midnight, you must set up two shifts. For example, if a shift starts at 11:00 p.m. and ends the next day at 7:00
a.m., you would have to set up a shift for 11:00 p.m. - 11:59 p.m. and a second shift from 12:01 a.m. - 7:00 a.m.

e A12:00 a.m. time entry is the equivalent of zero. We recommend you do not have the starting time or
ending time set to 12:00 a.m., as illustrated in the previous example. The system allows you to make
the ending time of one shift the same as the starting time of the next shift. Also, you should make the
available blocks of time as large as possible. If you split a day into two shifts, 8:00 a.m. - 12:00 p.m. and
1:00 p.m. - 5:00, the system would not be able to schedule a call longer than four hours, since that is the
largest block of time available. If the technician could work through lunch, create the shift from 8:00
a.m.-5:00 p.m.

¢ To edit a shift, double-click the shift to open the Shift Daily Setup window. See Assigning shifts to
technicians (page 55) for information on assigning to technicians.

Setting Up Technician Teams

You can group technicians into teams in the Technician Team Setup window. For example, if your service work is
grouped as residential and commercial, you could have a Residential and a Commercial technician team. Having
technician teams is useful for reporting purposes as well as with Schedule.
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1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Teams.
2. Enter the technician team name.
3. Select Save.

Setting Up the Service User-Defined Field Lookup Window

In the Service Call window, both User-Defined fields have a lookup window. You may have labeled the fields in the
previous section. See Labeling Service Call User-Defined Fields (page 41).

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Service > User Defined 1.
2. Enter a label.
3. Select Save.

Repeat this procedure for User Defined 2.

Setting Up Trouble Codes

You can assign a trouble code to a task in the Service Call Tasks window. Trouble codes provide another way of tracking
types of service problems. Code numbers track what the problem was and how it was corrected. Tracking trouble codes
can help determine how often you service a customer for the same problem, perhaps indicating the need for a
maintenance contract agreement.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Service > Trouble Codes.
2. Enter a Trouble Code.

3. Type a description in the Description field.

4, Select Save.

Setting Up Vehicles

Technicians can be assigned to a specific vehicle in Signature. Schedule and Signature Telematics use this information
when using the Mapping feature.

To set up the vehicle complete the following steps:

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Vehicles.
2. Complete the following fields:
* Vehicle ID
Enter the company vehicle ID.
* Technician ID
Select the Technician ID who will be assigned to the vehicle.
¢ Vehicle ID Number (VIN)
Enter the VIN number. If you are using Signature Telematics, this VIN number must match the number set
up at fleet.wennsoft.com®.
¢ Description
Enter a description of the vehicle.
* Vehicle Status
Enter the status of the vehicle.
3. If the vehicle is no longer active, mark the Inactive checkbox.
4. Select Save.

8. http://fleet.wennsoft.com
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Setting up Technicians for Double-Booking

When an appointment conflict occurs, you can resolve that appointment by allowing double booking. First, you set the
option at the global level. Next, you assign the privilege by technician at the technician level. You can also automatically
allow double-booking for all technicians.

Global Setting

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Module Setup > Service Options. The Service
Options window opens.

2. Mark the Allow Technician Double Booking checkbox.

3. Select OK.

4. Select Yes or No to the question asking if you want to enable double-booking for ALL technicians.

Per Technician Setting

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Technicians > Technicians.
The Technician Setup window opens.

2. Select a technician.

3. Mark the Allow Technician Double Booking checkbox.

4. Select Save. Set up double-booking for additional technicians, as needed.

Setup for Non-Invoice Module Users

You need to complete this section only if you are not using the Service Management Invoice module. If you are using the
Service Management Invoice module, skip this section.

Creating a Price Matrix

The Price Matrix field in the Location window is a required field. Price matrices are set up as part of the Invoice module.
Since you will not be performing the Invoice module setup, you need to create a blank price matrix.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Invoice Setup > Pricing Matrix.
2. Enter "Preferred" in the Pricing Matrix Name field.

3. Enter "P" in the Pricing Code field.

4. Select Save.

Creating a Labor Rate Group

The Labor Rate Group field in the Location window is a required field. Labor rate groups are set up as part of the Invoice
module. Since you will not be doing the Invoice module setup, you need to create a blank labor rate group.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Invoice Setup > Labor Rates.
2. Enter "Preferred" in the Labor Rate Group Name field.

3. Use the lookup windows to select a Position and Pay Code.

4. Select Save.
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Setting Up Salesperson Records

Salesperson records are established through the Salesperson Maintenance window. You can track commissions for the
calendar and fiscal years and keep a detailed history of sales and commissions paid to each salesperson. Service
Management adds a method of calculating commissions. A Service Call Percentage field is added to the Salesperson
Maintenance window. The service call percentage determines a salesperson's commission based on the gross profit of a
service call. The commission amount is used only on the Service Management Commission reports. The two Microsoft
Dynamics GP methods of calculating commission percentages are based on the total sales and on the invoice total.

1. Create a salesperson record by choosing Cards > Sales > Salesperson. Complete the Salesperson Maintenance
window. For further information, refer to the Microsoft Dynamics GP System Manager User Manual.

2. Make an entry in the Service Call Percentage field to reflect the commission percentage based on gross profit to
be paid to the sales person.

3. Select Save.

Salesperson commissions based on gross profit are not included in the Accounts Receivable transaction. There
is no automatic posting of commissions to the Payables Management or Payroll modules.

Setting Up and Using Document Management

The Document Management feature allows users to attach bitmap (.BMP) files to records. The bitmap images can be
saved with the record and viewed by selecting the attached image button. The button shows a paper clip if the record
does not have documents attached. When documents are attached, the button shows a paper clip attached to a piece
of paper. You can also set up the default document storage location option so that when users add an attachment, the
storage location radio button defaults to what you've selected in the Document Storage Setup window. See Setting Up
the Default Document Storage Location (Optional) (page 61).

Files must be physically located on the device used to attach the file. For example, if you are using OneDrive to
store your images, you will need to download the image to your computer or phone before you can attach this
to a service call.

@ Theoptional Advanced Document Management (page 160) module allows users to:

¢ Attach files of various formats including four-character file extensions
(e.g.,.DOC, .BMP, .XLS, .TIF, .WAV) to Service Management and Job Cost records.

¢ Use Microsoft Azure cloud storage as a storage option instead of Copy File, Attach File, or Copy to
Database.

* You can link to Microsoft Office SharePoint documents. Users do this by copying and pasting the link to
a SharePoint document within the attachment. Attachments can be saved with the record and viewed
using the attached image icon. The icon displays a paperclip if a record does not have documents
attached. When documents are attached, the icon displays a paperclip attached to a piece of paper. For
purchasing information, contact WennSoft Sales.

Setting Up Physically Stored Document Attachments (page 60)

Setting Up Server Stored Document Attachments (page 60)

Setting Up the Default Document Storage Location (Optional) (page 61)
e Using Document Management (page 62)
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Setting Up Physically Stored Document Attachments

The ability to physically store attachments in a user-defined location has been added to Service Management for a
select number of attachments. In Service Management, attachments are added by choosing the paper clip icon. This
method of attaching documents is the same method introduced in Microsoft Dynamics GP 2013. MobileTech reports are
added automatically when generated.

a For document attachments to be written to a physical file location, WRITE permission must be given to the
folder(s) where the attachments will be copied for all users who will be attaching files.

To set up the additional Document Attachment Management Setup window:

1. Go to Microsoft Dynamics GP > Tools > Setup > Company > Document Attachment Setup.
2. Mark Allow Document Attachments.
3. Select Additional, and then select:
¢ Service Management Attachments
Enter the file locations where the attachments should be saved for each of the attachment areas.
¢ Equipment Management Attachments
Enter the file locations where the attachments should be saved for each of the attachment areas.
4, Select OK.

Setting Up Server Stored Document Attachments

Setting up document management involves creating an attachments folder and mapping the attachments folder to the
server. For information on setting up physically stored Service Management attachments, see Setting Up Physically
Stored Document Attachments (page 60).

Create the Attachments Folders

Complete the following steps to create a \docs folder and then sub-folders to hold your attachments.

a Before performing this procedure, make sure no one is logged into Microsoft Dynamics GP or Service
Management or Job Cost.

To create the Attachments folders:

1. Create a |docs folder under the \Microsoft Dynamics GP folder on the shared server. The attachments folders
must be created on the shared server so everyone can access the attachments.
2. Create the following folders under \docs:
¢ Service Management

* \appointments

e \calls

e \contract

e \customer

* \equip

* \equtype

¢ \location

e \mastercontract

e \model
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* \quote
e \subloc

e Job Cost
* \changeOd
¢ \costcode
e \forecast
e \job
* \project
e \subctr

¢ TimeTrack
¢ \timetrack

Map the Attachments Folder to the Server
Add the following line to the DEX.INI file on each client workstation:
WS_DocRoot=H:\GP\docs (mustend in backslash)

¢ where His a shared mapped drive
¢ where GP is the name of the Microsoft Dynamics GP folder on the shared SQL server
¢ where docs is a folder in the Microsoft Dynamics GP folder

Map the Temporary Folder Location
You must specify a temporary folder to be used when viewing attachments that were copied to the database.

Add the following line to the DEX.INI file on each client workstation:
WS_TempDir=C:\temp (mustend inbackslash)

¢ where Cis the local drive
¢ where temp is the name of the folder that will hold the attachments

Update the Next Document Number (Optional)

If you have multiple companies that are using document attachments, the "Copy File" method saves attachments for all
companies to the same shared location. You will receive an error when saving an attachment if the next document
number that defaults has already been used by another company.

You can set the next document number to be different for each company by updating the WSDOCS field in the WSSEQ
table. The maximum document attachment number is 2,147,843,648; determine how you want to divide this number
based on the number of companies you have.

For example, if you have three companies, you may select to start Company A with the next number of 1, but perform the
following two SQL actions to update the next number for the other two companies: Company B: UPDATE WSSEQ SET
WSDOCS = 715947882 Company C: UPDATE WSSEQ SET WSDOCS = 1431895766

Setting Up the Default Document Storage Location (Optional)

You can set a default document storage location in the Document Storage Setup window to default the location
selected when users add an attachment. Without this setup, users must select the location in the Document
Maintenance window. This window is accessible to power users only.
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When Copy File, Attach File, or Copy To Database is set as the default storage location, this option is marked for your
users in the Document Maintenance window when uploading an attachment, however, users can select a different
option if needed.

To see the default storage location:

1. Go to the Document Storage Setup window in Service Management settings (Service Management > Module
Setup > Document Storage Setup) or Job Cost settings (Job Cost > Job Cost Settings > Document Storage
Setup).

2. In the Default Storage Location section, select one of the following options:

¢ Copy File

® Attach File

* Copy To Database

* Cloud Storage: This option requires the Advanced Document Management (page 160).
3. Select Save.

Using Document Management

Attaching a Document

1. Select the Attachment image button for the appropriate field.

2. The Document List window opens.

3. Select Add to open the Document Maintenance window.

4. The Document ID, Customer, and Type fields default from the previous window.

5. Select the storage location for the attachment.

* Copy File
Saves the file to the directory specified in your pathname setup. The file name is automatically generated
by Service Management and appears in the non-editable Document ID field in the upper portion of the
window. The complete filename will contain the appropriate format extension.
¢ AttachFile
Saves the path to the file. You will use less hard disk space by attaching the file, but risk losing the path if
the file is ever moved.
* Copy to Database
* Copying the file to a Microsoft SQL database offers a more secure connection to the documents
and makes the documents easier to manage. When selecting the file to attach to the appointment,
in the Source Documentation section select Copy To Database.
* Copy to Database is the only option available if you are attaching a file when using the Web Client.
You can only view an attached file if it has been saved to the Microsoft SQL database.
¢ Cloud Storage
This saves the file to the Azure Cloud.
This option must be set up in the Documentation Storage Setup window before you can store
attachments. See Setting Up Azure Cloud Storage (page 160). This option is available if you have purchased
the Advanced Document Management license.

6. Enter a Description for the file. The description is displayed in the Document List window.

7. The system date displays in the Date field.

8. In the Source Document section, click Select Files to open the file browser window to locate the file(s) to be
attached. If you are using Cloud Storage, you can select more than one file. Select Open in the file browser
window.

9. For Cloud Storage, the files you selected are displayed in the WennSoft Cloud Storage window.

a. You can edit the Date and Description fields in this window for each file.
b. Select the Upload Files button to upload the files to the cloud storage.
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10. If using any of the other storage methods, after you’ve selected the file to attach, select Save in the Document
Maintenance window.

11. Close the Document Maintenance window to return to the Document List window. Your attachment appears in
the scrolling window.

Viewing an Attached Document

1. Select the attached image button to open the Document List window.
2. Select the document in the scrolling window and select Display to view the attachment.

Editing an Attached Document

1. Select the attached image button to open the Document List window.

2. Select the document in the scrolling window and select Display.

3. Edit the document.

4. Save the document with a new name by choosing _File > Save As >_ \[new document name\].
5. Re-attach the document.

Deleting an Attached Document

1. Select the attached image button to open the Document List window.
2. Select the document in the scrolling window and select Ediit.
3. In the Document Maintenance window, select Delete.

Using the Service Manager Window

The Service Manager window is the central window in Service Management. Because it is used to navigate to all major
windows, it is considered the primary entry point into Service Management. Select Cards > Service Management >
Service Manager.

A Stop-and-Go Light that indicates a customer's accounts receivable status is displayed in this window, as well as
indicators of maintenance contracts, global filtering, master contracts, service level agreements, maintenance contract
quotes, and overdue preventive maintenance service calls. For more information on the Stop-and-Go Light indicator,

see Use Stop-and-Go Light with Receivables Status (page 25).

For more information regarding other indicators, see Symbols, Buttons, and Indicators (page 2).

Select the Notes icon to the right of the Customer ID, Location Address ID, Contract Number, Equipment ID, and Job
Number fields to view, edit, add, and delete notes. See Adding Notes in Service Management (page 142).

You can use the Service Manager window to locate records, view a customer's status, and navigate to the Customer,
Location, Equipment, Maintenance Contract, Contract Quote, and Service Call windows.

Use the Go To button from the Navigation ribbon to quickly access the customer's branch, master contract, quote, and
location contacts.

See also:

¢ Viewing the Service Manager Inquiry Window (page 64)
¢ Using the Add Service Customer Window (page 64)

¢ Locating Records (page 65)

* Viewing a Customer's Status (page 66)
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¢ Viewing Location Status (page 67)
¢ Viewing Recent Service Calls (page 67)
¢ Viewing Jobs Associated With the Service Location (page 67)

Viewing the Service Manager Inquiry Window

Use the Service Manager Inquiry window for a read-only view of service call information.

1. Select Inquiry > Service Management > Service Manager.
2. Enter the Customer ID or use the lookup.
3. The following fields auto-populate:
® Checkboxes:
¢ Hold
* Inactive
* Temporary
® Customer Name
® Location Address ID
® Location Name
® Address 1
* Address 2
e City
* State
® ZIP Code
* Contractl
® Phonel
4. Enter a Contract ID, if necessary.
5. After entering the contract ID, the following fields auto-populate, if available:
® Checkboxes:
¢ Hold
® Canceled
® Contract Type
® EquipmentID
¢ Sublocation ID
6. lcons on this window provide access to additional inquiry windows:
e Summary: A Stop-and-Go Light that indicates a customer's accounts receivable status. Select the icon to
open the Customer Payment Summary Inquiry window.
® Branch: Select to open the Global Filter View window.
® History: Select to view the Service Call Lookup by Customer window. Click on a service call and then click
Select to open the Service Call Inquiry window.

Using the Add Service Customer Window

The Add Service Customer window is available to limited and full users to quickly add a new service customer with the
essential data needed to create a service call. Users can only add or edit the quick add service customer record.

1. To access the window, go to Cards > Service Manager.
2. In the Service Manager window select Additional > Quick Add Customer.

If the Service Manager window currently has customer information displayed, select the Clear button in
the Add Service Customer window.

3. Complete the following fields, as necessary:
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* CustomerID
If you chose to automatically generate customer IDs, this field will populate automatically.

Microsoft Dynamics GP does not support the use of an apostrophe (') in the customer ID.

* Name
The Name defaults into the Short Name and Statement Name fields, which you can edit. See descriptions
for those fields below.

* ClassID
When you assign the customer to a class, several default entries appear in this window. If a service class
was assigned to the customer class, default service information also appears.

¢ Address ID, Location Name, Address fields
Enter an address ID and name for the primary location, then fill in the address fields.

* Contact Person, Phone
Enter the contact information and phone number for the customer's primary location. The Contact
Person 2 field may be disabled depending on setup options.

¢ Primary Technician
The primary technician for the primary location will be the default entry in the Service Call window's
Technician ID field. The Primary Technician expansion button opens the Location Technicians window,
where you can assign a technician to each skill level at this location. This function is used with the tasking
feature in the Maintenance Contract module.

¢ Tax Schedule ID
The customer's tax schedule is used to calculate taxes for a Delivery.

* Labor Rate Group
The labor rate establishes the billing amount for your technician's work at the location.

* Price Matrix
Pricing matrices are used to calculate the billing amount for inventory, equipment, materials, and all
other costs except labor. The Price Matrix field shows the markup charged for the customer location.

* Division
Enter a division for all service calls at this location.

If MobileTech is registered, the division is required.

¢ Time Zone, Description
Select a time zone and the description defaults. This field is enabled if the Enable Time Zone Views
checkbox is marked in Service Options.

4. If you are using global filtering and have access to multiple branches, select the Branch icon to open the Branch
Setup window. In this window, assign the customer to a branch. Select Save to return to the Add Service
Customer window.

5. Select Save to save the customer record to close the Add Service Customer window. The information you
entered displays in the Service Manager window.

Locating Records

You can search for a customer and location record using the lookup window in any of the following fields: Customer ID,
Customer Name, Location Address ID, Location Name, Address 1, ZIP Code/Postal Code, and Contract Number.

If you don't know the customer ID, you can enter a partial ID and then use the lookup window to search for a record. If
you are using global filtering, the Customer ID window contains a drop-down list with the choices: User Profile, Global,
and any branch names you have created. It defaults to the same setting as is specified for the global filter list in the
Service Manager window.
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If you are searching for a customer using the lookup in the Customer Name field and you receive a message that the
customer does not belong to this branch, use the lookup in the Location Name field to search for the customer and
location. This message displays if the customer's branch does not match the user profile branch.

When you type an entry in the Customer ID field if you do not have a branch selected in your user profile or in the
Service Manager window, the primary location for that customer displays.

To perform a search in the Phone 1 field, you must enter the customer's exact phone number 1, phone number 2, or fax
number and then either select the attached phone button or tab off the field. If the phone 2 or fax number is typed in
the Phone 1 field, the corresponding customer and location record will display with the Phone 1 field displayed
appropriately.

The Service Manager window has several informational display-only fields: Customer Status, Address 2, City, State,
Contact 1, Contract Status, and Contract Type. Changes to these fields must be made in either the Customer, Location,
or Maintenance Contract windows.

Using the Find Button

You can search for a service call, a customer record by equipment, or an invoice using the Find button in the Service
Manager window, Service Call window, Dispatch Board, or Technician Board.

Finding a Service Call

1. Enter the service call ID. The Find window defaults with the Service Call radio button selected in the Find
Options field and the date portion of the service call ID already entered in the Find field.
2. Select Find.

Finding a Customer by Equipment

1. Select the Equipment radio button, and use the Find By drop-down list to select an equipment-related field.

2. Enter the equipment information in the Find field. You can enter the first characters of the field if you can't recall
the complete equipment information.

3. Select Find. A lookup window opens with the record that most closely matches the value entered.

4. Select the Select button to display the customer record in the Service Manager window.

Finding an Invoice or Credit Memo

1. Select the Invoice radio button.

2. Enter the invoice or credit memo number in the Find field.

3. Select Find. If you enter a service invoice number, the Service Invoice window or Posted Service Invoice window
opens where you can view the billing information. If you enter a maintenance invoice number, the Maintenance
Contract window opens. You can select the Billing button in the Maintenance Contract window to open the
Billing Schedule window where you can view the billing information.

Viewing a Customer's Status

When a customer is selected in the Service Manager window, the customer's status displays to indicate if the customer
is on hold, inactive, or marked as a temporary customer.
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Viewing the Customer Accounts Receivable Status

To view transaction information for a customer, you can zoom on the Amount field in the Microsoft Dynamics GP
Customer Payment Summary Inquiry window to open the Microsoft Dynamics GP Receivables Transaction Inquiry
window.

As a default, the red light indicates a balance 61 days or more past due or indicates the customer has a hold or inactive
status. The yellow light indicates a 31- to 60-day past due balance, and the green light indicates the customer is current.
You can modify the defaults by changing the Microsoft Dynamics GP accounts receivables aging categories (Microsoft
Dynamics GP > Tools > Setup > Sales > Receivables).

Viewing Location Status

If a location has been marked inactive in the Location window, the Inactive check box is marked.

Viewing Recent Service Calls

The Service Manager window also allows you to view the most recent service calls for a customer location or contract.
This is useful if you want information about the most recent service calls, but you do not want to browse through the
service calls in the lookup window to find the correct ones.

When a customer and location are selected, the Service Manager window displays the most recent X number of service
calls related to the selected customer location or contract, where X is the number of recent service calls specified in
setup.

If a contract is selected, the most recent X number of service calls for that contract display.

You can use the expansion button to view details of the recent service calls, or double-click on a call to open the Service
Call window and view more information.

Viewing Jobs Associated With the Service Location

Use the Jobs At Service Location window to view jobs associated with the service location selected on the Service
Manager window. The Jobs At Service Location window defaults to display active jobs. You can change this view to
display all, active, inactive, or closed jobs by selecting the View drop-down above the scrolling window.

Examples of how this window may be used:

e Acustomer requests service, and the dispatcher identifies it as part of an ongoing job at the location.

¢ Another customer seeks service for a newly installed component; the dispatcher verifies the recent installation
and sends the original technician.

e Foran emergency service call, the dispatcher notes a technician is already present for a separate task and
redirects them to address the emergency.

To access the Jobs At Service Location window:

1. Go to Service Management > Service Manager.

2. On the Service Manager window, select the customer and location. The Jobs indicator ﬁ. is displayed if the
service location has an associated job.
3. Select the Jobs indicator to open the Jobs At Service Location window. The window displays the following
information:
¢ Job Number
e Description
® Project Manager
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Division

Status

Last Appointment Date
Appointment Number
Appointment Description

4.You can view additional information for each job:

Click on a job and choose Select to open the Job Maintenance window with the job auto-populating.
Right-click on a job to view the context menu. The available options may vary depending on the job. For
example, the Open Job Appointments option won’t display on the menu if the job has no appointments.
* Open Job Maintenance: Opens the Job Maintenance window with the selected job auto-
populated. For more information, see Job Maintenance’.
* Open Job Status: Opens the Job Status window with the selected job auto-populated. For more
information, see Job Status™.
* Open Job Appointments: Opens the Appointments window with the select job’s appointment
information auto-populated. Additional appointments are displayed in the Appointment View
section. See Scheduling Job Appointments™.

Setting Up Service Classes

Service classes can be used to organize service information for customers of similar type. A service class is assigned to a
customer class. When a new customer is added to Service Management and assigned a customer class, the associated
service class information populates the Customer Maintenance, Customer, and Location windows. The default service
information will only be applied to new customers and their primary location.

To add service class information, you must have security access to the alternate Customer Class Setup,
Customer Maintenance, and Customer Address Maintenance windows.

1. Select Microsoft Dynamics GP > Tools > Setup > Sales > Customer Class > Service Class.
2. Complete the following fields, as necessary.

Set Location Name to

Select a default primary location name for customers in this class. When you add a new customer record,
the Location Name field in the Customer Maintenance window will be completed, depending on your
selection.

No Default

The Location Name field will not contain a default entry.

Address Code

The address ID is used as the location name.

Customer Name

The customer name is used as the location name.

Default

The text entered in the Default field is used as the location name.

Service Area

When a service area is entered, first and second technician IDs that have been assigned to the area
(Service Area Setup window) default into the Primary Technician and Secondary Technician fields.
Primary Technician, Secondary Technician

Identify the primary and secondary technicians for the customer's primary location.

9. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595837566/Job+Maintenance
10. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595839145/Job+Status
11. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595837935/Scheduling+Job+Appointments
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* Labor Rate Group
The labor rate establishes the billing amount for your technician's work at the location.
* Price Matrix
Pricing matrices are used to calculate the billing amount for inventory, equipment, materials, and all
other costs except labor. The Price Matrix field shows the markup charged for the customer location.
* Division
Select a division for all service calls at the customer's primary location. This division will be the default
entry in the Service Call window.
® Priority
Enter a single alphanumeric character as the priority for all service calls at the customer's primary
location. 1 is the highest priority; None, the lowest. This priority will be the default entry in the Service
Call window.
¢ Purchase Order Required
Mark this checkbox if a P.O. number is required for service calls at the customer's primary location. If this
checkbox is marked, the Customer P.O. Number field in the Service Call window becomes a required field
for calls of types other than MC or MCC.
* Service Level ID
If you are using service level agreements, select a service level ID for all calls at the customer's primary
location. The guaranteed times for each service call, except MCC calls, will be calculated. This default
service level will be used to calculate guaranteed response times for calls that do not have a service level
agreement assigned to them through a maintenance contract.
* Time Zone
If the Enable Time Zone Views checkbox in the Service Options setup window is marked, the Time Zone
field is enabled. Select a time zone, and the description defaults.
¢ User-defined
You may have labeled these fields during setup. See Labeling Customer User-Defined Fields (page 40)
and Labeling Location User-Defined Fields (page 41). If you chose to validate the first and second user-
defined fields in the Location window during setup, lookup windows will be attached to the fields and
users will be prompted before adding to the lookup data. See Choosing Service Options (page 24).
3. Select OK to close the Service Class Setup window.
4. In the Customer Class Setup window, select Save to save the customer class and service class information. You
will be asked if you want to roll down changes to customers in the class. If you select Yes, only Microsoft
Dynamics GP customer class information will be rolled down; service class information will not be rolled down.

Printing the Service Class List

The Service Class List displays all information for each service class. You can print the list for all service classes or a
range of service classes.

1. Select Reports > Service Management > General > Service Class List.

2. Select to print the list for all service classes or a range of service classes.
3. If printing a range, enter the range in the From and To fields.

4. Select Print.

Using Global Filters

Most companies, large and small, have branch offices throughout the world. Service
Management tracks all customers no matter where they're located. Users, however, at
times may not want to see all the company's customers. They may only be concerned with a
subset of the total customers. Using global filtering, users can be set up to view a subset of
the company's customers.
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For instance, a dispatcher may want to see only customers in the state of Washington, whereas a sales manager may
need to see the entire west coast. Or maybe each of your branches has its own dispatcher during the day, but at night,
you want to direct all service calls through one central or night dispatcher. Global Filtering is an optional module that
must be purchased separately. Contact WennSoft Sales for more information.

Setting Up Global Filtering

Mark the Use Global Records Identification Filters checkbox in the Service Options window (Microsoft Dynamics GP >
Tools > Setup > Service Management > Module Setup > Service Options) to activate global filtering. See Choosing Service

Options (page 24).

Assign the user to a branch (Microsoft Dynamics GP > Tools > Setup > Service Management > System Administration > User
Profile). Use the lookup button to select a branch name in the User Profile window. The selected user will now only see
customers assigned to the selected branch name. In a hierarchical fashion, global filtering uses affiliates, regions, and
branch names to group customers. For instance, the branch Milwaukee, Wisconsin, could belong to the affiliate "USA,"
the region "Central" and the branch name "MKE." See Setting Up Security (page 21) for additional User Profile window
setup procedures.

Using Global Filtering
Once users are set up to use global filtering, you must assign customers and locations to branches.

1. When you add a customer, you are prompted to assign the customer to a branch. Zoom on the Branch indicator
to do this. When assigning a customer to a branch, you can make the customer global by marking the Global
Customer checkbox. Though assigned to a branch, global customers are seen across all branches. You can assign
temporary customers to branches. To assign a location to a branch, zoom on the Branch indicator in the
Location window.

2. Use the drop-down list to filter branches. You can filter branches in the Service Manager, Location, Maintenance
Tasking, and Maintenance Invoicing windows. The drop-down list always contains User Profile as a global filter.
User Profile represents the branch preferences chosen in the User Profile window for each user. For example, if a
user was limited to the North and East branches as part of her user profile, then only three branches appear in
the drop-down list: User Profile, North, and East. If no global filters were chosen as part of the user profile, then
all branches and User Profile are available in the drop-down list.

3. [If you marked the Use Global Record Identification Filters checkbox in the Service Options window, you can
mark the Use Postal Code Assignment checkbox in the same window. If you're using the postal code
assignment feature, new customers will automatically be assigned to a branch based on the customer's postal
code. In the Postal Codes Setup window (Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup
Setup > General > Postal Codes), enter a postal code in the Postal Code field. Select Yes to add a new postal code.
Then complete the Branch field. If you add a new customer with this postal code, the customer is automatically
assigned to the appropriate branch.

Working With Customer Records

You can manage your customers through an easily accessible database that tracks names, addresses, and user-defined
customer information. Customer records are created in Service Management using the Customer Maintenance window.
When the information in the Customer Maintenance window is saved, Service Management's Customer and Location
windows are updated. There are also Microsoft Dynamics GP versions of these windows, and many fields are shared
between the Service Management and Microsoft Dynamics GP windows. Changing information on the Service
Management Customer or Location windows changes the corresponding fields on the Microsoft Dynamics GP windows
and vice versa.
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To create a customer record in Service Management, you must have security access to the alternate Customer
Maintenance, Customer Address Maintenance, and Customer Class Setup windows.

¢ Creating Customer Records (page 71)
* Creating Service Management Customers (page 73)

Creating Customer Records

1. Select Cards > Service Management > Service Manager.
2. Select Additional > Customer.
3. Complete the following fields, as necessary.
¢ CustomerID
If you chose to automatically generate customer IDs, this field will populate automatically. Microsoft
Dynamics GP does not support the use of an apostrophe (') in the customer ID.
* Hold
If you place a customer on hold, you can still create service calls and invoices, but you will receive a
reminder message before the Service Call and Service Invoice windows open. You are still able to receive
payments from a customer on hold, and contracts for that customer are still included in maintenance
invoicing and revenue recognition. IMPORTANT: Placing a customer on hold will change the Stop-and-Go
Light indicator to red. Depending on your setup, users may not be able to create a new service call for
customers who are on hold. See Using Stop-and-Go Light with Receivables Status and Authorize specific
users to add new calls for customer hold in Choosing Service Options (page 24).
¢ Inactive
Marking a customer as inactive will not affect the customer's file. The Stop-and-Go Light for the customer
record will be red. When marked in the Customer Record, the Inactive check box displays as marked in
the Service Manager and Maintenance Contract windows. When a customer has been marked inactive,
the following restrictions occur:
* New service calls cannot be created.
* New contracts cannot be created.
* New master contracts cannot be created.
* Existing master contracts cannot be renewed.
* Temporary
This checkbox is marked if you chose the Use Temporary Customers option in the Service Options
window.
¢ Name
The Name defaults into the Short Name and Statement Name fields, which you can edit. See descriptions
for those fields below.
¢ Short Name
The short name is used when the Name is too long. Short names may appear on reports and may be used
as a sorting option for reports.
* Corporate Customer ID
This field is enabled only if you marked the Use Corporate Customer ID checkbox in the Service Options
window.
¢ Parent Customer ID
This field is used if the customer belongs to a national account.
¢ Statement Name
The statement name prints on statements.
* ClassID
When you assign the customer to a class, several default entries appear in the Customer Maintenance
Options and Customer Account Maintenance windows. If a service class was assigned to the customer
class, default service information also appears. If you are using global filtering and have access to
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multiple branches, the Branch Setup window opens when you tab off this field. In this window, assign the
customer to a branch. See Using Global Filters (page 69). If you marked the Use Postal Code Assignment
checkbox in the Service Options window, the customer will be automatically assigned to a branch based
on the postal code.

Salesperson ID, Territory ID

Enter a salesperson and territory for the customer.

User-Defined 1, User-Defined 2

User-defined information is used in Microsoft Dynamics GP. It is not shared with Service Management.
UPS Zone, Shipping Method, Tax Schedule ID

The shipping method is used for tax calculations. The customer's tax schedule is used to calculate taxes
for a Delivery; the tax schedule assigned to your company (Company Setup) is used if the shipping
method is Pickup.

Comment 1, Comment 2

Comments appear on the Customer Setup List and in the Customer Inquiry window.

Trade Discount, Payment Terms

Enter a percentage for the customer's trade discount and select the terms of payment.

Discount Grace Period, Due Date Grace Period

Enter the length of the grace period for the trade discount and payment due date.

Price Level

Select a price level for the customer.

Priority

Enter a single alphanumeric character as the priority for the customer. 1 is the highest priority; None, the
lowest. You can allocate sales items by priority.

Contact Person, Phone, Fax

Enter contact information and numbers for the customer's primary location. If you chose not to show
contact fields in the Location window during setup, the Contact Person 2 field will be disabled.
Address ID, Location Name, Address fields

Enter an address ID and name for the primary location, then fill in the address fields. This address ID
appears as the default entry in the Ship To, Bill To, and Statement To fields.

Ship To, Bill To, Statement To

Select address IDs for sending this customer's shipments, bills, and statements.

Service Area

Enter the service area in which the location is found. The first and second technician IDs that have been
assigned to the area (Service Area Setup window) default into the Primary Technician and Secondary
Technician fields.

Primary Technician, Secondary Technician

The primary technician for the primary location will be the default entry in the Service Call window's
Technician ID field. The Primary Technician expansion button opens the Location Technicians window,
where you can assign a technician to each skill level at this location. This function is used with the tasking
feature in the Maintenance Contract module.

Labor Rate Group

The labor rate establishes the billing amount for your technician's work at the location.

Price Matrix

Pricing matrices are used to calculate the billing amount for inventory, equipment, materials, and all
other costs except labor. The Price Matrix field shows the markup charged for the customer location.
Division, Service Call Priority

Enter a division and priority for all service calls at this location. 1 is the highest priority; None, the lowest.
These will be the default values in the Service Call window. If MobileTech is registered, the division is
required and must be assigned at the customer location level. See Creating location records (page 85) for
information on entering customer locations.

Purchase Order Required

Mark this checkbox if a P.O. number is required for service calls at this location. If this checkbox is
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marked, the Customer P.O. Number field in the Service Call window becomes a required field for calls of
types other than MC or MCC.
* Service Level ID
If you are using service level agreements, select a service level ID for all calls at this location. The
guaranteed times for each service call, except MCC calls, will be calculated. This default service level will
be used to calculate guaranteed response times for calls that do not have a service level agreement
assigned to them through a maintenance contract.
* Time Zone
This field is enabled if the Enable Time Zone Views checkbox is marked in Service Options. Select a time
zone and the description defaults.
¢ Ship Complete Documents
Mark this checkbox if the customer does not accept partial shipments of Sales Order Processing
documents.
4. Select Save on the Customer Maintenance window.
5. If you are using the Contact Management feature, complete the steps in Creating a Contact (page 78) before
creating location records.

You can use the Customer button to open the Signature Customer window, where you can add Service Management
customer user-defined information.

You can use the Location button to open the Location window, where you can create multiple location records for the
customer, as well as add location user-defined information. For more information, see Creating location records (page
85).

If you create a location record by zooming on the Address ID field on the Customer
Maintenance window, the location record will be incomplete in Service Management.
You should create Service Management location records using the Add button in the
Location window.

You can use the Accounts button to view or edit the posting accounts assigned to this customer. You can use the Options
button to view or enter additional credit, payment, and history options for this customer.

Creating Service Management Customers

1. After setting up the customer in the Customer Maintenance window, select Save and then select Customer.
2. The following fields auto-populate from the Customer Maintenance window:
e Customer ID (including notes and attachments)
* Name
e Address D
¢ Address Information
e Contact Person 1/Contact Person 2/Fax
® Salesperson ID
¢ BillToID
¢ Hold/Inactive/Temporary checkboxes
® Customer Payment Summary Icon
® Branch Icon
3. Additional fields that you can set up are:
e USER-DEFINED lookup fields
® Customer UDF 1 Lookup
® Customer UDF 2 Lookup
e USER-DEFINED fields
4. See Writing Off a Trailing Purchase Price Variance (page 175) for more information on the Write-Off fields.
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5. Mark to Disable Field Invoicing in MobileTech for this customer. If marked, a MobileTech technician cannot
create a field invoice for the customer. The Disable Field Invoicing checkbox displays if Field Invoicing and Field
Payments are registered, and UseFieldInvoicing is set to true in the MobileTech setup options.

6. Select Save

Using Temporary Customers

Temporary customers can be set up in Service Management without permanently adding them to the Receivables
Management customer database. For example, you may wish to set up a customer for service pending credit approval.
Later, when the credit is approved, the customer ID easily can become part of your permanent customer file.

You can enter service calls, equipment IDs, and contracts for temporary customers. However, you are not able to enter
financial-related data, such as invoices in the Service Management or transactions in Receivables Management.

Using the Temporary Customer feature involves the following:

Back Up Files

We recommend you back up all files that store a customer ID. These files are identified on the following table and will be
updated with the permanent customer ID.

Physical Table 0S Name

SV_Equipment_Replacement_Parts_MSTR SV000182
SV_Contract_Quicksearch SV00053
SV_Customer_Quicksearch SV00054
SV_Equipment_Quicksearch SV00055
SV_Note_MSTR SV000805
SV_Customer_MSTR SV00100
SV_Customer_Contact_MSTR SV00160
SV_Location_MSTR SV00200
SV_Location_Contact_MSTR SV00205
SV_Location_Technicians_MSTR SV00215
SV_Service_MSTR SV00300

74



Physical Table 0S Name

SV_Service_Technician_WORK

SV_Service_Assigned_Equipment_MSTR

SV_Equipment_MSTR

SV_Quote_Equipment_MSTR

SV_Equipment_Meter_MSTR

SV_Plant_MSTR

SV_Maint_MSTR

SV_Maint_HIST

SV_Quote_MSTR

SV_Contract_Detail_Summary

SV_Contract_Billing_HIST

SV_Contract_Revenue_Method2_HIST

SV_Contract_Revenue_Method2_MSTR

SV_Contract_Billing_MSTR

SV_Revenue_Recognition_Summary

SV_Contract_Task_Comment

SV_Maint_Escalation_MSTR

SV_Maint_Escalation_HIST

SV_Maint_Service_HDR
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SV00351

Sv00387

SV00400

SV00402

SV00430

SV00460

Sv00500

SV00501

SV00502

SV00505

SV00507

SV00508

SV00509

SV00510

SV00514

SV00531

SV00533

SV00534

SV00537



Physical Table 0S Name

SV_Quote_Task_List_MSTR SV00544
SV_Quote_Task_MSTR SV00545
SV_Quote_Task_Subtasks_MSTR SV00546
SV_Revenue_Recognition_WORK SV00547
SV_Quote_Task_Schedule SV00548
SV_Maint_Annual_MSTR SV00550
SV_Maint_Billing_Note_MSTR SV00567
SV_Contract_Contact_MSTR SV00575
SV_Contract_Task_List_MSTR SV00581
SV_Contract_Task_MSTR SV00582
SV_Contract_Task_Sub_Task_MSTR SV00583
SV_Contract_Task_Schedule SV00585
SV_Overdue_PM_MSTR SV00598
SV_Contract_Financial_MSTR SV00640
SV_Master_Contract-MSTR SV00650
SV_Customer_Contract_Detail SV00660
SV_User_Preference_MSTR SV00910
SV_RDC_Audit_Trail SV02001
SV_Broadcast_Warehouse_MSTR SV333333
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Physical Table 0S Name

SV_Document_MSTR SVDOCMST

Mark the Temporary Customer Setup Option

Mark the Use Temporary Customers checkbox in the Service Options window (Microsoft Dynamics GP > Tools > Setup >
Service Management > Module Setup > Service Options).

¢ All new customers that are added through Service Management or Receivables Management are
marked as temporary in Service Management until you complete the customer renumber procedure.

® You can't use the customer auto-numbering feature with temporary customers. For more information,
see the section Temporary Customers and Auto Numbering (page 31).

Enter Data for Temporary Customers

You can enter service calls for temporary customers just as you would for permanent customers. However, you won't be
able to enter invoices for the service calls when you change the status to Closed and save the call.

In addition, you won't be able to select service calls for temporary customers in any of the transaction entry windows in
the Sales series, or in the Payables Transaction Entry window, the Inventory Transaction Entry window, or the Payroll
Transaction Entry window.

Change Customer IDs

When you have received approval to change the status of the customer from temporary to permanent, you can do so
using the Change Customer IDs window.

1. Select File > Maintenance > Service Management > Change Customer IDs. All temporary customers display in the
Temporary ID column.

2. Assign permanent customer IDs by entering a new customer ID in the Permanent ID column. The permanent ID
must be different than the temporary ID.

3. Select Process. The Change Customer ID Audit report prints when the process is complete. The report contains
the customer IDs that were changed, the files (tables) that were affected, and the number of records (or rows) in
each file that were searched and changed.

Using Contact Management

Contact Management allows you to assign contacts to a specific location and/or contract, in addition to, or instead of,
Contact Person 1 and Contact Person 2. For example, you may want to have contact information for the building
manager, janitor, office manager, or receptionist for each customer location. You can assign unlimited phone numbers
to each contact record. Depending on your Contact Management setup, you can add a contact from the Service Call
window.
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Setting Up Contact Management

Enabling Contact Management
To use Contact Management, you need to enable in Service Management Service Options.

1. In Microsoft Dynamics, go to Microsoft Dynamics GP > Tools >Setup > Service Management > Module Setup >
Service Options.
2. Mark Use Contact Management.
3. Mark the following options as needed:
¢ Show Location Contact Fields
Mark to display the Contact fields on the Service Call window.
¢ Use Contact Call Sequence Numbers
The Use Contact Call Sequence Numbers checkbox is used when assigning local contacts using the
Contact button from the Maintenance Contract window. If you mark this checkbox, you can prioritize
numerous local phone numbers attached to the same maintenance contract.
¢ Auto Create Location Contact on Service Call
Mark to automatically save the Location Contact information entered in the Service Call window to
Contact Management as a local contact.
4. Select OK.

Enabling Agency Contacts Addition on User Profile

To allow users to be able to add an Agency Contact, you will need to enable this option on their User Profile. Thisis a
per-user setting. If this option isn't marked, users can create Location Contacts. Agency contacts can be assigned to any
number of contracts or locations, for example, within a fire or police department. Local contacts are specific to one
location.

1. In Microsoft Dynamics, go to Microsoft Dynamics GP > Tools >Setup > Service Management > System Administration
> User Profile.

2. Enter the system password.

3. Select the user.

4. In the Allow section, mark Agency Contacts Addition.

5. Select Save.

Creating a Contact

This feature allows you to assign contacts for that location or contract, For example, you may want to have contact
information for the building manager, janitor, office manager, or receptionist for each customer location. You can
assign unlimited phone numbers to each contact record.

Creating a Contact From the Service Call Window

You can add a local contact from the Service Call window if you have Use Contact Management and Auto Create
Location Contact on Service Call marked in Service Options. See Setting Up Contact Management (page 78).

1. Select Cards > Service Management > Service Manager.
2. Select a customer and then select New Call.
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3. In the Caller Name field, use the lookup to select an existing contact, or you can also enter the caller name
(whole, partial, or new).
If you enter:

* An existing local contact, the Telephone Number and Email Address will populate once you tab off the
Contact Name field.

* A partial match for a name and tab off the field, the Service Contact Management window opens and
displays a list of contacts that contains the characters entered. Double-click the contact in the list that
displays or select New Contact to open the Location Contact Setup - Local window to add a new contact.
Complete the fields as needed and then select Save to return to the Service Call window. The contact will
be saved as a master contact. For field information, see the following section.

¢ A contact name that is not in the master contact table, as soon as you tab off the Contact Name field, the
Location Contact Setup - Local window opens. Complete the fields as needed and then select Save to
return to the Service Call window. The contact will be saved as a master contact. For field information,
see the following section.

4. Complete the rest of the Service Call window.

Creating a Contact From Contact Management
To create a contact:

1. Select Cards > Service Management > Contact Management or you can access the Contact Management window
from the Service Manager window by selecting the Go To button from the navigation ribbon and then selecting
Location Contacts. When you access the Contact Management window from the Service Manager window, the
displayed contacts are automatically filtered by the customer and location from the Service Manager window.

2. In the Service Contact Management window, you can search to see if the contact already exists.

3. To create a new contact, select the New Contact button on the toolbar to open the Contact Setup window. Any
information that you entered in the previous window will default into the Contact Setup window.

4, Select the Contact Type:

* Agency
Agency contacts can be assigned to any number of contracts or locations, for example, within a fire or
police department.

* Local
Local contacts are specific to one location. You can create a local contact from this window; however,
keep in mind that you cannot attach a local contact to a location or maintenance contract from the
Contact Setup window. We recommend that you create local contacts at the location and contract record
levels.

5. Enter the following information:

* Contact Name
Enter the contact name.
* Primary Telephone
Enter the contact's primary telephone number.
* Phone Type
Select the phone type. See Labeling Contact User-Defined Fields (page 43).
* Contact Organization
Enter the contact organization.
¢ Address, City, State, ZIP Code
Enter the address information.
¢ Default Role Type
Select the role type from the lookup window.
¢ Email Address
Enter the contact’s email address.
¢ PIN Number/Customer Portal Report Folder
No longer in use.
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e USER-DEFINED
Enter any user-defined information.
¢ Quick Note
Use the Quick Note window to enter notes and other information. Unlike attached notes created with the
notepad button, a quick note is always visible in the Contact Setup window.
6. Select Save.

Buttons on This Window

* Find
Select Find to open the Service Contact Management window where you can use the lookup fields to locate the
contact. See Searching for an Existing Contact (page 80).
* Location
Select Location to view locations the contact is assigned to. If this is a new contact, no locations will be assigned.
¢ Contract
Select Contract to view maintenance contracts the contact is assigned to. If this is a new contact, no contracts
will be assigned to it.
* Group
This button is used with Customer Connect.
® Mass Assign
Select Mass Assign to open the Mass Assign Contacts window. You can mass assign or unassign the contact to
locations and/or contracts. See Assigning Contacts to Locations (page 81).
* Print
Select Print to open the Print Contact List window. You can print all contacts or a range of contacts and can
select from the following reports:
e Summary - Prints the basic contact information including the name and address.
¢ Detail - Prints all of the contact information including the name, address, phone information, and email
address.
¢ Labels (2 column) - Prints the contact address information in a two-column label format.
¢ Labels (3 column) - Prints the contact address information in a three-column label format.

Searching for an Existing Contact

Use the Service Contact window to search for existing contacts. From this window, you can view contact information,
phone numbers, locations that a contact is assigned to, as well as contracts that the contact is assigned to.

To search for an existing contact:

1. Select Cards > Service Management > Contact Management.
2. In the Service Contact Management window, select/enter criteria into any of the following fields:
* Contact Type
* Contact Name
® Phone
® Show All Phone Numbers
* Email Address
e City
e ZIP Code
® Customer
® Location
3. After you enter or select data, tab off the field, and the search is performed.
4. Mark Show All Phone Numbers to display all phone numbers assigned to a contact. When marked, the contact
and each phone number display on a separate line. An asterisk * displays next to the Primary phone number.
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5. The scrolling window at the bottom displays the search results and includes the following information:
¢ Contact Name
* Phone Number
* Phone Type
* Email Address
* Role Type
* Address
¢ City
* State
* Zip
¢ Contact Type
6. You can right-click on a line and select the following from the context menu:
* View Contact
Opens the Contact Setup window. You can edit the contact information. See Creating a Contact (page 78)
for field information.
* View Phone Numbers
Opens the Contact Phone Numbers window. You can add/edit the phone numbers associated with the
contact. Mark the Primary Number checkbox to indicate the contact's primary phone number.
* View Contact Locations
Opens the Contact Locations window that displays the locations that the contact is assigned to.
* View Contact Contracts
Opens the Contact Contracts window that displays the contracts the customer is assigned to.
7. If the contact search does not provide you with an existing contact, you can create the contact by selecting the
New Contact button.

Buttons on This Window

¢ Clear All
Select this button to clear all the fields in this window.
¢ Clear Customer
Select this button to clear the Customer field. Any search results related to the Customer field will also be
cleared.
¢ Redisplay
Select this button to redisplay the search results. Typically the results display after you've tabbed off a field.
* New Contact
Select this button to open the Contact Setup window. See Creating a Contact (page 78).

Assigning Contacts to Locations

You can assign existing agency and local contacts to a customer location. Agency contacts are contacts that are
common to multiple locations (e.g., fire and police department). Local contacts are contacts specific to one location.

® Mass Assigning or Unassigning Contacts to a Location (page 82)

® Assigning an Agency Contact to a Location (page 82)

* Assigning a Local Contact to a Location (page 82)

® Detaching an Agency Contact or a Local Contact From a Location (page 82)
* Adding Telephone Numbers to a Contact From a Location (page 83)
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Mass Assigning or Unassigning Contacts to a Location

In the Contact Setup window, you can use the Mass Assign button to assign or unassign the current contact to one or
more locations. You can also assign the contact to one or more contracts.

To mass assign to locations:

O oo

. Select Cards > Service Management > Contact Management.
. In the Service Contact Management window, search to find the existing contact.
. Double-click the contact name in the results list or right-click and select View Contact to open the Contact Setup

window.

. In the Contact Setup window, select Mass Assign.

. In the Mass Assign Contacts window, select Locations from the Assign to drop-down.

. Use the Customer and Location filters as needed to narrow the display results and then select Redisplay.

. The scrolling window displays the customer locations/contracts. If a location/contract already is marked, the

contact is already assigned to that location/contract.

. Use the Mark All/Unmark All buttons in the menu bar or individually mark/unmark the Assigned checkboxes.
. Select Process to assign the contact to the marked locations or contracts or to unassign the contact if you've

removed the checkmark.

Assigning an Agency Contact to a Location

o b~ wnN

. Select Cards > Service Management > Service Manager.

. Select a customer and zoom on the Location Address ID field.

. Select Contacts.

. Select Attach Agency.

. In the Agency Contact window, enter filter criteria in the Postal Code and/or Role Type fields. The postal code

defaults from the Location window.

. Select an agency contact and then click Select or double-click an agency contact in the scrolling window to

attach it to the location. To detach an agency contact from a location, double-click the contact in the Location
Contacts scrolling window. Select the Detach button in the Contact Agency View window. See Creating a
Contact (page 78) for instructions on creating agency contacts.

Assigning a Local Contact to a Location

1.

()]

Select Cards > Service Management > Service Manager.

2. Select a customer and zoom on the Location Address ID field. The Location window opens.
3.
4. Select Add Local. The Service Contact Management window opens with the customer ID defaulting into the

Select the Contacts button. The Location Contacts window opens.

Customer filter field. You can enter additional filter criteria if needed to narrow the displayed contacts.

. If the local contact does not exist in the system, select the New Contact window. See Creating a Contact (page 78).
. Otherwise, right-click on the contact name that displays in the scrolling window and select Add Contact or

double-click the contact name.

. The Service Contact Management window closes and the contact is added to the Location Contacts window.

Detaching an Agency Contact or a Local Contact From a Location

When unassigning a contact from a location, if the contact is also assigned to the location, you have the option to also
remove the contact from the location contract(s).

1.

Select Cards > Service Management > Service Manager.
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2. Select a customer and zoom on the Location Address ID field. The Location window opens.
3. Select the Contacts button. The Location Contacts window opens.
4. Select a contact and then select Detach from the menu bar.
5. Select Detach to confirm that you want to remove the contact.
6. If the location contact is also assigned to location contracts, you will be asked if you want to remove the contact
from any associated location contracts.
a. Select Detach to remove the contract contact.
b. Select Cancel to only remove the contact from the location.

Adding Telephone Numbers to a Contact From a Location

You can add more than one telephone number to a contact.

=

. Select Cards > Service Management > Service Manager.

. Select a customer and zoom on the Location Address ID field. The Location window opens.
. Select the Contacts button. The Location Contacts window opens.

. Right-click an existing contact and select View Phone Numbers.

. In the Contact Phone Numbers window, enter the Number.

. Select the Type.

. If the new number is the Primary phone number, mark the Primary Number checkbox.

. Enter any additional phone numbers.

. Select OK.
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Assigning Contacts to Maintenance Contracts

The contact management feature is used to track people in addition to, or instead of, the Location window's contact
person 1 and contact person 2. For instance, a company may need to track the building manager, janitor, office
manager, and receptionist for each of its customer locations. Each contact person could have unlimited phone numbers
attached to their contact record. If you marked the Use Contact Management checkbox during setup, the Contacts
button appears at the top of the Maintenance Contract window.

You can add agency and local contacts to the contract. Agency contacts are contacts that are common to multiple
locations (e.g., fire and police department). Local contacts are contacts specific to one location or maintenance
contract. For information on creating agency contacts, see the section Creating a Contact (page 78).

Mass Assigning or Unassigning Contacts to a Contract

In the Contact Setup window, you can use the Mass Assign button to assign or unassign the current contact to one or
more contracts. You can also assign the contact to one or more locations.

To mass assign to contracts:

1. Select Cards > Service Management > Contact Management.

2. In the Service Contact Management window, search to find the existing contact.

3. Double-click the contact name in the results list or right-click and select View Contact to open the Contact Setup
window.

. In the Contact Setup window, select Mass Assign.

. In the Mass Assign Contacts window, select Locations from the Assign to drop-down.

. Use the Customer and Location filters as needed to narrow the display results and then select Redisplay.

. The scrolling window displays the customer contracts. If a contract already is marked, the contact is currently
assigned to that location/contract.

8. Use the Mark All/Unmark All buttons in the menu bar or individually mark/unmark the Assigned checkboxes.
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9. Select Process to assign the contact to the marked contracts or to unassign the contact if you've removed the
checkmark.

Assigning an Agency Contact to a Contract
When you assign an agency contact to a contract, the contact is also added as a location contact.

1. Select Cards > Service Management > Service Manager.

2. Select a customer, select Additional, and then Contracts.

3. Select a contract and select Contacts.

4. Select Attach Agency.

5. In the Agency Contact window, enter filter criteria in the Postal Code and/or Role Type fields. The postal code
defaults from the Contract window.

6. Select an agency contact and then click Select or double-click an agency contact in the scrolling window to
attach it to the contract. For information on creating an agency contact, see Creating a Contact (page 78).

Assigning a Local Contact to a Contract
When you assign a local contact to a contract, the contact is also added as a location contact.

1. Select Cards > Service Management > Service Manager.

2. Select a customer, select Additional, and then Contracts.

3. Select a contract and select Contacts.

4. Select Add Local. The Service Contact Management window opens with the customer ID defaulting into the
Customer filter field. You can enter additional filter criteria if needed to narrow the displayed contacts.

5. If the local contact does not exist in the system, select the New Contact window. See Creating a Contact (page 78).

6. Otherwise, right-click on the contact name that displays in the scrolling window and select Add Contact or
double-click the contact name.

7. The Service Contact Management window closes and the contact is added to the Contract Contacts window.

Detaching an Agency Contact or a Local Contact From a Contract

When you detach a contact from a contract, the contact is still assigned as a location contact. If you detach a contact
from a location contact, you also have the option to detach the contact from any associated location contracts.

1. Select Cards > Service Management > Service Manager.

2. Select a customer, select Additional, and then Contracts.

3. Select a contract and select Contacts.

4, Select a contact and then select Detach from the menu bar.

5. Select Detach to confirm that you want to remove the contact.

Adding Telephone Numbers to a Contact From a Contract
You can add more than one telephone number to a contact.

1. Select Cards > Service Management > Service Manager.

2. Select a customer, select Additional, and then Contracts.

3. Select a contract and select Contacts.

4. Right-click an existing contact and select View Phone Numbers.

5. In the Contact Phone Numbers window, enter Number.

6. Select the Type.

7. If the new number is the Primary phone number, mark the Primary Number checkbox.
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8. Enter any additional phone numbers.
9. Select OK.

Deleting a Contact

You can delete a contact from the Contact Setup window. A contact that is assigned to a contract, location, and/or a
service call can be deleted. If you delete a contact that is on a service call, the Contact ID and Phone ID fields are cleared
on the call.

To delete a contact:

1. Select Cards > Service Management > Contact Management.
2. In the Service Contact Management window, search for the contact.
3. Double-click the contact from the search results.
4. In the Contact Setup window, select Delete. A check is performed to see if the contact is assigned to a location
and/or contract (in this order) and the delete confirmation window will indicate this:
e Customer location contact: Are you sure you wish to delete?
e Customer contract contact: Are you sure you wish to delete?
5. In the confirmation window, select Delete the contact or Cancel to select the Location or Contract button to see
what the contact is assigned to, if applicable.

Working With Location Records

Because a customer may have several locations, Service Management enables you to keep multiple location records for
each customer. Each customer site can be assigned its own service call records, equipment records, and maintenance
contract records.

On the Location window, you keep track of the location name, address, phone number, contacts, salesperson, preferred
technicians, and default labor and pricing rates. Many fields on this window are integrated with Microsoft Dynamics GP
Receivables Management; changing information in Service Management changes the corresponding fields in GP, and
vice versa.

Creating a Location Record

1. Select Cards > Service Management > Service Manager, and select a customer.

2.Zoom on the Location Address ID field, and select Add.

3. Complete the Customer Address Maintenance window. See the Microsoft Dynamics GP Receivables Management
Manual for more information. Select Save to return to the Location window. If you are using global filtering, the
branch you selected for the customer defaults to the new customer location record. Select the Branch indicator
on the Location window to select a different branch. See Using Global Filters (page 69).

4. Complete the following fields, as necessary.

¢ Address ID
Enter the Address ID for the new location. Microsoft Dynamics GP does not support the use of an
apostrophe (') in the Address ID.
* Noteicon
Select to open the Service Management Notes window to add or view notes attached to the Address ID.
¢ Attachmenticon
Select to open the Document List window to add or view files attached to the Address ID.
* World icon
Select to open the Internet Information window to enter internet-related information that you want to
track for the Address ID.
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¢ Location Name, Address fields
Enter the location and address information. To ensure that a search by address will be successful, we
recommend you enter the customer's street address in the Address 1 field and the suite or apartment
number in the Address 2 field.

* Inactive checkbox
Identifies that a location is inactive. When marked, the current location will not automatically display in
the location lookup window from the Service Manager window. Additionally, the Inactive check box
displays as marked in the Service Manager and Maintenance Contract windows. When a location has
been marked inactive, the following restrictions occur:

¢ New service calls (except for MC and MCC calls) cannot be created

* New contracts cannot be created.

* New master contracts cannot be created.

* Contracts cannot be renewed. If the location is associated with a contract linked to a master
contract, the linked contract (with the inactive location) will not be renewed but the other
contracts linked to the master contract can be renewed.

¢ Bill Only checkbox
Identifies that a location is primarily used for billing. When marked, the current location will not
automatically display in the location lookup window from the Service Manager window. The primary
purpose of the Inactive and Bill Only checkboxes is to reduce the number of locations displayed in the
location lookup window from Service Management. By default, the location lookup window does not
display the marked locations. The location lookup window does however contain two checkboxes that
allow the Inactive and Bill Only locations to be displayed.

¢ Certified Payroll checkbox
Mark this checkbox if the service calls created for this location involve certified payroll. You will have the
ability to unmark the Certified Payroll checkbox when you are creating a service call for this location.
See Certified Payroll* for more information.

¢ Salesperson ID
Enter a new or select an existing salesperson. If the salesperson for this location is not in the Microsoft
Dynamics GP records, you can add the record directly from this window.

¢ Master Tax Schedule
Select an existing schedule from the lookup. Tax schedules are created and maintained in Microsoft
Dynamics GP. You can zoom on the Master Tax Schedule field to view tax details.

* Service Area
Select the service area, and the first and second technician IDs default from the Service Area Setup
window into the Primary Technician and Secondary Technician fields.

¢ Primary Technician, Secondary Technician
These fields default from the service area. Zoom functionality opens the Technician Setup window,
where you can set up new technicians or edit existing information. The expansion button in the Primary
Technician field opens the Location Technicians window, where you can assign a technician to each skill
level at this location. This function is used with the tasking feature in the Maintenance Contract module.
When you create a service call for this location, the primary technician defaults to the Service Call
window's Technician ID field.

* Labor Rate Group
The labor rate establishes the billing amount for your technician's work at the location.

* Price Matrix
Pricing matrices are used to calculate the billing amount for inventory, equipment, materials, and all
other costs except labor. The Price Matrix field shows the markup charged for the customer location.

¢ User-Defined
The labels for these fields were defined during setup. See Labeling Location User-Defined Fields (page 41).
If lookup data was set up for the first and second Location user-defined fields, lookup windows are

12. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595845448/Certified+Payroll
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attached to these fields. Use the lookup to select an existing value. If you enter a new value, you will be
prompted to add it to the lookup data. See Choosing Service Options (page 24).

* Contact Person, Phone, Fax
To specify location contact information, contact information fields must be enabled on the Service
Options window. See Choosing Service Options (page 24).

* Local Tax
Select the Local Tax for this address, if applicable.

¢ Division, Service Call Priority
Enter a division and priority for all service calls at this location. 1 is the highest priority; None, the lowest.
These values will default on the Service Call window. If MobileTech is registered, the division is required
and must be assigned at the customer location level.

¢ Purchase Order Required
Mark this checkbox if a P.O. number is required for service calls at this location. If this checkbox is
marked, the Customer P.O. Number field in the Service Call window becomes a required field for all call
types other than MC or MCC.

* Service Level ID
This default service level will also be used to calculate guaranteed response times for calls that do not
have a service level agreement assigned to them through a maintenance contract.

* Time Zone
If the Enable Time Zone Views checkbox is marked on the Service Options setup window, the Time Zone
field is enabled. Select a time zone. The description defaults.

¢ Bill Customer, Bill Address
If you are using a third-party customer or a different location to bill service work that is performed at this
location, select the customer and/or location to bill. This information defaults onto the service call,
overwriting the Bill To address defined on the customer record.

* Write Off Amount Based On
Select what the write-off amount should be based on, PO Header or PO Line.

¢ Write Off Amount/Write Off Percent
Enter the amount and/or percentage to use for the write-off.

¢ Latitude, Longitude
Enter the data coordinates the following format: XXX.XXXXX (replacing each X with a numeric digit). You
also can enter a negative symbol.

5. Select Save.

Other Features of the Location Window

e |f you are using global filtering, the Branch indicator appears in the Location window. You can select the
indicator to open the Global Filter window to view the branch information or make changes. See Using Global
Filters (page 69).

e Ifthere is overdue scheduled preventive maintenance, the Overdue indicator displays in the Location window.
You can zoom on the indicator to open the Overdue PMs window and view the list of overdue preventive
maintenance service calls. You can double-click a call to open the Service Call window with the selected call
displayed.

¢ You are also able to create service calls, equipment records, and maintenance contracts from the Location
window by choosing the appropriate button.

® You can select the Closed Contracts button to view contracts for this location that have been closed.
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Set up Sublocations for Barcoding

You can set up equipment sublocations for a customer location, and you can assign equipment to those sublocations.
By validating the sublocation of each equipment record, you can ensure they are the same throughout your
organization.

Step 1: Mark the Setup Option

1.
2.

Select Microsoft Dynamics GP > Tools > Setup > Service Management > Module Setup > Service Options.

Mark the Use Validation for Sublocations checkbox. This activates the Sublocations button in the Location
window, the lookup window, and the zoom feature in the Sublocation ID field. If the checkbox is not marked, you
can still enter information in the Sublocation ID field in the Equipment and Multi-Add Equipment windows, but
the lookup window and zoom features will be disabled. In addition, the Sublocations button in the Location
window will be disabled.

Step 2: Complete the Sublocation Maintenance Window
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. Select Cards > Service Management > Service Manager.

. Select a customer and zoom on the Location Address ID field.

. Select the Sublocations button.

. Enter a Sublocation ID and Description.

. Enter a Bar Code ID for the sublocation, if applicable. This may be used, for example, if a barcode is installed in

the door jamb of the sublocation for equipment that is physically attached to walls.

. Select Save when finished entering information. This sublocation can be assigned to additional equipment

records by using the Sublocation ID lookup button on either the Equipment or the Multi-Add Equipment
window. You can print the Sublocation List by choosing File > Print on the Sublocation Maintenance window.
This report contains a list of all the sublocations set up for the associated location ID and customer ID.

About Autopopulating Fields

The Address ID field in the Location window auto-populates. That is, if there is only one address ID in the lookup data
for a customer, the address information automatically fills in when the user opens the Location window. The Division
and Contract Number fields in the Service Call and Maintenance Contract windows also auto-populate. The contract
number auto-populates in the Service Call window when the call type is MC.

Buttons on This Window

Save: Select to save the location record.

Clear: Select to clear the location window without saving. If you've made any changes, you will not be prompted
to save.

Delete: Select to delete the record. A location cannot be deleted if the location is on a maintenance contract,
maintenance contract quote, service call, and/or service call invoice.

Add: Select to open the Customer Address Maintenance window to create a new Service Management location.
New Call: Select to create a new service call if the location or customer is not marked as inactive.

Contacts: Select to add contacts to the location.

88



Working With Equipment Records

With Service Management, you can track your customer's equipment with a complete equipment database for each
customer location. The equipment database tracks the manufacturer, type, model, serial number, and location of each
piece of equipment. Fields are also included on each record to keep track of the installation date, installer, and
warranty information. Each equipment record can contain user-defined fields, as well as notepad and document
management functionality. You can set up component records, which can be assigned to equipment records if you want
to track individual parts.

The equipment database allows you to monitor equipment warranty types and expiration dates, which helps you avoid
billing a customer for a service that is covered under warranty. Tracking equipment information can also help your
marketing efforts by identifying the recommended service or maintenance contract sales opportunities.

A Warranty indicator appears in several windows if equipment associated with a service call or maintenance call is
covered by a warranty. You associate equipment with a service call in the Service Call Tasks or Service Call Tasks
window. You associate equipment with a maintenance contract in the Contract Coverage Maintenance window. The
indicator appears in the Service Call, Service Invoice, Maintenance Costs, and Adjustments to Costs windows. If the date
in the Warranty Expires or Extended Warranty Expires field in the Equipment window is greater than the date the service
call was opened, the indicator appears.

Another feature for servicing and tracking equipment is refrigerant tracking. Organizations are required to report
annual refrigerant usage and track leak rates to the EPA (Environmental Protection Agency). If you work with a third-
party agency to manage or confirm refrigerant safety, reporting can be done through that agency.

Notes:

* When setting up an equipment record, we recommend that you enter data in as many fields as
possible. Detailed record keeping helps to fill report information more completely. It also helps when
using the Find button on the Service Manager window to locate a customer based on equipment
information.

® You can set up Equipment Types to save data entry time when creating new equipment records. Think
of equipment types as templates to be used when creating similar equipment records. When you create
a new equipment record, information from the equipment type template, including the task list if
associated with a maintenance contract, appears on the equipment record. See Setting Up Equipment

Types (page 48).

Creating an Equipment Record

1. To create a new Equipment Record, go to Cards > Sales > Customer.
2. In the Customer Maintenance window, select the customer.
3. Select the Location button.
4. In the Location window, select the Address ID.
5. Select the Equipment button.
6. In the Equipment Master window, complete the following fields, as necessary:
e Equipment ID
If you chose to auto-generate equipment IDs during setup, the ID will already be entered. See Choosing
Service Options (page 24).
¢ Equipment Description
Enter a description of the equipment. This description displays on the Contract Task Maintenance
window.
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¢ Building ID
Enter the building ID.

* Room

* Enter the room where the equipment is located.

¢ Suspend MCC Calls
This checkbox is used to temporarily suspend computer-generated maintenance (MCC) calls for the
equipment. For more information, see Suspending MCC calls.

¢ Retire/Inactive
Mark if the equipment is retired or inactive.

7. 0n the Main Fields tab, complete the following fields as necessary.

¢ Equipment Type
Use the lookup or manually enter an equipment type. Information from the equipment type template
appears on the equipment record. For information on setting up and using equipment types, equipment
type replacement parts, and maintenance tasks, see Setting Up Equipment Types (page 48).

¢ Manufacturer ID, Model Number, Serial Number
Some information in these fields may default from the equipment type template.

* Sublocation ID
To help technicians complete service calls more efficiently, you can direct them to a sublocation where
the equipment is located. If you marked the option during setup to use validation for sublocations, you
can use the lookup window, as well as the zoom feature in the Sublocation ID field.

¢ Installation Date
Enter the installation date.

¢ Installation By
Identify who installed the piece of equipment. You can use the lookup or add on-the-fly. See Setting Up
Installation Information (page 50).

¢ Warranty Expires
This date is automatically calculated based on the warranty days entered for the equipment type, if
applicable, once the Installation Date is entered or you can enter the month, day, and year of the
warranty's expiration.

¢ Extended Warranty
The Extended Warranty defaults from the equipment type, if applicable, or you can use the lookup to
select a different extended warranty or you can add-on-the fly. See Setting Up Extended Warranty
Types (page 50).

¢ Extended Warranty Expires
This date is automatically calculated based on the extended warranty days entered for the equipment
type, if applicable after the Installation Date is entered or you can enter the month, day, and year of the
extended warranty's expiration.

* Service Level ID
If you are using the service level agreement feature, you can assign a service level ID to the equipment.

¢ Contract Number
After the equipment is covered by a maintenance contract, you can zoom on this field to open the
Maintenance Contract window.

¢ Bar CodelID
Enter the bar code ID.

8. Select the Additional Fields tab to view or enter:

¢ Mark Automatic Leak Detection Installed if the equipment has this feature installed.

* User-defined information and view active user-defined information. The user-defined information
defaults from the equipment type, if applicable, or you can manually enter the information. See Setting
Up Equipment Types (page 48).

* Refrigerant Tracking fields. This information will default into the Refrigerant Tracking window for this
equipment.

* Optimal Charge (lbs)
* Refrigerant Type ID
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* Refrigerant Equipment Type
9. Select Save.

Buttons on this window

¢ Refrigerant Tracking
Select to open the Refrigerant Tracking window. For more information, see Refrigerant Tracking (page 98).

¢ Equipment Test Results
Select to open the Equipment Test Results window. For more information, see Service Equipment Testing (page
92).

® Meter Readings/Hours
Select to open the Meter Readings / Hours window. For more information, see Entering Equipment Meter
Readings (page 94).

® Service History
Select to open the Service History window. For more information, see Reviewing Service History (page 94).

¢ Replacement Parts
Select to open the Equipment Replacement Parts window. The replacement parts default from the equipment
type, if applicable, or you can use the lookup to select the Item Number. Any replacement parts that you've
added manually to the equipment record are not cleared out if you add or change the Equipment Type.

¢ Maintenance Tasks
Select to open the Maintenance Tasks window. This window opens if the equipment has a contract assigned.
This button displays if you've purchased the Maintenance Contract module. For more information,

see Reviewing Maintenance Tasks (page 95).
e New Call

Select to open the Service Call window with the Equipment ID automatically populated. For more information,
see Creating a Service Call Using the New Call button (page 100).

Editing an Equipment Record

1. To edit an existing Equipment Record, you can access the Equipment window in one of two ways:
¢ Select Cards > Service Management > Service Manager > Additional > Equipment. Select the equipment and
then select Edit.
® Select Cards > Sales > Customer > Location > Equipment. In the Equipment window, use the lookup to
select the equipment to be edited.
2. See the content above for Equipment Master field descriptions.
3. Select Save.

See also:

¢ Adding Components to Equipment Records (page 92)
* Service Equipment Testing (page 92)

® Entering Equipment Meter Readings (page 94)

* Reviewing Service History (page 94)

* Assigning Replacement Parts to Equipment (page 94)

® Reviewing Maintenance Tasks (page 95)

® Creating Equipment Records Using the Multi-Add Button (page 95)

® Creating Equipment Records Using the Copy Button (page 96)

¢ Automatically Adding Equipment Through Sales Order Processing (page 96)
® Retiring/Inactivating Equipment (page 97

¢ Refrigerant Tracking (page 98)
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Creating a Service Call Using the New Call button (page 100)

Adding Components to Equipment Records

Use component records when you need to service or track individual parts of a larger piece of equipment. Component
records are actual equipment records attached to a master equipment record.

1.

Select Cards > Service Management > Service Manager > Additional > Equipment. Select the equipment and then
select Edit.OR Select Cards > Sales > Customer > Location > Equipment.

. In the Equipment Master window, select Component.
. Enter the Component ID. If you chose to auto-generate equipment IDs during setup, the ID will automatically be

entered. See Choosing Service Options (page 24). The Component indicator appears for component records. The
master piece of equipment, or has-components record, appears in the Master Equipment ID field.

. Complete the Equipment Component window as you would the Equipment window. When you select the

Additional Fields tab to enter user-defined and view active user-defined information, the Component -
Additional Fields window opens. After saving the component record, you can zoom on the Master Equipment ID
field to open the master equipment record. The Has-Components indicator will display. Use the lookup in

the Number of Components field in the Equipment window to open the Equipment Components window,
where you can select from the component records. Component equipment records can be covered by a
maintenance contract. This contract can be different than the contract covering the master equipment record.

Buttons on This Window

¢ Meter Readings/Hours

Select to open the Meter Readings / Hours window. For more information, see Entering Equipment Meter
Readings (page 94).

Service History

Select to open the Service History window. For more information, see Reviewing Service History (page 94).
Replacement Parts

Select to open the Equipment Replacement Parts window. The replacement parts default from the equipment
type, if applicable, or you can use the lookup to select the Item Number. Any replacement parts that you've
added manually to the equipment record are not cleared out if you add or change the Equipment Type.
Maintenance Tasks

Select to open the Maintenance Tasks window. This window opens if the equipment has a contract assigned.
This button displays if you've purchased the Maintenance Contract module. For more information,

see Reviewing Maintenance Tasks (page 95).

New Call

Select to open the Service Call window with the Equipment ID automatically populated. For more information,
see Creating a Service Call Using the New Call button (page 100).

Service Equipment Testing

You can keep track of tests that are performed on service equipment, including the test

date,

test results, and the technician who performed the test. You can also enter the next

scheduled test date for a regular or recurring test, as well as set user-defined equipment
information to default from a previous test to save data entry time. In addition to the user-
defined results fields, when entering results for a scheduled test, you can mark the test

as Passed or Failed. This is useful if you want to create a SmartList to keep track of those
scheduled tests that require additional attention, such as tests that were failed or tests
that have not yet been completed as of the scheduled test date.
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e Setting Up Test Field Labels (page 93)
¢ Entering Equipment Test Results (page 93)
* Copying Equipment Test Results (page 93)

Setting Up Test Field Labels

To keep a record of test results, you must first define what the results of the test may include and set up the results field
labels accordingly. You define the date fields, checkbox fields, number fields, text fields, etc., that you want to appear
on the Equipment Test Results window for a given test. You can also define which fields hold static information that you
want to be saved from one instance of a test to the next.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > User-Defined Label Setup > Equipment Test.
The Equipment Test Labels Setup window opens.

2. Enter a Test Code and Description for the test.

3. For each of the available field label types, define the names of the fields that you want to make available for
entering the results of this test.

4. Mark the Save on Copy checkbox next to a field if you want the content that is entered in that field to be saved
when creating a new record by copying an existing one. This is useful if you are setting up a recurring test with
fields that will remain the same each time the test is done, for example, the installation or purchase date of the
equipment.

5. Select Save.

Entering Equipment Test Results

When entering test results, you mark whether the equipment has passed or failed and enter any additional information
in the custom results fields.

If you are performing a recurring test, you can copy the results from the last time this test was performed, to save data
entry time in creating a new record.

1. Select Cards > Service Management > Service Manager > Additional > Equipment. Select the equipment and then
select Edit. OR Select Cards > Sales > Customer > Location > Equipment.

2. In the Equipment Master window, select Equipment Test Results to open the Equipment Test Results window.
The customer ID, address ID, and equipment ID appear at the bottom of the window.

3. Select the Test Code, and the blank fields on the window fill with the user-defined field labels that were set up
for this test code.

4. Enter the Test Date and Technician. If this is a recurring test, enter the Next Scheduled Date that this test will
be performed for this equipment.

5. Mark the Passed or Failed radio button, and enter a custom Test Result description.

6. Complete the custom fields on this window, and select Save.

Copying Equipment Test Results

If you are creating a new test results record for a test that has previously been performed on this equipment, you may
want to copy information from the previous test. The test date, as well as any fields that are set up to be saved when the
record is copied, will default from the previous record into the new test results window.

1. Select Cards > Service Management > Service Manager > Additional > Equipment. Select the equipment and then
select Edit. OR Select Cards > Sales > Customer > Location > Equipment.

2. In the Equipment Master window, select Equipment Test Results. The Equipment Test Results window opens.

3. Select a Test Code, then use the lookup button next to the Test Date field to select the most recent existing test.

4. The selected test record opens in the Equipment Test Results window.
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5. Select Copy to create a new test record for this same customer, equipment, and test code. The Next Scheduled
Test Date from the previous record defaults as the Test Date for the new record. In addition, if the Save on
Copy option has been set up for any of the user-defined fields on this window, the information entered in those
fields for the previous record will automatically fill into the new test results window.

6. Complete the remaining fields, and select Save when you are done entering test results.

Entering Equipment Meter Readings

If you marked the Use Equipment Readings checkbox in the Service Options window, a Meter Readings/Hours button is
present in the Equipment window. Use this button to track information for a piece of equipment. In addition to the
Reading Date and Reading By fields, there are 25 user-defined fields. See Labeling Meter Readings/Hours User-Defined
Fields (page 42). If you have numerous unused user-defined fields, you may want to use Microsoft Dynamics GP Modifier
to change the layout of the Meter Readings/Hours window.

To enter an equipment reading:

1. Select Cards > Service Management > Service Manager > Additional > Equipment. Select the equipment and then
select Edit.OR Select Cards > Sales > Customer > Location > Equipment.

2. In the Equipment Master window, select Meter Readings/Hours.

3. Enter the Reading Date.

4. Enter a technician or use the lookup in the Reading By field to select a technician. If you enter a technician that
is not in the lookup list, the technician will not be added to the lookup list.

5. Enter additional information in the remaining 25 User-Defined fields.

6. Select Save. (Select the Clear button to clear all entries made in the fields and display the format of each user-
defined field.)

User-Defined Field Formats

e The first five fields can contain a number between 0 and 99,999,999.

Fields 6 through 15 can contain a number between 0.00 and 999999.99.

Fields 16 through 18 are date fields to enter the month, day, and year of user-defined information.
Fields 19 and 20 can contain a value from $0.00 to $999,999,999.99.

Fields 21 through 25 are text fields that can contain up to 30 alphanumeric characters or symbols.

Reviewing Service History
You can review service work performed on a piece of equipment in the Service History window.

1. Select Cards > Service Management > Service Manager > Additional > Equipment. Select the equipment and then
select Edit. OR Select Cards > Sales > Customer > Location > Equipment.

2. In the Equipment Master window, select Service History. The Service History window lists the service call
number, a service call description, call status, and the completed service work date. You can double-click a
service call to open the Service Call window and review, edit, or create service call information.

Assigning Replacement Parts to Equipment

You can assign suggested replacement parts to a specific piece of equipment in the Equipment Replacement Parts
window. You can view the master list of replacement parts for the equipment type by zooming in the Equipment Type
field in the Equipment window and choosing the Replacement Parts button. Replacement Parts are added to the
Equipment Type.
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1. Select Save to add the item to the scrolling window. To delete an item in the Equipment Replacement Parts
window, double-click the item to select it and select Delete. Select Cards > Service Management > Service
Manager > Additional > Equipment. Select the equipment and then select Edit. OR Select Cards > Sales > Customer
> Location > Equipment.

2. In the Equipment Master window, select the Replacement Parts button.

3. Use the lookup in the Item Number field to open the Microsoft Dynamics GP Items window where you can select
an item. If you are not sure of an item name, select the Find button in the Items window to search either by item
number, description, class ID, short description, or by generic name. The Open button in the Items window
opens the Microsoft Dynamics GP Item Maintenance window. In this window, you can add a replacement part
item to the Item list.

4. Enter the number of items needed for replacement in the Quantity field.

Reviewing Maintenance Tasks

If you've purchased the Maintenance Contract module, the Maintenance Tasks button will be present in the Equipment
window. If the equipment record in the Equipment window is attached to a maintenance contract, you can select this
button to open the Maintenance Tasks window where you can view tasks assigned to the equipment record. For more
information, see Maintenance Contracts (page 165).

Creating Equipment Records Using the Multi-Add Button

You can create multiple equipment records based on one existing record in the Equipment window. The multi-add
feature isn't available for equipment covered by a maintenance contract or for component equipment records.

1. Select Cards > Service Management > Service Manager > Additional > Equipment. Select the equipment and then

select Edit.
-OR-
Select Cards > Sales > Customer > Location > Equipment.

2. In the Equipment Master window, select Multi-Add.

3. Enter the new equipment record's ID in the first row of fields in the Multi-Add window. Select a Prefix, Starting
ID #, and Quantity.

4., Enter any additional information common to all the pieces of equipment. If you marked the Require Same
Equipment Type for Groups checkbox in the Service Options window, then the Equipment Type field defaults
from the current equipment record and cannot be edited. See Choosing Service Options (page 24) .

5. Select Create.

A Group indicator appears in the upper right corner of the Equipment window, indicating that this equipment record is
the lead item in a group of items. The Items in Group field indicates the number of items in the group.

To access a specific item in this group, select the lookup window in the Items in Group field and select the item in the
Equipment Group Items window. This opens the Equipment window with the individual item's unique ID as the
Equipment ID. Information specific to this item, such as the equipment serial number, can be added in this window.

When the Equipment window for a group item is open, the Group field appears. An Item indicator appears in the upper
right corner of the window, giving a visual cue that this piece of equipment is an item within a group.

In the Equipment lookup window, the field before the Equipment ID field displays a visual cue, indicating whether the
equipment record is a lead item in a group, a group item, a single item, or a component or has components.
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Creating Equipment Records Using the Copy Button

You can quickly create equipment records for items that are similar but not part of a group. The copy feature is not
available with component records.

If you copy a record that is the main item in a group, only the main group item copies.
Also, if you copy an equipment record that belongs to a maintenance contract, the
maintenance contract information will not copy. To make the new record part of the
maintenance contract, you must add it.

To copy equipment:

1.

Select Cards > Service Management > Service Manager > Additional > Equipment. Select the equipment and then
select Edit. OR Select Cards > Sales > Customer > Location > Equipment.

.In the Equipment Master window, select Copy.
.In the message window "Do you want to copy this equipment?", select Copy to continue or select Cancel to

return to the Equipment Master window.

. The Equipment ID field clears, but all other information remains. Enter a new equipment ID and make edits to

any fields as necessary.

. Select Save.

Automatically Adding Equipment Through Sales Order Processing

When a piece of equipment from inventory is sold to a customer using Microsoft Dynamics GP Sales Order Processing
(SOP), the inventory item can be automatically added to the Service Management customer location.

To automatically add equipment in Service Management, the following conditions must be met:

Service Management and Microsoft Dynamics GP SOP must be registered.

Customer and location records must exist in Service Management before equipment can be added to them.
The equipment auto numbering feature must be activated in Service Management.

The item must have an item type of Sales Inventory and must have an assigned equipment type.

If you are using Job Cost, the job location must exist in Service Management before equipment can be
automatically added to the job location.

Setting Up the Automatic Equipment Add Feature

Automatically adding equipment in Service Management requires that you:

Step 1: Activate the Equipment Auto Numbering Feature (page 96)
Step 2: Set Up the Item (page 97)

Step 1: Activate the Equipment Auto Numbering Feature

1.

Select Microsoft Dynamics GP > Tools > Setup > Service Management > Module Setup > Service Options.

2. Select the Auto Number button.

3.

Enter a starting number in the Equipment field.

4, Select Save.
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Step 2: Set Up the Item
The item must have an item type of Sales Inventory and must have an assigned equipment type.

1. Select Cards > Inventory > Item.

2. Select the item number and make sure Sales Inventory is entered in the Item Type field.

3. Select the Options button.

4. Use the lookup button in the Equipment Type field to assign a type to the piece of equipment.
5. Select OK.

6. Select Save.

Using the Automatic Equipment Add Feature
There are two ways to use SOP to automatically add equipment records to Service Management.

Enter and post an SOP transaction (Transactions > Sales > Sales Trx Entry). The equipment record will be added in
Service Management at the location specified in the Ship to Address ID field in the Sales Customer Detail Entry window
(Transactions > Sales > Sales Trx Entry > expansion button in Customer ID field).

-OR -

1. Enter a SOP transaction (Transactions > Sales > Sales Trx Entry).
2. Select the User-Defined button.
3. Assign the SOP transaction to a service call or job.
4. Post the transaction.
* The equipment record will be added to Service Management at the service call or job location.
* The transaction posting date becomes the equipment's installation date.
¢ The warranty and extended warranty date are calculated from the equipment's installation date.

Retiring/Inactivating Equipment

If you want to keep an equipment record for historical purposes while restricting its visibility to prevent it from being
assigned to a new contract or service call, you can retire or inactivate the equipment record.

You cannot retire or inactivate a record that is assigned to an open contract.

e Retiring an Equipment Record (page 97)
¢ Using an Inactive or Retired Equipment Record (page 98)
¢ Adding Inactive or Retired Equipment to a Service Call (page 98)

Retiring an Equipment Record

1. Select Cards > Service Management > Service Manager > Additional > Equipment. Select the equipment and then
select Edit. OR Select Cards > Sales > Customer > Location > Equipment.

2. In the Equipment Master window, mark the Retired/Inactive checkbox.

3. Select Save.
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Using an Inactive or Retired Equipment Record

By default, equipment records that are marked as inactive or retired will not appear in any equipment lookup or
contract coverage windows. If, however, you need to use an inactive record, for example, to create a new service call or
generate service call tasks, you can do so.

Adding Inactive or Retired Equipment to a Service Call

1. Select Cards > Service Management > Service Manager > Additional > Equipment. Select the equipment and then
select Edit. OR Select Cards > Sales > Customer > Location > Equipment.

2. In the Equipment Master window, mark the Retired/Inactive checkbox to display retired or inactive equipment
in the scrolling window. Highlight a record and select Select.

3. On the Service Manager window, the equipment you chose fills in the Equipment ID field. Select New Call to
create a service call with the selected equipment, and the following warning message appears: This equipment is
inactive/retired. Do you want to continue? Select Yes to create the service call with the retired/inactive equipment
or No to use a different equipment record. On the Service Call window, the Equipment ID field either fills or
clears. You can use the lookup button to select a different record from the Equipment window, or you can
manually enter an Equipment ID. If the equipment is retired or inactive, you receive the same message.

Refrigerant Tracking

Organizations are required to report annual refrigerant usage and track leak rates to the Environmental Protection
Agency (EPA). If you work with a third-party agency to manage or confirm refrigerant safety, reporting is done through
that agency. In Signature Service Management, refrigerant usage and leak information can be entered in the Refrigerant
Tracking window, accessed from the equipment record attached to the service call. The Leak Rate Analysis method is
set up in the Service Options window. See Choosing Service Options (page 24) for more information. For information on
setting up the lookup data, see Refrigerant Tracking Lookup Data (page 44).

Reports

e Refrigerant Tracking Leak Analysis™
¢ Refrigerant Tracking Report*
¢ Refrigerant Tracking List®

Tracking Refrigerant Usage and Leak Rates

Refrigerant tracking data is entered and tracked for equipment included on a service call. You can also print a report
that can be submitted to the appropriate agency for approval.

1. Select Cards > Service Management > Service Manager. The Service Manager window opens.

2. Select a customer and service call, and then select the Refrigerant Tracking button to open the Refrigerant
Tracking window. You can also zoom on the Equipment ID and open the Refrigerant Tracking window from the
equipment record. Several fields populate directly from the equipment record and/or service call. The Customer
ID/Name and Location/Name fields are display-only when accessing the Refrigerant Tracking window from the
Service Call window.

3. Complete the following refrigerant fields, as necessary.

13. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595843208/Refrigerant+Tracking+Leak+Analysis
14. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595843276/Refrigerant+Tracking+Report
15. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595843249/Refrigerant+Tracking+List
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Date of Service
Defaults to the service call date, however, this field can be edited.
Certification #
Enter the certification number required to work on refrigeration systems, as specified under Section 608
of the Clean Air Act.
Refrigerant Type
Use the lookup to select the type of refrigerant. Depending on the equipment, this can be one of several
primary types. Refer to the National Refrigeration Safety Code catalog for more information. This value
may default from the equipment record. The unit of measure for the selected refrigerant type, for
example, lbs., defaults next to the Optimal Charge, Refrigerant Added, and Refrigerant Recovered fields.
Supplied By
Enter the supplier information.
Cylinder Number
Enter the number of the refrigerant cylinder, and/or a short (30-character) description.
Circuit Number
Use the lookup to select the refrigerant circuit.
Void (checkbox)
If for some reason you need to void this record, mark this checkbox.
Leak Found, Leak Repaired, Repair Attempted
If a leak has been found, mark the appropriate checkbox to indicate general discovery and action taken.
Leak Repaired /[ Repair Attempted
After marking that a leak has been found, you are required to mark either Leak Repaired or Repair
Attempted.
Leak Location and Leak Sublocation
Use the lookups to select the general (e.g. Condenser, Compressor) and specific (e.g. Ball Valve, Coil)
areas where the leak has occurred.
Fault Code
Use the lookup to select the fault code that best describes the condition discovered, for example, a leaky
pipe or corrosion. If the condition does not adequately match one of the other values, select Other. You
must explain the fault if you select Other.
Action Code
Use the lookup to select the action code that best describes the steps taken to alleviate or fix the
problem.
Optimal Charge
Enter the optimal refrigerant charge necessary to maintain safe cooling levels. This is often a
manufacturer's initial value, and may default from the equipment record.
Ref. Equipment Type
Use the lookup to select the refrigerant equipment type. The pounds indicate the amount of refrigerant
the equipment can contain.
* 0-Not Applicable (default)
® 1- Commercial Refrigeration 50 to 500 pounds
® 2 - Commercial Refrigeration > 500 pounds
® 3-Industrial Process Refrigeration 50 to 500 pounds
® 4 -Industrial Process Refrigeration > 500 pounds
® 5- Comfort Cooling > 50 pounds
* 6—Mid-Size-Appliance 5to40-pounds{teakrate-notrequired}-This option has been removed to
comply with the EPA’s 2026 Refrigerant Tracking Reporting Requirements. This option is no longer
exempt in 2026. Equipment records that are currently using this option are permitted to continue
using it.
® 7-Small Appliance <15 pounds
® 8- Mid-Size Appliance 5 to 50 pounds
¢ 9- Commercial Refrigeration >= 1,500 pounds (GWP > 53)
¢ 10 - Industrial Process Refrigeration >= 1,500 pounds (GWP > 53)
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¢ Current/Max Leak Rate
If the current leak rate exceeds the maximum leak rate, an indicator icon displays to the right of the label.
¢ Recharged, Recovered, Recycled, Disposed, Accidentally Released
For each of these fields, enter the amounts of old refrigerant that is recharged, recovered, recycled,
disposed of, and/or accidentally released. The unit of measure defaults from the refrigerant type.
* New Added
Enter the amount of new refrigerant that is added. The unit of measure defaults from the refrigerant type.
* Net Added
Displays the calculated net amount of total refrigerant added. The unit of measure defaults from the
refrigerant type.
¢ Initial Leak Test, Follow-up Leak Test
If action was taken to verify the refrigerant leak repair, select the method that was used and the date of
theinitial test. If a follow-up test was performed, select an additional method and date. If no verification
was performed, select N/A in both fields. The EPA states that follow-up testing must be completed at a
defined interval based on the refrigeration equipment type. For more information, see https://
www.epa.gov/section608.
¢ Third Party Confirmation
If a third-party agency was used to manage and verify refrigeration safety, enter the verification number
here. This value is not validated by the software.

4. Enter any optional comments.

5. The previous transactions are displayed in the scrolling section at the bottom of the window. This section
displays the calculated leak rate history of the equipment based on the leak rate calculation method selected in
the Setup Option settings. (See the Refrigerant Tracking Leak Rate Analysis Method (page 28) setting in the Service
Options window.) To view only voided records, mark Display Only Voided Records.

6. When you are finished, select Save. The printer button allows you to view a printable SSRS report with the
information from a refrigerant tracking record.

* |f you opened the Refrigerant Tracking window from the service call, you can use the scrolling window to
select existing refrigerant tracking records for the service call.

* |f you opened the Refrigerant Tracking window from the equipment record, you can use the scrolling
window to select existing refrigerant tracking records for the equipment.

Creating a Service Call Using the New Call button

You can initiate a new service call from the Equipment Master window and/or Equipment Component window for an
existing equipment record. If you are creating a new equipment record, you will need to save the equipment record
before you can select the New Call button. This feature respects the Service Option validation setting Change Call Type

to MC when adding Equipment under contract (page 24).

A new call cannot be created if the customer is inactive. If the location is inactive, you can create a new MC
service call if the equipment is on an active contract.

To create a new service call from the Equipment or Equipment Component window:

1. To access the Equipment Master window, go to Cards > Service Management > Service Manager > Additional >
Equipment OR Select Cards > Sales > Customer > Location > Equipment.

2. Select the equipment.

3. If the equipment is on a contract, the Contract Number defaults into the window.

4. If the equipment is covered by MORE THAN ONE ACTIVE contract, the Contract Number displays "MULTIPLE".
After selecting the New Call button, in the Contract selection window, select the contract the call is to be created
for.

5. Select the New Call button. (If you are creating a service call for the component equipment, select the New Call
button from the Component window.)
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6. The Service Call window opens with the Equipment ID, Customer ID, and Location ID, defaulted into the
service call.

7. If applicable, the active (not on hold, not canceled), Contract Number defaults into the service call.

8. Complete the service call window as usual. For more information, see Working With Service Calls and
Appointments (page 104).

Working With Building Records

Use the Building Maintenance window to set up a building and its attributes. Equipment is then assigned to the
building. Creating buildings and assigning equipment to buildings and/or rooms is optional.

The building information is accessed on the service call by using the Equipment lookup and/or zooming into the
Equipment Record. When using the lookup, you can sort by building to quickly find the equipment. You can also drill
down to the Equipment Record to see the building and room the equipment is assigned to.

A MobileTech technician can select the equipment record assigned to the service call and see the Building ID,
Description, and the Room that the equipment is assigned to. Technicians cannot add, delete, or update the building
information from MobileTech. The technician can view equipment records within MobileTech from either Customer >
Location > Equipment or from choosing Equipment while in a service call.

Using the Move Equipment or Move Location utility will not have any impact on buildings. If you use the
Duplicate Equipment or Duplicate Location utility, the building and room information will also be copied. For

more information on the duplicating utilities see Duplicate Equipment (page 351) and/or Duplicate Location (page
351).

Creating a Building Record

1. To access the Building Maintenance window, go to Cards > Service Management > Building Maintenance.
2. Complete the following fields:
¢ Building ID (Required)
Enter an ID for the building. (Up to 30 alphanumeric characters.) Use the Note button to enter a note for
the building.
¢ Description (Required)
Enter a description for the building. (Up to 60 alphanumeric characters.)
¢ Address information
Enter address information for the building as well as a contact person's name and telephone number.
Select the map icon to open a URL with a map of the address.
¢ Building Type
From the drop-down, select the pre-defined building type.
Agricultural building
Commercial building
Educational building
Government building
Industrial building
Military building
Other
Parking structures and storage
Power stations/plant
Religious building
Residential building
Transport building
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¢ Building Subtype
After choosing the Building Type, you can optionally select a pre-defined Building Subtype.
* Number of Floors
Enter the number of floors the building or structure has.
* Total Sq. Ft
Enter the total square footage.
¢ Occupied Sq. Ft
Enter the occupied square footage.
¢ Region
Enter a region the building is located.
e Campus
Enter the campus the building is located.
3. Select Save to save the building information. The building can subsequently be added to the equipment record
in the Equipment Master window.

-OR-

Select Assign Equipment to save the building information and open the Building Equipment Assignment window.
See Assigning Building Equipment (page 102) below for more information.

Additional Buttons/Fields on This Window

* Save
Saves the building record and clears the window.

* Clear
Clears the window.

* Delete
Deletes the building record. A building record cannot be deleted if the building is associated with any equipment
records.

® Assign Equipment
Opens the Building Assignment window. See Assigning Building Equipment (page 102) below for more
information. If this is a new building, the record will also be saved.

* Sort
Select how to display the Building lookup window as well as the order in which the building records are
displayed when using the navigation arrows. The sort options are Building ID (default), Building Description,
Building Type, or Building Subtype.

Assigning Building Equipment

Assigning Multiple Pieces of Equipment to One Building

This window is used to assign multiple pieces of equipment to one building for one customer. You also can reassign
equipment to the building displayed in the window. This window also is used to view equipment that is assigned to the
current building as well as equipment that is assigned to other buildings.

1. To access the Building Equipment Assignment window, go to Cards > Service Management > Building
Maintenance. Create a new building or use the lookup to select a building. Then select Assign Equipment.
2. Tofilter the equipment displayed in the Available Equipment list, complete one or more of the following fields:
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* Customer
Enter or use the lookup to select a customer. Use the zoom to open the Customer Maintenance window
defaulting to the selected customer. This window will be blank if no customer is selected before zooming.
* Location
Enter or use the lookup to select a location for the customer. After entering the location, you can use the
zoom to open the Location window displaying the selected customer and location. If the Location field is
empty when zooming, the Location window will be blank.
¢ Equipment Type
Enter or use the lookup to select an equipment type.
¢ Show Components
Mark this checkbox to include equipment flagged as components.
¢ Show Assigned
Mark this checkbox to display all building equipment assignments for all other buildings in the Available
Equipment list. The equipment that is assigned to the current building displays in the Assigned to this
Building list.
. Select Redisplay to update the Available Equipment list to display equipment based on the filter criteria.
4.To assign or re-assign equipment to the current building, select the equipment from Available Equipment and
then select Assign. Mark Automatically Insert Components to include the component equipment with the parent
equipment.
5. The equipment will now display in the Assigned to this Building list. The building will also be displayed on the
Equipment Master window for that equipment.
6. To remove equipment from the assigned building list, select the equipment and then select Remove. The
Equipment Record is updated automatically.
7. Select OK to close the window.

w

To assign a room to a building, you must do so in the Equipment Master window. You can access the
Equipment Master window by double-clicking on an equipment line or following the steps below for Adding a
Building and Room to One Piece of Equipment (page 103).

Additional List Information

¢ Sort the column by choosing the column header.
® Reorder the columns by choosing and dragging the column headers.
® Resize the column by dragging the right border.
¢ Select more than one equipment record by using one of the keyboard shortcuts:
® To select all equipment records use CTRL+A.
¢ To multi-select specific equipment records use CTRL+ specific equipment lines.
¢ To select a block of sequential rows, use SHIFT+ to select the first equipment row and while still holding
down the SHIFT key, select the last row in the block to select. You can also use CTRL+ and the arrow keys
or Page Up/Page Down to select sequential lines.

Adding a Building and Room to One Piece of Equipment

Asingle piece of equipment can be assigned to individual equipment in the Equipment Master window. Additionally,
you can define a room within the building.

1. Select Cards > Service Manager > Additional > Equipment. Select the equipment and then select Edit. OR Select
Sales > Cards > Customer > Location > Equipment.
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2. In the Equipment Master window, enter or use the lookup to select the Building ID where the equipment is
located.

3. signature cards manager equipment. Optionally enter the Room in the building where the equipment is located.

4. Select OK.

Working With Service Calls and Appointments

Appointments are scheduled commitments for a technician to perform a task related to a service call. The
appointments that make up a technician's schedule appear on the Technician Board. Every service call has at least one
appointment associated with it.

When a service call has only one appointment, information is maintained between the Service Call window and the
Appointments window. That is, you can edit Appointment 0001 on either window.

When you create a service call, Service Management verifies the skill level required to perform the tasks assigned with
the call and checks for overlapping appointments. You can select how to create appointments: manually, automatically
generated through tasks or a combination of both methods. For more information on automatically generating
maintenance contract computer-generated (MCC) service calls based on assigned tasks, refer to About MCC Calls (page
204).

Service call information such as the problem type, service location, and priority can be entered when you create a
service call. When a service call has been completed, you can update the call record to include a description of the work
performed, the equipment worked on, the date completed, etc. The service call database retains complete information
about the call even after it has been completed.

0 When a user opens the New Service Call window for a customer and the call is then deleted by closing the
window without saving, the SV00340 table now updates the Deleted_User_ID, WS_Deleted_Date, and
WS_Deleted_Time columns to show that the service call has been deleted. This lets the user audit any gaps in
the service call number sequence.

If the Customer or Location is inactive, service calls cannot be created. However, MC and MCC calls can still be
created.

If the default salesperson on the customer location has been marked inactive, when creating a new contract or
service call, the Salesperson ID field will be blank. An inactive salesperson cannot be added to a new contract
or service call.

See also:

¢ Creating Service Calls With One Appointment (page 105)
® Assigning Equipment to a Service Call (page 109)

¢ Rolling Calls Forward (page 111)

¢ Viewing Existing Service Calls (page 112)

¢ Timestamping Calls (page 112)

* Adding Service Appointments to Calls (page 113)

® Assigning Appointments to the Service Call (page 114)

® Creating Activity Appointments and Job Appointments (page 114)
* Viewing Appointment History (page 116)

® Resolving Appointment Scheduling Conflicts (page 116)
* Creating an Invoice (page 119)
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e Printing a Workorder (page 119)

Printing the Cost Audit Report (page 120)

Transfer or Move Costs and Billing From a Service Call to a Job (page 120)
Editing Accounts for a New Service Call Type or Division (page 124)

e Creating a Vendor Quotation Request (page 125)

e Reopening a Closed Service Call (page 125)

e Viewing the Service Call Audit (page 127)

Creating Service Calls With One Appointment
See Symbols, Buttons, and Indicators (page 2) for examples of the buttons described below.

To create a service call with one appointment:

1. Select Cards > Service Management > Service Manager.

2. Select the Customer ID.
If the customer is on hold, inactive, and/or a temporary customer, the respective checkboxes to the right of the
Customer ID field are marked.

3. Accept the Location Address ID that auto-populates or select a different location.
If the location is inactive, the Inactive checkbox is marked.

If the Customer or Location is inactive, service calls cannot be created. However, MC and MCC calls can
still be created.

4. Select the New Call button.
5. Complete the following fields, as necessary.

¢ Certified Payroll
This option defaults to marked if Certified Payroll is turned on in Invoice Options and if the Certified
Payroll checkbox is marked for the Location ID. You have the option to unmark the checkbox if certified
payroll isn’t needed for this service call. See Certified Payroll*.

¢ Description
Enter a brief description of the reason for the call. Use the notepad button to enter multiple pages of
notes for the service call. These notes appear on Workorder 1 and Workorder 3.

¢ Attachment
Select the paperclip icon to add an attachment to the service call. See Setting Up and Using Document
Management (page 59).

* Problem Type, Division
Use the lookup windows to select a problem type and division for the service call. See Setting Up
Problem Types (page 51) and Setting Up Divisions (page 48).

e Salesperson ID
This entry defaults from the location record. Note: If the default salesperson on the customer location
has been marked inactive, when creating a new call, the Salesperson ID field will be blank. An inactive
salesperson cannot be added to a new service call.

¢ Bill Customer, Bill Address
If you are billing somewhere other than the service location for this call, specify the billing customer and
address. This information may default from the service location, or if no third-party billing information is
specified for the location, from the customer master. When a service call invoice is created, the values
from these fields default on the invoice. If the Call Type is changed, the Bill To information updates.

¢ Job Number
Enter or select a job number to reference.

16. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595845448/Certified+Payroll
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* Originating Call ID
If you are creating a new call that is based on an existing call, enter or select the service call ID. Once the
ID has been entered, you can use the zoom to view the original service call in the Service Call Inquiry
window.

* Call Type
Select the Call Type for the service call. If you update the Call Type on a service call you are creating, the
Bill To information also updates. For example, if an existing call type is changed from MC to another call
type like T&M, the Bill To values are updated to reflect the default Bill To values from the Location (if this
exists). If those are empty, the Bill To information on the Customer record is used. If that is empty, then
the Customer/Location values default to those on the Service Call.
The MCC call type is not available in the lookup window because MCC calls are generated by the system.
Similarly, if you are completing an MCC call, do not delete MCC from the Call Type field since you are not
able to select MCC from the lookup list. If you do delete MCC, close the Service Call window without
saving your changes. To add data to the lookup window, see Setting Up Call Types (page 46).

® Priority
This field is restricted to a single alphanumeric character. 1 is the highest priority; None, the lowest.

¢ Customer P.O. Number
The purchase order appears on the customer's invoice. If you don't enter the P.O. number in the Service
Call window, you can enter it in the Service Invoice window. This information is maintained between the
Service Call window and the Service Invoice window.

¢ Contract Number
You can assign contract numbers to all types of service calls. Service calls with a call type other than MC
and MCC open the Service Invoice window after choosing Invoice, even if a contract number is assigned,
and the costs will not update the Revenue/Costs window. When a contract number is entered, the
contract type description defaults into the field next to the contract number. You can zoom on the
contract type description to open the Contract Types Inquiry window.

¢ EquipmentID
You can add equipment to the service call. See Assigning an Equipment Record to a Service Call (page
110) for more information. If you need to add more than one piece of equipment, you can do so via
tasking. See Assigning More than One Equipment Record to a Service Call (page 111) for more information.

¢ Task Code
Select a task to be performed as part of this service call. When a task code is entered, the default hours
assigned to the task appear in the Estimated Hours and Total Task Hours fields. For more information on
assigning task codes to service calls, see Assigning Tasks to a Service Call. (page 201)

Inactive task codes and task lists are filtered out from displaying in any lookup and cannot be
assigned to any new contract, equipment, or service call. If a task list has any inactive task
codes, only the active task codes will be assigned.

* Technician ID
The Primary Technician from the Location window defaults. You can change the default
technician. Unassigned defaults if the Primary Technician field in the Location window is blank. The
lookup button opens the Technicians window, where, if you are using global filtering, you will only see
technicians who are assigned to the same affiliate, region, and branch as the service call location. If you
are using Advanced Scheduling, the Primary Technician from the Service Area window defaults if the
Primary Technician field in the Location window is blank. Unassigned defaults if there is no primary
technician in the Service Area window or Service Area in the Location window.

* Use the Best Technician button if you want the system to select the next available, qualified
technician. If you want the system to select the next available, qualified technician for a service
appointment, select the best technician button attached to the Technician ID field. This function
allows you to schedule someone as soon as possible.
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* For each appointment on the service call, the system finds a technician assigned to the
service area for the call, with the required skill level for the service call task. The system
finds the first technician available who can complete the task within the regular work
schedule. The technician's name is listed in the Technician ID field and a start time is
displayed in the Starting Time field.

¢ |f atechnician name is listed in the Technician ID field when you select the best technician
button, a message is displayed asking if you want to replace the existing technician. If the
schedules for all qualified technicians assigned to the service area are filled for the
specified date, the next date is used.

* The system makes 100 attempts to find an available, qualified technician. The Best
Technician button is part of the Advanced Scheduling features.

* Use the Technician Schedules button to view technicians' availability. If the schedules for all
qualified technicians assigned to the service area are filled for the specified date, the next date is
used. The system makes 100 attempts to find an available, qualified technician. The best
technician button is part of the Advanced Scheduling features.

Date

The date of the service call. The system date defaults and can be changed. If you're using the Advanced
Scheduling features, you can select the next available button to have the system determine a specific
technician's next available time slot for the appointment.

Date/Time Lock

When marked, this prevents the call from being rolled forward when Auto-Roll Calls Forward is used. A
Date/Time Lock icon is displayed on the service appointment in Schedule when this is turned on. This
option is available when the service call has only 1 appointment.

Estimated Hours

The amount of time it takes to complete the service appointment. The task hours default if a task is
entered in the Task Code field, but the default can be overridden. The number of hours entered updates
the Total Appointment Hours field at the bottom of the Service Call window and the available and
allocated hours in the Technician Schedules window. Both a starting time and estimated hours must be
entered for the appointment to display in the Technician Board - Daily View window.

Starting Time

The time the appointment is scheduled to be performed. The time entered determines where the
appointment displays in the Technician Board - Daily View window. The call status defaults as Open
when you create a new call. Service Management has three default call statuses: Open, Complete, and
Closed. These call statuses cannot be deleted, and you cannot add data to the list.

Completion Date

Once a service call is completed, you may wish to update your records by changing its status to
Complete. A complete call must have a completion date. Marking a call as Complete also enables you to
filter its appointments from appearing on the Dispatch Board and post invoices that were created for the
call.

Resolution

This field can contain up to three alphanumeric characters to describe the status/resolution of the
service call problem.

User-Defined

You may have labeled these fields during setup. See Labeling Service Call User-Defined Fields (page 41). If
you chose to validate the first and second user-defined fields in the Location window during setup,
lookup windows will be attached to the fields and users will be prompted before adding to the lookup
data. See Choosing Service Options (page 24).

Caller Name/Email/Phone

Enter the caller name, email address, and/or phone number.

¢ |f you are not using Contact Management, the caller information is saved only for this service call.
For more information, see Using Contact Management (page 77).

* |f you are using Contact Management, enter the Caller Name or use the lookup to select an
existing contact.
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* |f you have entered an existing local contact, the telephone number and email address will
populate once you tab off the Contact Name field.

* |f you've entered a contact name that is not in the master contact table, as soon as you tab
off the Contact Name field, the Service Contact Management window opens. Double-click
the contact in the list that displays or select New Contact to open the Location Contact
Setup - Local window to add a new contact. Complete the fields as needed and then
select Save to return to the Service Call window. The contact will be saved as a master
contact. For field information, see Creating a contact from Contact Management (page 79).

6. Select Save to schedule the service call.

If the skill level of the task does not match the skill level of the technician assigned to the call, you receive a
message. If you password-protected this function, you must enter a password to allow the technician ID to be
entered.

Buttons on This Window

¢ Vendor Quotation
Opens the Vendor Quote window where you can create a Quotation Request based on the tasks that are
assigned to the service call. The Vendor Quotation Request information is not stored in the system. See Creating
a Vendor Quotation Request (page 125).

¢ Vehicle Readings
Opens the Vehicle Readings Entry window. While most vehicle readings will be entered in MobileTech, vehicle
wear readings can be manually entered on inbound and outbound call types from Service Call or Rental
Agreement Line Entry. The Vehicle Readings Entry window displays the previous readings in addition to the new
vehicle readings. See Vehicle Readings".

¢ Refrigerant Tracking
Opens the Refrigerant Tracking window. Refrigerant tracking data is entered and tracked for equipment
included on a service call. You can also print a report that can be submitted to the appropriate agency for
approval. See Refrigerant Tracking (page 98).

* Tasks
Opens the Service Call Tasks window. Adding tasks to a service call is a way to assign tasks to equipment in
addition to what is already assigned to the equipment itself. See Assigning Tasks and Task Lists to Records (page
201).

e Appointments
Opens the Appointments window where you can add service appointments to the call. See Adding Service
Appointments to Calls (page 113) and Assigning Appointments to the Service Call (page 114).

e Time Stamp
Opens the Time Stamp window, where you can record the time and date appointments reach a status. See
Timestamping Calls (page 112).

* Invoice
Opens the Service Invoice window. Once you've created and saved a service call, you will want to create an
invoice and record the costs incurred by the service work performed. See Creating Invoices (page 303).

* Purchase Order
Opens the Purchase Order Entry window. You can create a purchase order using the service call ID to link the
purchase order and the call. See Using Purchase Order Processing (page 330).

e Cost Audit Report
Prints the Cost Audit Report. The Cost Audit report prints all invoices that have been posted against a service
call, and includes all costs and billable totals. See Printing the Cost Audit Report (page 120).

17. https://wennsoft.atlassian.net/wiki/spaces/em2025/pages/594710117/Vehicle+Readings
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* Transfer to Job
Opens the Transfer Service Costs to Job window. You can transfer costs and billing from a service call to a job.
See Transfer or Move Costs and Billing From a Service Call to a Job (page 120).
¢ Print
Prints the work order. See Printing a Workorder (page 119).
¢ New Call
Select to create a new service call.
¢ Find
Select to open the Find window.
¢ Additional
Select to display a menu of additional options. The Additional option displays if you've installed Signature Audit
Add-In and enabled Service Call Auditing in Service Options. See Installing Service Call Auditing™.
* Service Call Audit
Opens the Service Call Audit window that displays the service history for the service call. See Viewing the
Service Call Audit (page 127).
* GoTo
Select to go to the:
® Branch
* Contracts Status window
¢ Warranty
* Quote
¢ Location Contacts

Assigning Equipment to a Service Call
Equipment can be assigned to a service call with the following methods.
If you are assigning:

¢ Asingle piece of equipment to a service call, you can add the equipment directly on the service call window, or
use the Find button on the Service Manager window to search for the equipment ID and then select the Create
Call button. For more information, see Assigning an Equipment Record to a Service Call (page 110).

* More than one piece of equipment, you can go to the Task window from the Service Call window and add at least
1 task for each equipment ID. You can use the <Default> task if you don't know the actual task the technician
needs to perform for this equipment ID. For more information, see Assigning More than One Equipment Record

to a Service Call (page 111).
Inactive task codes and task lists are filtered out from displaying in any lookup and cannot be assigned

to any new contract, equipment, or service call. If a task list has any inactive task codes, only the active
task codes will be assigned.

See also:

* Assigning an Equipment Record to a Service Call (page 110)
¢ Assigning More than One Equipment Record to a Service Call (page 111)

18. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595825662/Installing+Service+Call+Auditing
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Assigning an Equipment Record to a Service Call

You can assign a single piece of equipment from either the Service Manager window or from the Service Call window.
After you've assigned the equipment, if you know the task to be performed, you can select the task. If you are unsure as
to the task to be performed, you can leave the field blank. The system will then assign the default task to this Service
Call and Equipment ID. Regardless of the method used to assign the equipment, the Equipment ID is stored in a task
associated with the Service Call. You can assign additional tasks or add additional equipment items to a service call
from the Service Call Task Codes window using the Tasks button. For more information about the Service Call Task
Codes window see Assigning Tasks and Task Lists (page 199). For information about how to assign more than one piece of

equipment, see Assigning More than One Equipment Record to a Service Call (page 111).

Inactive task codes and task lists are filtered out from displaying in any lookup and cannot be assigned to any
new contract, equipment, or service call. If a task list has any inactive task codes, only the active task codes
will be assigned.

If you add a piece of equipment that is not covered by the contract to a Maintenance Contract (MC) service call,
a message similar to the following display: "Equipment ID xxxx is not covered by Contract xxxx. Do you still
wish to use the equipment?" or if more than one equipment: "There are x pieces of equipment on the service
call not covered by Contract xxxx. Do you still wish to use the equipment?" Users have the option to select Yes
to continue with the equipment added to the call OR to select No to return to the window with the added
equipment cleared.

Assigning an Equipment Record from the Service Manager Window (page 110)
Assigning an Equipment Record Using Find from the Service Manager Window (page 110)
Assigning an Equipment Record from the Service Call Window (page 111)

Assigning an Equipment Record from the Service Manager Window

1.

In Microsoft Dynamics GP, go to Cards > Service Management > Service Manager.

2. Select a customer.
3.
4. In the Equipment Lookup window, select an equipment record to assign it to the service call. The Edit button

From the menu bar, select Additional and then select Equipment.

opens the Equipment Master window, where you can edit the equipment record.

. Click Select or double-click on the equipment to return to the Service Manager window where the selected

equipment ID is populated in the Equipment ID field. If the equipment was assigned a sublocation in the
Equipment Master window, the sublocation populates the Sublocation ID field in the Service Manager window.

. Select New Call in the Service Manager window to create the service call.

Assigning an Equipment Record Using Find from the Service Manager Window

o b~ wWwN

. In Microsoft Dynamics GP, go to Cards > Service Management > Service Manager.

. Select the Find button.

. Select the Equipment radio button and enter the equipment information in the Find field.

. Select Find.

. Inthe Equipment by Equipment ID window, click Select or double-click on the equipment to return to the Service

Manager window where the selected equipment ID is populated in the Equipment ID field. If the equipment was
assigned a sublocation in the Equipment Master window, the sublocation populates the Sublocation ID field in
the Service Manager window.

. Select New Call in the Service Manager window to create the service call.
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Assigning an Equipment Record from the Service Call Window

1.
2.
3.
4,
5.

In Microsoft Dynamics GP, go to Cards > Service Management > Service Manager.

Select the customer.

Select New Call.

Select the Equipment ID lookup.

In the Equipment window, select the equipment ID and then select Select or double-click on the equipment
to return to the Service Call window where the selected equipment ID is populated in the Equipment ID field.

Assigning More than One Equipment Record to a Service Call

Inactive task codes and task lists are filtered out from displaying in any lookup and cannot be assigned to any
new contract, equipment, or service call. If a task list has any inactive task codes, only the active task codes
will be assigned.

When you have more than 1 equipment on a service call by means of tasking, the Equipment ID field and Task
field on the service call form will be cleared and set to disabled.

To assign more than one equipment record to a service call:

1.
2.

3.

-OR-

From the Service Call window, use the Tasks button to open the Service Call Tasks window.

From the Service Call Tasks window, use the Task List button to open the Add Task List window, where you can
assign a task list to an Equipment ID. Save the window to add the task list and equipment to the service call.
The Add Task List window remains open, and you can repeat this process to assign additional task lists to other
equipment on the service call. Close the window when you are done.

. Use the Task button to open the Service Call Task Codes window, where you can assign tasks to an Equipment

ID.

. Select an Equipment ID, then use the System, Major, and Sub 1-4 fields to filter the task codes that you want to

work with. Use the green arrow button in the Task Codes field to populate task codes in the first scrolling
window. Select a task code from the scrolling window and use the Insert button to assign the task code to the
equipment. Tasks that are assigned to the equipment appear in the second scrolling window. If you need to add
tasks for multiple equipment records, select a new Equipment ID, and repeat the process of adding tasks for
additional equipment. Close the window when you are done.

. On the Service Call Tasks window, you can use the tree view button next to the Task Code field to view the Task

Lists and Tasks assigned to the equipment on the service call.

Rolling Calls Forward

You can move all open service calls and open service appointments to a new date.

1. Select Microsoft Dynamics GP > Tools > Routines > Service Management > Service > Call Roll Forward.
2. Enter the New Date for the calls and appointments.
3. Mark the checkboxes if you want to exclude MC calls, MCC calls, or All Other Call Types (other than MC and

MCC).

4. Mark the checkboxes if you want to Include Job Appointments.
5. Select OK.

The system looks at the appointment and service call dates independently.

111



Examples:

* Aservice call date and a service appointment date are before the roll-forward date. The service call and the
appointment are rolled forward.

* An appointment date is before the roll-forward date and the service call date is after the roll-forward date. The
appointment is rolled forward and the service call is not.

* An appointment date is after the roll-forward date and the service call date is before the roll-forward date, Only
the service callis rolled forward. and the appointment is not.

You cannot move service calls and service appointments backward. That is, to a date before the call's current
date.

To automatically roll calls forward when you open Service Management, see Choosing Service Options (page 24).

Viewing Existing Service Calls

To view an existing service call, select the History indicator after a customer and location record are selected in the
Service Manager window.

The Service Call Lookup by Customer window opens, displaying all open service calls for that customer and location.
You can:

e Filter the list of service calls by division, call type and/or technician using the drop-down lists.
e Select to include completed, closed, and MCC calls.
® Sort the rows in ascending or descending order by selecting any column header.
® Rearrange the order of columns by selecting and dragging by the column header.
The available columns include:

¢ Service CallID
Call Type
Description
Completed
Problem Type
Technician ID
Scheduled Date
Contract Number
Call Status
USER-DEFINED
Technician Name
Total Unbilled
Total Billed

® Purchase Order Number
¢ Double-clicking a service call from the list opens the Service Call window.

Timestamping Calls

Choosing the Time Stamp button in the Service Call window opens the Time Stamp window, where you can record the
time and date appointments reach a status. The Time Stamp window displays the time and date that a service call was
opened, as well as five time stamp fields, each with an attached clock button. Selecting the clock button records the
current time and date in the field.

112



The Guaranteed Time/Date fields populate automatically if you're using service level agreements, an optional module.
See Using Service Level Agreements (SLAs) (page 263). If you're not using service level agreements, you can manually
enter date and time information in the Guaranteed Time/Date fields. This information is used to run the Service Monitor
and is printed on the Guaranteed Service Call report.

If you marked the Lock Time Stamp Entries checkbox in the Service Options window during setup, the time
stamp entries made in fields with an attached clock button cannot be edited. See Choosing Service

Options (page 24).

Adding Service Appointments to Calls

You can add service appointments to a call using the Appointments button on the Service Call window. When you select
the Appointments button, the following fields are disabled in the Service Call window: Technician ID, Date, Estimated
Hours, and Starting Time. They're disabled since the information pertains only to Appointment 0001.

When you open the Appointments window, the Appointment field defaults with the number 0002 and increments by
one for each new appointment entered for the service call. Each service call will have at least one appointment.

1. Select Cards > Service Management > Service Manager.
2. Select a customer and select the New Call button.
3. Enter the service call information and select the Appointments button to open the Appointments window.
4. Complete the following fields, as necessary.
e Appointment
Displays the appointment number.
¢ Attachment
Select the paperclip icon to add an attachment to the service call. See Setting Up and Using Document
Management (page 59).
e Appointment Description
Enter a description that conveys the purpose or other details of the appointment. When the description
exceeds 50 characters, an appointment note is created. The note can be marked as Is Internal so that the
note does not appear on any customer reports. The note subject is titled Description. The note can be
viewed by selecting the attachment icon to the right of the Description field.
¢ Skill Level
Enter a skill level, if required.
¢ Technician ID
Select the technician assigned to this appointment. You can use the technician schedules button to view
technicians' availability or use the best technician button next to the Technician ID field if you want the
system to select the next available, qualified technician for an appointment. This feature is optional.
* Date
The date that the appointment is scheduled to be performed. This date defaults from the Service Call
window.
¢ Estimated Hours
Enter an estimate for completing the appointment. The number of hours cannot exceed 24. If
appointments are created by the system using tasks, the total default hours of the tasks will default into
the Estimated Hours field. See Assigning tasks to a service call for more information on how tasks update
this field. The hours entered update the Total Appointment Hours field in the Service Call window and the
available and allocated hours in the Technician Schedules window. If you want the system to figure out
the technician's next available time slot for the appointment, select the next available button, next to the
Date field. This feature is optional.
¢ Starting Time
Enter the time the appointment is scheduled to be performed. The time entered determines where the
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appointment displays in the Technician Board - Daily View window. If you do not enter a starting time,
the appointment will not display in the Technician Board - Daily View window.

¢ Appointment Status
When an appointment is created from a service call, Default is the default status of appointment number
0001. Otherwise, Unassigned is the default status of new appointments. Closed is not an available
appointment status.

¢ Completion Date
If you change the appointment status to Complete, enter a completion date.

5. Select Save to add the appointment to the scrolling window.

If the primary skill level of the Technician ID entered does not match the skill level in the Skill Level field, you receive a
message when saving the appointment. If you password-protected this function, you must enter a password to allow
the technician ID to still be entered.

Double-clicking an appointment in the scrolling window fills its information in the header area of the window for
editing. An appointment can be removed from the service call by selecting it in the scrolling window and
choosing Delete.

The total hours of all tasks entered display in the Total Task Hours field at the bottom of the window. The estimated
hours of all appointments entered displays in the Total Appointment Hours field.

Assigning Appointments to the Service Call

If more than one technician is needed to complete a service call, you can create multiple appointments by choosing
the Appointments button in the Service Call window.

Creating Activity Appointments and Job Appointments
Activity appointments are appointments for non-service call related activities such as vacation, meetings, or training.

The Appointment Wizard allows you to quickly create non-service call related appointments for one or all technicians.
For example, a technician may be on vacation for several days or perhaps there's a company-wide event that all
technicians will attend. The Appointment Wizard can easily schedule these activity appointments so dispatchers know
technicians' availability.

You can also create appointments for Job Cost jobs if you are using the Job Scheduling in Service Management feature.
For more information, contact WennSoft Sales.

Using the Technician Activity Entry Wizard

1. Select Transactions > Service Management > Technician Activity Entry Wizard.
2. Enter information in the following fields:
¢ All, Technician, Technician Team, Service Area
Select a radio button. Your selection determines the fields that are enabled. If you are creating an
appointment for a technician, complete the Technician ID field. If you are creating an appointment for a
technician team, complete the Team field. If you are creating an appointment for all techniciansin a
service area, complete the Service Area field. If you are creating an appointment for all technicians, none
of these fields is enabled.
¢ Appointment Type
Select an appointment type. Your selection determines the fields that are enabled. If you are creating an
activity appointment, complete the Activity ID field. If you are creating a job appointment, complete the
Job Number field and enter a Cost Code with a cost element type of Labor.
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e Start Date, End Date, Starting Time
Specify when the appointment will take place.
¢ Estimated Hours
Estimate the length of the appointment. The estimated hours must be 24 or less.
¢ Days Between Appointments
Enter a number of days between appointments.
¢ Skip
You can skip Saturdays and/or Sundays by marking these checkboxes.
3. Select Create to create the appointment(s). A message indicates that the activity appointments have been
created successfully. If you are scheduling for only one technician and there are scheduling conflicts, you receive
a message indicating how many appointments were created, but not scheduled, due to conflicts. If you are
scheduling for more than one technician, you won't receive a message, though unscheduled appointments may
exist.
4. Select OK. Activity appointment numbers are created with the Appointment Wizard increment based on the last
highest appointment number used for each technician.

You can reschedule single activity and job appointments using the Reschedule button
in the Technician Board — Appointments window.

Schedule Button

If you want the system to figure out a specific technician's next available time slot for performing the appointment,
select the Schedule button attached to the Technician field.

Estimated Hours and Starting Time
If you're using the Advanced Scheduling features, the following is true:

* When the estimated hours and starting time are both entered, the system validates that the technician has the
necessary time available to fit the service call appointment into their schedule if shifts and activities are set up. If
the estimated hours and starting time cause an overlap in the technician's schedule, you receive a message
stating that the appointment could not be scheduled for this date and time.

® You also receive a message if the estimated hours and starting time cause the technician to go over the shift plus
the extended hours. A password can be set up to allow the service call appointment to still be entered.

e |f either the Estimated Hours or Starting Time field is left blank, the system will not validate the technician's
availability and the service call will not display in the Technician Board - Daily View window, although it appears
in the Technician Board - Appointments window.

If you're not using the Advanced Scheduling features, the following is true:

* When the estimated hours and starting time are both entered, the system checks the technician's availability to
prevent an overlap. If the estimated hours and starting time cause an overlap, you receive a message stating that
the appointment could not be scheduled for this date and time.

Call Status and Appointment Status

The call status is driven by the appointment status. If there is only one appointment assigned to the service call, the call
status remains as Open if the appointment has a status other than Complete. When the appointment status is changed
to Complete, the call status automatically changes to Complete. Once a call has a Closed status, the appointment no
longer drives the call status.
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¢ |f there are multiple appointments assigned to the service call, the call status remains as Open until all
appointment statuses have been changed to Complete.

¢ |f you change the call status to Closed or Complete, you receive a message if there are open appointments
associated with the service call. Open appointments are those with a status other than Complete. You can select
to mark all the open appointments Complete, to view the appointments, or to cancel.

¢ |f you select Mark All, the status of all open appointments changes to Complete. If you select to view the
appointments, the Appointments window opens. Here, you can edit the appointments as desired.

¢ |f you marked Require Appointment Closure in the Service Options window, you must change all appointment
statuses to Complete. You can then change the service call's status to Closed or Complete. If you did not mark
Require Appointment Closure, you can change the service call's status to Closed or Complete while having open
appointments. Appointments never have a Closed status.

If you marked Require Appointment Closure, once the call has a Closed status, you must reopen the
call to change the appointment status.

¢ |f you manually close a service call that has already been invoiced and you have Allow Posting Invoices With
Actual and Committed Costs and Create COGS Distribution for Invoices options marked in Invoice Options, a
GL transaction is automatically created. Posting this transaction will relieve the appropriate WIP/COGS accounts
upon closing a service call

Viewing Appointment History

If you marked the option to Keep Appointment History in the Service Options window, you can view all changes made
to an appointment. The three appointment actions that are tracked in the window are: Insert, Update, and Delete.
Information is recorded when an appointment is created when changes are made to it, and when it is deleted. You can
resize and rearrange the columns in the window. Rearrange the columns by dragging and dropping the column
headings. Sort the information in ascending or descending order by selecting a column heading. Select the Default
Sort button to sort all events by date and time, in ascending order.

1. Select Cards > Service Management > Dispatch Board.

2. Select a service appointment in the scrolling window and zoom on the Appointment field to open the
Appointments window.

3. Select the appointment history button in the Appointment field to open the Appointment History window.

Resolving Appointment Scheduling Conflicts

When you create appointments that result in a conflict with existing appointments, the system provides the opportunity
to resolve those conflicts immediately. You can view the proposed appointments side-by-side with existing
appointments, and resolve those conflicts by changing times, dates, or even by changing appointments to
unscheduled.

You can resolve appointments that were created from any of the following areas:

¢ Appointments window, accessed from the Service Call window, Job Maintenance window, Dispatch Board, or
Technician Board - Appointments windows

¢ Appointments Wizard, accessed from the Technician Activity Entry Wizard menu option

® Visit Wizard on the Maintenance Contract window

® Create MCC Calls routine

116



Individual vs. Multiple Appointments

If you are

creating

Asingle After saving the appointment, if there are conflicts, you will receive a message indicating there
appointment are appointment conflicts. Select one of the following buttons on the message window:
* Yes

Opens the Appointment Scheduling and Conflict Resolution window to view the
conflicted appointments and resolve the conflict(s).
* No
Returns you to the Appointments window to resolve the conflict.
¢ Continue
Saves the appointment with the conflict (double-booking).

Multiple The Appointment Scheduling and Conflict Resolution window opens immediately after saving
appointments the appointments, regardless of if there are conflicting appointments.

Appointment Scheduling and Conflict Resolution Window

The Appointment Scheduling and Conflict Resolution window displays when a conflict results from creating
appointments. In addition, for multiple appointments created at once (as a group), the Appointments Scheduling and
Conflict Resolution window will appear even if there are no conflicts. This allows you to preview those appointments
before saving them.
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As shown in the sample window above, the technician had been scheduled to work on a job (conflicted appointments),
but somebody booked meetings (proposed appointments) for that technician that conflicted with the job.

1. You can resolve an appointment conflict in one of several ways. When you make a change, tab off the field.

Change appointment times

Use the Start Time and/or End Time fields. You can also use the Next Available Time button to select an
optimum time. In addition, you can change all proposed appointments at once using the start and end
time fields that appear just above the Proposed Appointments area. Change times, as needed, then
select Apply All.

Cancel appointments

Use the Cancel Appointment option in the Action drop-down list.

Unschedule appointments

Use either the Unschedule option in the Action drop-down list (for individual appointments) and tab off
the field, or the Unschedule All Conflicts button (for all appointments). Unscheduling appointments
changes the starting and ending times to midnight (12:00 AM).

Double-book appointments

Use either the Double Book option in the Action drop-down list (for individual appointments) or

the Double Book All Conflicts button (for all appointments). The system must be set up to allow for
double-booking.

Change conflicting appointments

Instead of changing the proposed appointments, you can select to change the existing conflicted
appointment to resolve any conflicts. To do so, select the conflicted appointment, then zoom on

the Work ID column heading to open the Appointments window. Make changes, save, and close the
Appointments window. After making changes, select Redisplay to see if the appointment conflict was
resolved. You will know it has been resolved when the conflicting appointment disappears from the
Conflicting Appointments scrolling window.
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2. When finished resolving appointments, select Commit to save the appointment(s). The label Proposed
Appointments changes to Edit Appointments.

More About Resolving Appointments

e When making changes to resolve a conflict, always select Redisplay before Commit. That way, you can be sure
that when you do commit (save), the appointments will be saved.

® You cannot commit (save) appointments in this window until ALL conflicts are resolved.

e |f you have changed times for proposed appointments, and decide to revert to the initial proposed times, select
the Reset Proposed option in the Action drop-down list. Selecting this option reverts the appointment times
(and other information) back to the values that existed when you first created the appointments.

e When creating a single appointment, if the only conflict that results is a shift conflict, you will not get the
Appointment Scheduling and Conflict Resolution window; instead, you will receive the prompt informing you of
the shift conflict and still can cancel or continue (save).

e To print a list of appointments that includes the conflicting appointments, select the printer button on the upper
right part of the window.

After appointments are saved, the Appointments window looks slightly different, depending on whether the
appointment was created individually, or as part of a group of appointments. If the appointment was created as part of
a group, a button with the letter G appears to the right of the notes button. Appointments are automatically
synchronized with MobileTech devices.

To view all appointments that were created along with the current appointment, select the G button. This opens the
Appointment Scheduling and Conflict Resolution window to view/manage only those appointments that were created
together.

Creating an Invoice

If you purchased the Invoice module, you have the option to create an invoice after you save the service call. Select
the Invoice button to open the Service Invoice window. See Service Invoicing (page 280) for more information.

Printing a Workorder

You can print a workorder from the Service Call window by either choosing the Print button or the Quick button. If you
select Print, you can select one of five workorder formats. The Quick button prints your workorder, in one step, in the
format specified during setup. The report prints directly to the printer. To set up the default quick print workorder,
see Choosing Service Options (page 24). To see screenshot examples of each workorder format, see Service Call
Workorders®.

1. Select Cards > Service Management > Service Manager.
2. Select a customer and open a service call.
3. Do one of the following:
¢ |fthe call has a call type other than MCC, select Print and then select a workorder format.
¢ |fthe call has an MCC call type, select Print > Workorder and then select a workorder format.
4. Select a print destination.

19. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595843828/Service+Call+Workorders
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Five Workorder Formats

The workorder labels can be updated to display a different name than the default that the product ships with.
See Labeling Workorder Names (page 43).

¢ Workorder 1
Workorder 1 breaks down key service call information. Technicians can quickly see the date and time a service
call was received. This report lists the service call ID and invoice number along with brief service call details and
the customer's address. The contact name, email address, and telephone number are also included. Default size
8-1/2"x11".

¢ Workorder 2
Workorder 2 is useful for salespeople. It could be stored in your customer's file. It lists the customer's billing
address, service call location, salesperson information, and service call details. The contact name, email
address, and telephone number are also included. Default size 8-1/2" x 11".

¢ Workorder 3
Workorder 3 is a T-card, combining service call information with customer billing information. The contact
name, email address, and telephone number are also included. Default size is T Card format.

¢ Workorder 4
Workorder 4 includes task detail with the service call information. The contact name, email address, and
telephone number are also included. Default size 8-1/2" x 11".

¢ Workorder 5
Workorder 5 includes appointment detail with the service call information. The contact name, email address,
and telephone number are also included. Default size 8-1/2" x 11".

Printing the Cost Audit Report

The Cost Audit report prints all invoices that have been posted against a service call, and includes all costs and billable
totals.

1. Select Cards > Service Management > Service Manager.
2. Select a customer.

3. Select History.

4. Select a service call.

5. Select Cost Audit Report. Select the report destination.

Transfer or Move Costs and Billing From a Service Callto a Job

You can move costs from a service call to a job. For example, a service call might be deemed too large and longer in
duration, and it might be prudent to transfer the costs to and track everything as a job. Or, your service organization
might use Service Management to provide labor resources or equipment to a job, but use Job Cost to capture budgets
and costs, and invoice customers.

In the first scenario above, you would completely transfer costs to be maintained - and invoiced - at the job level. In the
second scenario, you would only bill the costs to the job; the costs would remain with the service call, but are billed as
cost plus markup to recognize revenue.

The process involves mapping cost categories in Service Management to cost codes in Job Cost. See Transferring or
Billing Costs below for more information.
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Notes

* This procedure requires Service Management and Job Cost, and is performed from within Service
Management. This feature requires a Microsoft Dynamics Full User license.

e This feature is not available if you are using SOP Invoicing.

* |f you want to transfer the costs from more than one service call at a time, you can use the Mass
Transfer Service Costs to Job (page 348) utility window.

In addition to transferring an entire cost category to a specific cost code, you can also map transactions within a cost
category to more than one Job cost code. See Transaction Mapping below for information on mapping transactions.

During the transfer, the following occurs:

* The service costs transferred to the job are credited against the service call via general ledger journal
transactions that are created during the transfer process, resulting in a net zero cost balance on the service call.
The batch number used for the general journal transactions is established during the Transfer process.

® The job is debited with the new costs, via the offsetting general journal transactions.

If the service costs are billed to the job as opposed to transferred, the ‘cost’ applied to the job is the marked up
billable amount of each service transaction.

® The batch of general journal entries is posted.

® The service callis closed.

This feature also works for credit memos (negative transactions). In this case, the job would be credited and the service
call would be debited. Certified Payroll jobs cannot be transferred.

With the Signature 2018 R4 release, we've removed the ability to add a job on the fly in the Job Transfer
window. However, if you utilize this feature, you can turn this back on by adding
EnableTransferToJobCreateJob=TRUE to the Dex.ini file.

Set Up Moving Costs From a Service Call to a Job

Setting Up Mapping Defaults for Cost Codes

You can set up default JC cost codes to use for mapping with cost categories in Service. You can map the Labor category
to any cost from any element as a default for labor. When you transfer costs from a service call to a job, these defaults
will be used automatically. You can also change them at transfer time.

1. Select Microsoft Dynamics GP > Tools > Setup > Job Cost > Account Setup > Service Transfer Mapping. The Map
Service Cost Categories to JC Cost Codes window opens.

2. Select a Job Cost Division.

3. For each cost category, select the corresponding JC cost code.

4. Save your defaults.

Repeat these steps for each division, as necessary.

Setting Up an Intra-Company Account (Bill to Job Only)
An intra-company account is required and will be credited to service when costs are moved from a service call to a job.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Invoice Setup > Invoice Accounts. The
Invoice Accounts window opens.
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2. Select an Intracompany Sales account, then select Save and close the window.

Transferring Costs or Billing Amounts to a Job

1. You can transfer the costs or billing amounts from either the:
¢ Service Call window:
i. Select Cards > Service Management > Service Manager
ii. Open the service call.
iii. Select the Transfer to Job button.
¢ Job Status window:
i. Select Inquiry > Job Cost > Job Status
ii. Select Call Transfer to open the Service Call Transfers window.
iii. In the Pending Service call Transfers section, right-click on the service call and select Transfer to
Job.
2. In the Transfer Service Costs to Job window, select the transfer type radio button:
¢ Transfer to Job - Transfers the cost amount to the job.
¢ Bill to Job - Transfer the billing amount as a cost to the job.
3. Enter a Batch ID.
4. In the Job Cost Fields section, select an existing Job Number. The job information is displayed in this section.
5. In the Mapping section, if Job cost codes were set up for the selected division, they will display by default. (See
Setting Up Mapping Defaults for Cost Codes above for more information.) Otherwise, use the lookup to select
the Cost Code in Job Cost that you want to map to each Cost Category in Service Management. To transfer
service cost category transactions to specific job cost codes, see Transaction Mapping below.
If the cost code does not display, verify that the cost code was not marked inactive on the job in the Job Cost
Codes Setup window. To verify this, go to Cards > Job Cost > Jobs, select the job and then select Cost Codes. If
the Inactive check box is marked, the cost code will not display for that job.
6. Select Transfer. Select Yes to the confirmation message to begin the transfer. If you select Clear and then
Continue, the window will be completely cleared and any transaction mapping you've done will be removed.
7. When finished, if successful, you will receive a Transfer successfully completed message. Select OK. The
General Posting Journal will be available to view or print. This report shows the GL transactions created because
of the costs being moved. The call from which you moved costs is now marked as Closed.

Transaction Mapping

You can map separate transactions within a Service cost category to multiple job cost codes. While not all cost
categories have to have the transactions mapped separately, if you do select to map a category's transactions, you will
need to map all of the transactions within that category. A warning indicator will display on the Transfer Service Costs
To Job window by the service cost category name if some of the transactions within that category haven't been
mapped. You will need to map the remaining transactions before you can save the batch in the Transfer Service Costs
To Job window.

In the Transfer Service Costs To Job window:

¢ If you selected Transfer To Job, the receipts will display in the Unmapped Service Transactions.
¢ If you selected Bill To Job, the purchase orders will display in the Unmapped Service Transactions.

To map cost category transactions:

1. From the Transfer Service Costs to Job window, select the Cost Category blue arrow icon.
2. In the Transaction Mapping window, the following information defaults from the Transfer Service Costs to Job
window:
* Service Call
* Job Number
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7.

10.

11.

12.

® Cost Category - This defaults the cost category arrow selection. You can select a different cost category as
needed.

. Select the Cost Code Number. The lookup opens the Job Cost Codes Lookup window and displays the cost

codes specific to the Cost Category.

. The Unmapped Service Transactions section displays all unmapped service transactions that exist for the cost

category for the service call.

. You can select one or more transactions in this section. To mark more than one transaction, hold down the CTRL

key on your keyboard and mark the specific transactions. You can also mark all by holding down the CTRL key
and pressing the letter A.

. Select Map from the menu bar, or right-click and then select Map To Job Cost Code. You can also double-click on

a transaction to map the transaction.

As transactions are mapped, they are moved from the Unmapped Service Transactions section to the Mapped
Service Transactions. To unmap a transaction, in the Mapped Service Transactions section you can right-click
on a mapped transaction and select to unmap or select the transaction and then select Unmap from the toolbar
or you can double-click the mapped transaction.

. In the Mapped Service Transactions section, mark Show All Cost Categories to display all of the mapped

transactions for all the Cost Categories, not just the mapped transactions for the selected Cost Category.

. You do not have to map all the transactions to the same cost code number. You can select a different cost code

number and then continue mapping any remaining transactions.

While still in the Transaction Mapping window, you can select a different Cost Category to set up the mapping for
that category in the same method as described above.

When you are done mapping individual transactions, close the Transaction Mapping window to return to the
Transfer Service Costs to Job window.

* Cost Categories that have all transactions mapped will display *Mapped by Transaction instead of a
specific cost code.

¢ |fa Cost Category has some of the transactions mapped, but not all will display an icon.

* Any transactions that aren't mapped separately in the Transaction Mapping window will be mapped to
the Cost Code displayed for the Cost Category on the Transfer Service Costs To Job window. (See
Transferring or Billing Costs .)

Continue with step 6 under Transferring or Billing Costs.

Viewing the Results After Moving Costs

When a cost transfer is complete, a General Posting Journal is available immediately for viewing and printing. In this
section, we will illustrate what happens after a move and differentiate between a full transfer and a billing transfer.

General Posting Journal - A familiar report that shows the journal entry created for the GL transaction during the move
costs process, along with each account that is credited/debited. Notice that, during a Transfer to, each account is
credited and debited accordingly. In the Bill to, only the intracompany sales account is credited.

Transfer to:
Account Description Debit Credit
000-1411-05 -EQ-Commercial $106.00
000-1411-06 -Mater.-Commercial $106.00
000-1410-05 Labor User-Commercial $80.00
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Account Description Credit

000-1410-02 -Labor-Jobs-Commerecial $80.00
Bill To:
Account Description
000-1411-02 -Mat-EQ-Commercial $397.80
000-1410-02 -Mater.-Commercial $150.00
000-4100-05 Labor User-Commercial $547.80

Service Invoice Inquiry window - Access this window by opening the Service Call window and choosing
the Invoice button.

Editing Accounts for a New Service Call Type or Division

If the Create COGS Distribution for Invoices option is marked in Invoice Options, your MC and MCC service calls use
different accounts than T&M service calls. If a service call's call type is changed after costs have been posted, those
costs need to be backed out of the original accounts and re-posted to the new accounts. Likewise, if a service call's
division changes, posted costs are transferred to the new division's accounts. These transactions are tied to the service
call ID but do not appear on the service call invoice.

¢ You will not be able to change the call type. Once the costs have been posted, the Call Type field will be
editable.
e If unposted costs exist on the service call:
® You can change the division if the purchase order is 100% committed with no receipts. If there
are any receipts on the purchase order, the division cannot be changed.
Examples: You create one purchase with two lines, and have one line on service call 1 and one
line on service call 2.
* The purchase order has no receipts on any line. You can change the division on either
service call.
e |f you receive 100% on service call 1, you will not be able to change the division on
service call 1 or 2. This is because the purchase order now has receipts.
e |f a service call has more than one invoice saved for the call, the division cannot be changed.

Editing the Call Type or Division

1. Select Cards > Service Management > Service Call. Select a customer, and zoom on a location.

2. Use the Service History button to select an open service call.

3. Make any necessary changes to the Division or Call Type.

4, Select Yes. If ALLOW CHANGE OF CALL TYPE OR DIVISION WITH POSTED COSTS is marked in Service
Management Password Setup, you must enter the administrator password to complete the change.

5. Select Save. If costs have been posted to the call, you are prompted with the following warning message: Are you
sure you want to change the division or call type? Select Yes to continue. After you save the service call, a
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reversing GL transaction is posted, backing out any WIP and COGS transactions from the old division or call type
accounts and moving those amounts to the accounts associated with the new division or call type. Having these
transactions in the correct accounts enables you to relieve the correct WIP accounts at month-end. These
transactions are associated with the service call but will not appear on the service call invoice.

Creating a Vendor Quotation Request

Use the Vendor Quote window to create a Quotation Request based on the tasks that are assigned to the service call.
The Vendor Quotation Request information is not stored in the system.

1.
2.
. Complete the Service Call window, including assigning a task. See Creating Service Calls With One

3

[Sa I8

11.
12.

Select Cards > Service Management > Service Manager.
Select the New Call button.

Appointment (page 105) or Assigning an Equipment Record to a Service Call (page 110) for information about
completing the window.

. Select the Vendor Quotation button.
. Inthe Vendor Quote window, select the Vendor.
. The primary Address ID defaults into the window however you can use the lookup to select a different Address

ID for the vendor.

. Enter or select the Expiration Date. This represents the day the request for the quote expires.
. Enter or select the Required By Date. This represents the last available date the quote from the vendor can be

submitted for consideration.

. Select the Tasks button.
10.

In the Service Call Tasks Lists window, select a task or subtask to add this to the Vendor Quote and then select
the Select button. Continue to add tasks to the Vendor Quote, as needed.

Enter any Comments, as needed.

Select Print to create the Vendor Quotation Request report. Do not exit the window without printing the Vendor
Quotation Request, otherwise, you will have to re-enter the data.

Buttons on This Window

Clear

Clears the window of all data, including the selected Vendor and Tasks.

Tasks

Opens the Service Call Tasks Lists window so that you can select a task or subtask to add to the Vendor Quote.
Remove

Removes the selected task or subtask from the Vendor Quote window.

Reset

Not in use.

Print

Generates the Vendor Quotation Request report.

Reopening a Closed Service Call

If you've closed a service call manually, you may discover you have unbilled costs that you need to bill. To do this, you
can re-open the closed call and have an option to move the costs from history so that you can now invoice the service
call. When reopening a service call, a reversing journal entry is created and a reversing batch is created. The batch
naming convention is the first 5 characters of the user name + MNLREOPEN. (For example, LESSOMNLREOPEN.)

Notes:
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* Reopening a close service call is for Service Invoicing only. You cannot reopen a service if you are using
SOP Invoicing.

* Only the latest cost transactions can be called back on a manually closed service call. If a service call
was manually closed, then invoiced without pulling back unbilled costs, new costs are added, and the
call was manually closed again, only the cost transactions that were last manually closed can be pulled
back.

* Only the most recent unbilled invoice is pulled back, regardless if a valid invoice has since been posted.
The unposted invoice history record is removed and a new invoice is created in the Open Invoice table.

* When using an extended pricing matrix:

* Unbilled fixed costs that were manually closed and not billed are recalculated when the costs
are pulled back into the Transaction Work table from the Cost History table.

* Any other overhead costs that are calculated based on other types of costs will also be
calculated and added to the Transaction Work table.

* For fixed costs (for example Trip Charge, after reopening the service call, you will need to open
the Invoice window so that the rate is added back to the open call invoice.

* Verify the Divisional accounts are correct for the reopened service call.

¢ Billing amounts are recalculated and based on the rate on the actual day you reopen the service call.
These amounts may be different than when you closed the service call. This includes changes made to
extended pricing, labor rate groups, SOP inventory, unit prices, and/or travel rates after closing the
service call.

* After entering a markup percent for the subcontractor Added Cost window and haven't billed these
costs, when the call is reopened, the billing amount is recalculated using the pricing matrix, not the
markup percent entered in the Added Cost window.

¢ |f you modify a billing amount (override) and the call is reopened, the pricing matrix is used to calculate
the billing amount.

* When reopening a service call that has an SOP transaction, the system will first look at the customer
record, then the RM setup, and then the inventory item for a price level. If the price level has not been
set up and was manually selected on the SOP Order/Invoice line, the billing cannot be computed and
will be $0.

* Aservice call can be reopened if the Customer is inactive, however, you will not be able to invoice the
service call.

* Aservice call can be reopened if the location is inactive, however, the service call will not pull back any
un-invoiced costs.

To reopen a closed call:

1. Select Cards > Service Management > Service Manager.
2. Select the customer.
3. In the call history scrolling window, double-click the closed service call. See Viewing Existing Service Calls (page
112) for additional information on finding the closed service call.
4. In the Service Call window, change the Call Status to Open.
5. Select Save.
6. A message displays "Prior unbilled costs exist. Do you want to bill these costs?" Reopening an MCC or MC service
call will not display this message because the costs were applied to the maintenance contract.
* Yes - Creates a reversing entry for the unbilled costs that were on the service call.
* The cost transactions are moved back to the Transaction Work table.
* AWIP transaction is created to move costs from COBS back to WIP.
* Areversing manual reopen GL Batch with WIP debited and COGs credited.
® The transaction date is set to today's date.
* Reference is the service call ID.
® Source Documentis GJ.
* No - Areversing entry is not created for the unbilled costs. The cost transactions on the closed call are not
moved back. You can add new costs to the service call.
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7. Post the batch.

Viewing the Service Call Audit

The Service Call Audit window displays the history of the service call you are accessing the Service Call Audit window
from and includes all the fields from the SV00300 table. For information on installing the Signature Audit Add-In, see
Installing Service Call Auditing®. For information on setting up this feature, see the Additional Setup Options section in

Choosing Service Options (page 24).

Viewing the Service Call Audit Data

1. Select Cards > Service Management > Service Manager.

2. Select the Customer ID.

3. Access the Service Call window by double-clicking a service call in the list of service calls or by selecting the
History icon and then double-clicking on a service call.

4. Select the Additional Audit button.

5. In the Service Call Audit window, the top of the window displays the Service Call ID.

6. In the scrolling window the following columns display:

® Operation

Service Call ID

Type of Problem

Service Description

Address Code

Customer Number

CPRCSTNM

Wennsoft Affiliate

Wennsoft Branch

USERID

Technician ID

Technician Team

Service Area

Route

Customer Name

Location Name

Technician

Technician ID2

Type of Problem ID

Type of Problem

Resolution ID

Resolution Description

Equipment Type

Type Call Short

Type of Call

SV Call Source

SV Call Source D 1

SV Call Source ID 2

User Define 1a - 4a

Purchase Order

Date of Service

20. https://wennsoft.atlassian.net/wiki/spaces/sig2025/pages/595825662/Installing+Service+Call+Auditing
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Salesperson ID
Priority of Call
Status of Call

Call Invoice Number
Invoice Style
Completion Date
WS Time 1

Time String11-16
Service Date1-6
Service Time1-6
Time Zone

Datel

Division

Divisions

Call Time

Corporate Contract Number
WSMSTRCONTSQ
Contract Number
WSCONTSQ

Invoice Type
POSTED

Added Rate

Billing Amount Fixed
Billing Amount NTE
Billable All

CostAll

Tax Amount1-3
Labor Billing Category 1-5
Billable Equipment
Billable Labor
Billable Material
Billable Other
Billable Subs
Billable Tax

Labor Cost Category 1-5
Cost Equipment
Cost Labor

Cost Material

Cost Other

Cost Subs

Cost Tax

Caller Email Address
Caller Name

Caller Phone
Callback

WS Job Number
Orig Call ID
SVSLARES

PO Outstanding Status
WCA Originating Call
WCA Technician
Service User Define 1 - 25
MODIFDT
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¢ Modified Time
e MDFUSRID
* SVlanguageID
* Base Currency ID
® Base Curr Conv Factor
* Billing Currency ID
* Billing Curr Conv Factor
® Local Currency ID
® Track In Job Cost
¢ Transfer to WS Job
* Billed to Job Equipment
¢ Billed to Job Material
¢ Billed to Job Labor
¢ Billed to Job Subcontractor
¢ Billed to Job Other
¢ Bill Customer Number
¢ Bill Address Code
* Rental Agreement Number
* Rental Agreement Line Order
¢ Vendor Quote Printed
* ContactID
® Phone D
® WSReserved CB1-5
® WSReserved STR1-2
® DexRow ID
7. Close the window by selecting the "X" in the top right corner.

Filtering, Sorting, Rearranging Data
Use your mouse to drag or select the options below:

* Group
To group the displayed data by a column, select a column header and drag this to the area labeled Drag a
column header to the group location to group the results by that column located to the top left of the columns. To
undo the grouping, drag the column header back to anywhere on the grid, the column header returns
automatically to its original location.

* Sort order
Select the column header to change the sort order. A small triangle points to indicate if the sorting is ascending
(A-Z) or descending (Z-A). Hold the Shift key when selecting headers to sort against multiple columns
simultaneously.

* Filter
Select the lookup icon to select a filter type (contains, does not contain, starts with, ends with, equals, does not
equal) and enter the value in the field to the right of the lookup.

¢ Column Order
Drag the column headers to the left or right to change the column order. The Customer and Location columns
each have a main column header that lets you drag all three columns (Notes, Name, ID) at the same time. You
can also rearrange the Notes, Name, and ID columns beneath both the Customer and Location headers.

¢ Scrolling
A horizontal scrollbar is hidden until you hover with your mouse at the bottom of the grid. When the horizontal
scrollbar displays, you can drag the bar to view more columns. A vertical scrollbar is automatically displayed.
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Integration With Equipment Management Series

If you are using both Service Management and Equipment Management, you may have equipment records in Service
Management that are linked to equipment records in Equipment Management.

Actions That Update Both Records

The following actions will update both records.

* When Service Management equipment is moved, the link to the Equipment Management record is also updated
with the new customer, location, and/or equipment ID.

* When a new Equipment Management record is created through New Equipment Entry, you can create the record
in Service Management as well.

* When a new Equipment Management record is created through Equipment Manager, you can create the record
in Service Management as well.

* When a new Service Management record is created through SOP, you can create the record in Equipment
Management as well.

* When a new Service Management record is created through a purchase order, you can create the record in
Equipment Management as well.

¢ When updating an equipment record, the manufacturer, model, equipment type, and serial number are updated
for both records.

* When deleting equipment records in Service Management, the Equipment Management link is removed.

Updating the EM Record When Equipment Is Moved in Service Management

If you are using both Service Management and Equipment Management, you may have equipment records in Service
Management that are linked to equipment records in Equipment Management. When a Service Management equipment
record is updated with a new customer, location, and/or equipment ID, the service information on the Equipment
Management record is now updated automatically. This keeps the two equipment records in sync when equipment is
moved.

Linking Service Information to an EM Equipment Record

The link between Equipment Management and Service Management equipment records is created on the Service tab of
the Equipment Manager (Cards > Equipment > Equipment Manager).

After a link is established, the service fields on the Equipment Manager are disabled for editing. You cannot edit these
fields manually without removing the link first; any updates to service information must be performed using the Service
Management Move Equipment utility.

You can make changes to the link between the Service Management and Equipment Management equipment records in
three ways:

¢ Use the Remove Link button to remove the link to the Service Management equipment record.

Removing the link to the Service Management equipment also removes any service history information
on the Svc. Hist. tab.

® Use the Move Equipment button to open the Move Equipment window, where you can move equipment records
from one location to another.
¢ Use the Move Location utility to move location records from one customer to another.

130



Moving Service Equipment

The Move Equipment utility allows you to move service equipment from one location to another. When you use this
utility to make changes to an equipment record location in Service Management, the Equipment Management record is
updated as well.

1. To open the Move Equipment window, select Microsoft Dynamics GP > Tools > Utilities > Service Management >
Move Equipment, or use the Move Equipment button on the Service tab of the Equipment Manager in Equipment
Management.

2. Enter the Old Location of the equipment you are moving. If you opened this window directly from the Equipment
Management record in Equipment Manager, the Old Location information defaults.

3. Enter the New Location. You can change the customer and location during the move, as well as the Equipment
ID.

4. Select Move. The service equipment is moved, and the equipment record in Equipment Management is updated
to reflect these changes.

Moving Service Locations

The Move Location utility allows you to move a location record from one customer to another. Service history and
equipment information is transferred when a location is moved. When you use this utility to make changes in Service
Management, the service information on the equipment record is updated in Equipment Management as well.

1. Open the Move Location window by choosing Microsoft Dynamics GP > Tools > Utilities > Service Management >
Move Location.

2. Enter Old Location and New Location information.

3. Select Move. The service location is moved, and the equipment record in Equipment Management is updated to
reflect these changes.

Creating Records Through New Equipment Entry

When you use the New Equipment Entry utility to create an equipment record in Equipment Management, you are now
prompted to create a new equipment record and link to that record in Service Management.

1. Select Microsoft Dynamics GP > Tools > Utilities > Equipment > New Equipment Entry.

2. Complete the fields for creating a new equipment entry in Equipment Management, then select Create. When
prompted if you are sure you want to create the equipment record, select Create.

3. Asecond message appears, asking if you want to create the equipment record in Service Management as well.
Select Create. When the Equipment Management record is generated, you are brought to the Service tab of the
Equipment Manager window.

4. Enter the service Customer and Location, then create a New Link to Service Management. A new equipment
record is created in Service Management as well when you save the record.

5. Complete additional details on the Equipment Management and Service Management equipment records, as
necessary.

Creating Records Through Equipment Manager

When you create a new Equipment Management equipment record in the Equipment Manager window, you are now
prompted to create a new equipment record and link to that record in Service Management.

1. Select Cards > Equipment > Equipment Manager.
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2. Complete the required fields on the header and the Details tab to create the new equipment record. When you
are ready, select Save. The following message appears: Do you want to create this Equipment in Service
Management? Select Create, and you are brought to the Service tab of the Equipment Manager window.

3. Enter the service Customer and Location, then create a New Link to Service Management. A new equipment
record is created in Service Management.

4. Complete additional details on the Equipment Management and Service Management equipment records, as
necessary.

Creating Records Through SOP

If the automatic equipment add feature is set up, a Service Management equipment record is automatically created at
the customer location when you sell a piece of equipment from your inventory using Sales Order Processing (SOP). This
process can create an equipment record in Equipment Management as well.

Set up the Automatic Equipment Add Feature

When you sell an inventory item that has an equipment type assigned to it, the Service Management equipment record
is created when that itemis sold.

Refer to the Service Management user manual for more information on the criteria required to automatically add
equipment through Sales Order Processing.

Mark the Option to Create the Link to EMS

For each equipment type, you can specify whether you also wish to create an Equipment Management equipment
record when an inventory item of that equipment type is sold.

You must have a manufacturer and model assigned to an equipment type to create the equipment in
Equipment Management. The manufacturer and model fill on the Equipment Management equipment record
based on what is assigned to the equipment type.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > Equipment > Equipment
Types.

2. Select an Equipment Type. To create the equipment record in Equipment Management when selling an
inventory item in this type, the Manufacturer ID and Equipment Model Number fields cannot be blank.

3. Mark the Create Link to Equipment Series checkbox.

4. Select Save.

Complete the Sales Order

1. Select Transactions > Sales > Sales Transaction Entry.
2. Complete the Sales Transaction Entry window as you would when selling equipment inventory. The inventory
item you select must have an item type of Sales Inventory and an assigned equipment type.
.When you are ready, save the transaction.
4. Post the batch to create the equipment record in Service Management, either at the Ship to Address, or, if
specified, at the service call or job location. A corresponding equipment record is also created in Equipment
Management with the Signature Service Management information filled on the Service tab. Additional

equipment details can be added to both the Equipment Management and Service Management records after the
sale.

w
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Creating Records Through a Purchase Order

When a purchase order for an inventory item is processed, if the inventory item is linked to an equipment model, an
equipment record is automatically created in Equipment Management. This process now creates an equipment record
in Service Management as well.

1. Select Transactions > Purchasing > Purchase Order Entry.

2. Complete the Purchase Order Entry window as usual. When you add an inventory item that is linked to an
equipment model, the Purchasing Equipment Creation Entry window opens.

3. Enter information for the new Equipment Management record. If you would like to create a Service Management
record as well, enter a Customer ID and Address Code. Your entries in the Model, Equipment Type, and
Manufacturer fields apply to both the Equipment Management and Service Management equipment records.

4. Select Create to create the Equipment Management record(s) and generate a new Equipment Management
Equipment ID for each new record. If you chose to create a Service Management record and filled the
appropriate fields, the WS Equipment ID is generated as well. You can still change, add, or delete the Customer
ID, Address Code, and WS Equipment ID before the Service Management record is created.

5. Select OK to return to the purchase order. The Equipment Management and Service Management equipment
records will be created when the purchase is processed.

Updating Equipment Records

When Equipment Management and Service Management equipment are linked, the following fields are updated on
both records whenever a change is made:

e Manufacturer

* Model

e Serial Number
* Equipment Type

To make changes to a Service Management equipment record

1. Select Cards > Service Management > Service Manager, and select a customer.

2. Use the Equipment button to select an equipment record, and zoom on the Equipment ID field.

3. The Manufacturer ID, Model Number, Serial Number, and Equipment Type fields can be edited on the main
tab of the Equipment Master window.

4. Select Save to save your changes. When the record is saved, the corresponding Equipment Management
equipment record is also updated with your changes.

To make changes to an Equipment Management equipment record

1. Select Cards > Equipment > Equipment Manager, and select an equipment record.

2. The Manufacturer, Model, Serial Number, and Equipment Type fields can be edited on the header and Details
tab of the Equipment Manager window.

3. Select Save to save your changes. When the record is saved, the corresponding Service Management equipment
record is also updated with your changes.

Deleting an Equipment Record in Service Management

When you delete an equipment record in Service Management, if that record is linked to equipment in Equipment
Management, the link to the Service Management record is removed when the record is deleted.

1. Select Cards > Service Management > Service Manager.
2. Select a customer, and zoom on the Location Address ID field.
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3. Use the Equipment button to open the Equipment Master window, or select an equipment record.

4. Select Delete, and you receive the following warning: This equipment is linked to an equipment record in
Equipment Management Series. Are you sure you want to delete this equipment and remove the link to
Equipment Management?

5. Select Yes. The Service Management record is deleted, and the link to Service Management is removed on the
corresponding Equipment Management record. The Equipment Management record is not deleted.

Using the Dispatch Board

The Dispatch Board is used to manage appointments. You can select which appointments to view and the order in
which to view them using filters and the sorting drop-down list. You can select to display activity appointments. If you
are using the Job Scheduling in Service Management module, you can select to display job appointments on the
Dispatch Board.

Select Cards > Service Management >Dispatch Board.

To quickly access an appointment or service call from the Dispatch Board, select an appointment in the scrolling
window and zoom on the Work ID field.

* Managing Appointments Using Dispatch Board Filters (page 134)
¢ Timestamping a Call From the Dispatch Board (page 135)

® Printing the Dispatch Board List (page 135)

¢ Batch Printing Workorders (page 135)

Managing Appointments Using Dispatch Board Filters
Permanent filters: You can set permanent filters using the Preferences button on the Dispatch Board.

By selecting the Preferences button, you can select to see any combination of date range, technician ID, technician
team, call type, appointment status, service area, and two user-defined fields. You can select to display service calls,
activities, and jobs in your permanent filter. If you select to include service calls, you can select to include completed,
closed, and MCC calls. Global filter preferences can be selected in the Dispatch Board Filter Preferences window if the
Allow User Editing checkboxes are marked in the User Profile window.

You may have established Dispatch Board viewing preferences during setup. These filters will be active when you first
open the Dispatch Board. You can change these filters from the Dispatch Board using the Preferences button. The
settings are made for the user ID currently signed in, overwriting the preferences established during setup.

e Temporary filters
You can temporarily filter Dispatch Board data by using the filtering fields on the Dispatch Board or using the
query button. If you're using the filter fields on the Dispatch Board, mark the appropriate checkboxes and enter
information in the fields. For instance, if you only want to view a single technician's appointments, enter the
technician in the Technician ID field. Once the Dispatch Board is closed, the filter preferences are cleared. You
can also use the Clear button to clear the filter preferences. The second way to set temporary filters is using the
query button attached to the Date field. Enter the filter information in the Query window. Use the query feature
to temporarily view a subset of appointments. Once the Dispatch Board is closed, the filter preferences are
cleared. To set a date range, use the query button instead of setting a date range from the Dispatch Board's
Preferences button.

¢ Sorting option
You can display appointments by the sorting option selected from the drop-down list in the lower-left corner of
the Dispatch Board. You can sort appointments by the date scheduled, work ID, priority, service area, and
technician. Sorting by date scheduled works best when used with a date range since no sorting will occur if
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you're viewing appointments scheduled for only one day. Also, when sorting by priority, you must have at least
two appointments assigned a priority for sorting changes to take place.

Timestamping a Call From the Dispatch Board

1. Select Cards > Service Management >Dispatch Board.

2. Select a service appointment in the scrolling window.

3. Select the clock button in the Work ID field. The Time Stamp window opens. The disabled gray fields display the
service call ID, user ID, service call date, and the date and time the call was opened.

4, Select the clock button in one of the user-defined fields to stamp the system time in the field. You can also
manually enter a date and time in a field.

Printing the Dispatch Board List

The Dispatch Board List contains all information displayed on the Dispatch Board. The report is sorted per the sorting
option selected on the Dispatch Board.

The appointment types you select to display on the Dispatch Board are the same types that will print on the Dispatch
Board List.

1. Select Cards > Service Management >Dispatch Board.
2. Select File > Print.
3. Select Dispatch List.

Batch Printing Workorders

You can batch print workorders for appointments displayed on the Dispatch Board. One workorder prints for each
appointment. The workorders are sorted per the sorting option selected on the Dispatch Board. The appointment types
you select to display on the Dispatch Board are the same types that will print on the workorder.

1. Select Cards > Service Management > Dispatch Board.
2. Select File > Print.
3. Select Workorders.

The workorder that prints from the Dispatch Board is not the same as the workorder that prints from the Service Call
window. If you modified the Service Call workorder, you may also want to modify the Dispatch Board workorder.

Using the Technician Board

¢ Using the Technician Board - Daily View Window (page 136)
® Using the Technician Board - Appointments Window (page 136)
* Filtering Appointments on the Technician Board (page 136)
® Rescheduling Service Appointments (page 137)
¢ Creating Activity and Job Appointments (page 137)
® Rescheduling Activity and Job Appointments (page 137)
e Technician Schedules Window (page 138)
* Filtering Data (page 138)
¢ Viewing Scheduled Hours (page 138)
¢ Viewing Unscheduled Appointments (page 138)
¢ Navigating from the Technician Schedules Window (page 138)
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Using the Technician Board - Daily View Window

The Technician Board - Daily View window displays a detailed schedule for a technician and allows you to see blocks of
time for scheduling purposes. Scheduled service, activity, and job appointments display in the scrolling window. The
window displays in 15-minute increments. Appointments that are in non-15 minute increments, such as five minutes or
20 minutes, are rounded up to the nearest 15-minute interval. The window displays for one technician at a time.

To open the technician board - daily view window:

1. Select Cards > Service Management > Technician Board.
2. Select a technician.
3. Select the Daily View tab.

The scrolling window displays as of the system time unless a different time is entered in the Technician Schedules
window. For example, if the system time is 11:00 a.m., the scrolling window starts at 11:00 a.m. You have to scroll up to
display the scrolling window before 11:00 a.m.

The scrolling window displays appointments for the selected technician and date. Mark the Completed and Closed
checkboxes at the top of the window if you want appointments for these types of calls to display. Appointments for MCC
calls always display in the scrolling window.

OPEN indicates the technician has no service, activity, or job appointments scheduled. N/A indicates the technician isn't
available. That is, the technician doesn't have a shift set up during that time.

Appointments display in color. Service appointment color is based on call type. See Setting Up Call Types (page 46).
Activity and job appointments appear amber in color. This is a system default and can't be changed.

Select the Activities button to open the Appointment Wizard where you can create activity and job appointments.

Using the Technician Board - Appointments Window

Scheduling and tracking service technicians' schedules is vital when dispatching service calls. With the Technician
Board - Appointments window, dispatchers can monitor and plan technician workloads by viewing each technician's
appointments.

If you're using the job scheduling feature, you can view job appointments in the Technician Board - Appointments
window.

Select Cards > Service Management > Technician Board.

The scrolling window displays service appointments. If you're using the Advanced Scheduling features, you can display
activity appointments by marking the Activity Appts. checkbox. If you're using the Job Scheduling feature, you can
display job appointments by marking the Job Appts. checkbox.

The 42-day calendar on the right side of the window displays the hours of scheduled service appointments, activity, and
job appointments for the selected technician. If you select a day in the 42-day calendar and then select the Daily View
tab, the Technician Board - Daily View window displays for that date.

Filtering Appointments on the Technician Board
You can filter the appointments that display in the scrolling window using the filter fields at the top of the window:

¢ Date
The Date field defaults with the date from the Dispatch Board. If a technician is entered in the Technician field,
you can select another date, if necessary.

¢ Technician
The Technician field defaults with the technician ID from the calling window. Use the browse buttons to select
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another technician, if necessary. You can view appointments assigned to the Unassigned technician in this
window.

¢ Show, Unscheduled Service Appts. Only
This checkbox defaults as unmarked so both scheduled and unscheduled service appointments display in the
scrolling window. Mark this checkbox if you want only unscheduled service appointments, or those that do not
have a start time and estimated hours, to display in the scrolling window. If you mark this checkbox, the Activity
Appts. and Job Appts. checkboxes will be unmarked and disabled.

¢ Activity Appts.
If you're using the Advanced Scheduling features, you can mark this checkbox to display activity appointments
in the scrolling window.

¢ Job Appts.
If the Job Scheduling in Service Management feature is registered, you can mark this checkbox to display job
appointments in the scrolling window.

* Completed, Closed, and MCC Calls
Mark these checkboxes if you want appointments for these types of calls to display in the scrolling window.

Rescheduling Service Appointments

A dispatcher can move a service appointment from one day to another using the Reschedule button in the Technician
Board- Appointments window.

1. Select Cards > Service Management > Technician Board.

2. Select the appointment in the scrolling window, and then select the date on the calendar you want to move the
appointment to.

3. Select the Reschedule button.

4. A message appears, asking if you're sure you want to move the appointment. Select Continue.

5. The Appointments window opens. Edit the appointment or just select Save.

6. Close the Appointments window.

Creating Activity and Job Appointments

The Activities button opens the Appointment Wizard where you can create activity appointments. If the Job Scheduling
feature is registered, you can create job appointments.

Rescheduling Activity and Job Appointments

You can reschedule single activity and job appointments in the Technician Board - Appointments window.
To create job appointments, you must have the optional Job Scheduling feature registered.

1. Select Cards > Service Management > Technician Board.

2. Select a technician.

3. Select a job or activity appointment in the scrolling window.

4. Select the date on the calendar you want to move the appointment to.

5. Select Reschedule.

6. A message appears, asking if you're sure you want to move the appointment. Select Continue.

7. The Reschedule Appointment Wizard window opens, where you can enter a new start time for the appointment,
if necessary.

8. Select Reschedule.
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Technician Schedules Window

The Technician Schedules window is used to determine technicians' availability. The window is part of the
Advanced Scheduling features. The window can be opened by choosing the Technician schedules button in
the Technician ID field from Dispatch Board, Service Call window, and Appointments window. The Service Date
field defaults with the date entered in the calling window. If no date was entered, the system date defaults.

Filtering Data

The Technician field defaults with the technician from the calling window. The Skill Level field and the Service
Area field are used to filter technicians. If a service area is entered as a filter, the technicians list in the
sequence established in the Service Area Setup window (Microsoft Dynamics GP > Tools > Setup > Service
Management > Lookup Setup > General > Service Area).

Use the Clear button to display all technicians.

The starting time in the Service Call or Appointments window defaults into the Hours reflected as of: field,
which we call the Time field. If you select the clock button in the Time field, the system time defaults. If the
Starting Time field in the Service Call or Appointments window is blank, the system time defaults.

Viewing Scheduled Hours

The scrolling window displays the available, allocated, and MCC hours for each technician. This information
assists you in determining which technician to assign to a service call appointment.

Available hours are calculated based on the length of the shift plus extended hours minus any activity
appointments and assigned service appointments. Allocated hours are the total of the activity appointments
for the technician and all assigned service appointments. MCC hours are the total of all MCC service
appointments assigned to the technician.

The available, allocated, and MCC hours are based on the time displayed in the Time field at the top of the
window. For example, if a technician's shift was nine hours long (8:00 a.m. - 5:00 p.m.), and no activity
appointments or service call appointments were assigned to the technician, and 8:00 a.m. is entered in the
Time field, the available hours would be nine. If 11:00 a.m. was entered in the Time field, the available hours
would be six.

Viewing Unscheduled Appointments

To view appointments that haven't been scheduled to a technician, enter Unassigned in the Technician field.
The Available row in the scrolling window will always be zero since you can't set up a shift for the Unassigned
technician. The Allocated row, however, displays the total unassigned hours. This is useful to dispatchers
because it displays the total hours that need to be assigned to technicians. The MCC row displays the total
unassigned MCC hours.

Navigating from the Technician Schedules Window

Highlight a technician and select the Select button to return to the Service Call window with the selected
technician in the Technician ID field.

The Technician Board - Appointments window opens when you select a row in the Technician Schedules'
scrolling window and then zoom on the date heading.
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Using the Service Monitor

The Service Monitor visually displays service call data by colors selected for the call type. The Service Monitor displays
the appointments associated with the service call. The associated service call can be accessed by selecting the
appointment in the Service Monitor window. The Service Monitor has an automatic refresh option to update the screen
with the most recent appointment information.

¢ Setting Up the Service Monitor (page 139)

® Entering Guaranteed Times and Dates (page 141)

e Filtering Information on the Service Monitor (page 141)

¢ Viewing Appointments on the Service Monitor (page 141)

¢ Clearing Appointments From the Service Monitor (page 142)
¢ Updating Timestamps After Rolling Calls Forward (page 142)
¢ Printing the Service Monitor Call List (page 142)

Setting Up the Service Monitor

The Service Monitor window displays appointments concerning their expiration status and has an associated setup
window where you can select display options for those appointments.

N

We recommend that you display the Service Monitor window on a dedicated machine, not a workstation that
is being used for other Microsoft Dynamics GP or Service Management-related tasks. A 17-inch monitor must
be used to display the window in its entirety.

. Select Inquiry > Service Management > Service Monitor.
. Select the Options button in the Service Monitor window.
. Select to display either the Minutes Remaining Before Expiration or the Actual Expiration Time for each

appointment. Depending on your choice, the associated field label in the Service Monitor scrolling window is
either Expiration or Remaining.

. Enter a frequency, in number of minutes, for updating the Service Monitor window. When the window is

updated, the status of all appointments is updated by the amount of time that has elapsed. Tracking of the
elapsed time begins each time you open the Service Monitor window. The Service Monitor window is updated
automatically each time you select the show/hide detail button in the scrolling window. At that point, tracking of
elapsed time restarts.

. Enter the number of minutes for updating the expiration status of appointments displayed in the Service

Monitor window. The notification process determines the point in time (in relation to the actual expiration time)
when the expiration indicator should change to a cautionary or warning status for each appointment.

. Select whether to enable the timer. To improve performance when the Service Monitor is running on a server,

you can disable the automatic timer feature. The automatic timer controls the Remaining/Expiration fields and
the graphical display field on the Service Monitor. Mark the Enabled checkbox if you want to use the automatic
timer.

. Define audio signals. The Service Monitor is shipped with predefined audio warning and caution signals;

however, these sounds can be changed. Microsoft Windows contains several .WAV files stored in the Windows
Media directory. If you wish to use a different Windows sound as the signal for appointments entering the
cautionary or warning state, you can rename the current caution or warning signal, copy the signal you want to
use to the Microsoft Dynamics GP directory and rename it as caution.wav or warning.wav. If you don't want to
use audio signals for appointments entering the cautionary or warning statuses, you can delete the WAV files
from the Microsoft Dynamics GP directory, rename the files or turn off your sound options using the sound icon
on the Windows taskbar.
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Time expiration indicators appear in the left-most column in the Service Monitor scrolling window. Refer to the
following illustration:

» EE Remaining [

| Service Call ID Descri
s - | 0
The expiration . 7-

indicators identify oy - Th ini

the current status of S 22 Zolir’:re\?;;;?s the
each appointment. 225 | minutes remaining
before the
appointment expires.

Use the following table to identify each expiration indicator and the associated expiration time.

Expiration Icon Minutes Remaining

Indicator

Black square — - 0
Expired When an appointment has expired, the time remaining is 0 regardless of the amount
of time that passed since expiration.

Red octagon — . 9
Warning 1to 15 minutes remains until appointment expires.

Yellow triangle — SN 24
Caution 16 to 30 minutes remain until appointment expires.

Green circle — Open g Over 30 minutes
More than 30 minutes remain until appointment expires.

For example, let's say you have an appointment that expires at 2:00 p.m. In the Service Monitor Display Options window,
you entered 30 as the number of minutes — before expiration — when the stoplight color should enter the caution status.
When the system time is 1:30 p.m., the stoplight changes from a green circle to a yellow triangle, indicating that the
appointment is in a cautionary state and expires in 30 minutes.

Using the example above, if you entered 15 minutes before expiration as the time to change an appointment's indicator
from caution to warning, the status indicator changes from a yellow triangle to a red octagon on the Service Monitor
window when the system time is 1:45 p.m.

If you selected to display the actual expiration time instead of the minutes remaining in the Service Monitor
Display Options window, only the indicators change based on your setup options; the time remaining always
displays the actual expiration time.
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Entering Guaranteed Times and Dates

If you want your appointments to appear on the Service Monitor, you need to enter a time and date in at least one of the
five Guaranteed Time/Date fields in the Time Stamp window. This time determines the expiration time of the
appointment.

If a service call is assigned to a maintenance contract that has a service level agreement, the guaranteed time/
date will be automatically calculated and the associated appointments for MC calls automatically display on
the Service Monitor.

1. Open the Time Stamp window in one of the following ways:
* In the Service Call window, select Time Stamp.
¢ On the Dispatch Board, select an appointment and select the clock button in the Work ID field.
2. Complete the Guaranteed Time/Date fields and select OK. The appointment now appears on the Service
Monitor. If you enter time/date information in more than one Guaranteed Time/Date field, the earliest time/date
drives the Service Monitor.

Filtering Information on the Service Monitor

In the Filter Preferences window, you select values to restrict the information that displays in the Service Monitor
scrolling window. If you don't make any entries in the Filter Preferences window, all appointments scheduled for the
current day display.

1. Select Inquiry > Service Management > Service Monitor.

2. Select the Preferences button.

3. Complete the filter fields. The Filter Preferences window is used to select filters for the Dispatch Board and the
Service Monitor. If you make changes to the filter preferences for the Service Monitor window, those changes are
applied to the Dispatch Board and vice versa. The Priority field is available when the window is opened using
the Service Monitor but not when it's opened using the Dispatch Board. The Date Range field is not available
when the window is opened from the Service Monitor. Filters, or restrictions, can be entered for each user and
the appropriate appointments will display. For example, a dispatcher may be assigned to enter and follow
appointments for a specific technician and may want to view appointments for that technician only. You can
view appointments for all technicians or for a single technician.

4. Once you've entered filters, you can select to include appointments for completed and closed calls as part of
your filter selection. Additional global filters — Branch Name, Affiliate, Region, and Branch — can be selected
here as well.

5. Select OK.

Your selections in the Filter Preferences window serve as defaults each time you open the window; only
appointments that fall within those filters display.

Viewing Appointments on the Service Monitor

The Service Monitor window displays up to 38 appointments in the scrolling window. You can view the maximum
number of appointments by closing the Filters window and then maximizing the Service Monitor. Inquiry > Service
Management > Service Monitor.
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The setup options you enter in the Filter Preferences window are reflected in the Filters window, which appears directly
above the Service Monitor. You can open and close the Filters window by choosing the Show/Hide Filters button in the
Service Monitor scrolling window.

Appointments are also identified in the scrolling window by their associated call's call type. Call types are set up and
assigned colors in the Call Type Setup window. See Setting Up Call Types (page 46).

Clearing Appointments From the Service Monitor

The Service Monitor is driven by the guaranteed time in the Time Stamp window that expires first.
To meet your guaranteed times and clear the appointment from the Service Monitor, you must timestamp the
appointment in the Time Stamp window.

1. Open the Time Stamp window in one of the following ways:
¢ On the Service Monitor, select an appointment and select the clock button in the Remaining field.
* In the Service Call window, select Time Stamp.
¢ On the Dispatch Board, select an appointment and select the clock button in the Work ID field.

2. In the Time Stamp window, select the clock button in the appropriate timestamp field or type an entry in the
Stamped Time/Date field. Remember, if your timestamps are connected to appointment statuses, then as the
appointment statuses change, the appointment is automatically time-stamped.

3. Select OK. If you have guaranteed times for all five timestamps, the appointment must have all five timestamps
met before it is cleared from the Service Monitor.

Updating Timestamps After Rolling Calls Forward

If you've rolled forward outstanding service calls and appointments from a previous day, the Time Stamp window
reflects the previous day's date and time. Therefore, the Guaranteed Time/Date of each appointment must be changed
to reflect the new day's schedule.

1. Open the Time Stamp window in one of the following ways:
® On the Service Monitor, select an appointment and select the clock button in the Remaining field.
® In the Service Call window, select Time Stamp.
¢ On the Dispatch Board, select an appointment and select the clock button in the Work ID field.

2. In the Time Stamp window, type a new entry in one or more of the Guaranteed Time/Date fields.

3. Select OK.

Printing the Service Monitor Call List

Select the printer button in the Service Monitor window to print the Service Monitor Call List, which lists all
appointments currently displayed on the Service Monitor.

Adding Notes in Service Management

Most major windows in Service Management have the notepad feature enabling you to attach free-form notes to a
record. These notes can be marked to remind you to do something in the future. Each window in Service Management
has an Add Note button in the button bar to attach window-level notes. These notes can be used to attach instructions
for completing the window and are separate from the reminder service notes. You will also find the notepad icon next to
other fields to attach a note to that entity, for example, adding a note to a specific contract, customer, job, and/or
location. Notes added at the customer and location level are also viewable in Schedule 2024 and later.

® Creating Reminder Notes (page 143)
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¢ Reading Reminder Notes (page 143)
® Printing Reminder Notes (page 143)

Creating Reminder Notes

1. Select the notepad button in any field with an attached notepad button.
2. In the Service Management Notes window, complete the following fields:
* Subject
Enter the subject of the note. The information entered is displayed in the list of notes for the entity. After
you tab off this field, a confirmation message displays. Select Yes to add a new note or No to clear the
Subject field.
® Current Owner
This field defaults with the current user. Use the lookup to change the current owner, if needed. If you
mark the Reminder checkbox, this is the user who receives the reminder notification.
* Reminder
Mark the checkbox if you would like to receive a message, upon opening Service Management, that a
note exists marked for the current Microsoft Dynamics GP system date. You must mark this checkbox if
you want to be able to view the note in the Reminder Service Notes window.
* Reminder Date
The current date defaults in the Reminder Date field and can be edited.
* Printable
Select the Yes radio button to be able to print the note in the Printable Notes report. Notes marked
printable appear on workorder 1 and T-card formats by default.
3. Enter the note in the scrolling window.
4. At the bottom of the window, the following information displays:
* Created User
The user who created the note.
* Modified User
The user who last modified the note. This is blank when creating the note.
¢ Last Changed
The date and time the note was last updated.
5. Select Save.

Reading Reminder Notes

1. Select Inquiry > Service Management > Reminder Notes Inquiry.

2. Select a sorting option from the drop-down list and select a range if you would like to view a range of notes, and
then select Redisplay. A list of notes that had the Reminder checkbox marked displays in the scrolling window.

3. Double-click a note in the scrolling window to open the Notes window where you can view and edit the note.

Printing Reminder Notes

You can print notes that have been added to Service Management records using the notepad button and are marked
printable. You can print the note text, transaction number, cost code, current user, and index.

1. Select Reports > Service Management > General > Printable Notes.

2. Select a sorting method from the drop-down list.

3. Torestrict the records that are printed, enter a Range. You can enter a range of customer IDs, current owners, or
reminder dates.
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4. Select Insert>> to insert the restriction in the scrolling window. You can only enter one restriction per restriction

type.
5. Select Print to print the notes that fall within the restrictions you've entered.

Posting Payroll Transactions to Service Management

Costs are posted to Service Management by a batch posting process. This benefits Microsoft Dynamics GP payroll users
and non-payroll users in several ways. Specifically:

e Posts payroll costs to Service Management before building checks (for payroll and non-payroll users).

¢ Deletes TimeTrack batches after transactions have been committed, without removing costs from a Service
invoice.

e Automatically removes Microsoft Dynamics GP payroll transactions after posting costs to Service Management
without removing costs from a Service invoice (for non-payroll users).

¢ Posts overhead costs to Service Management in the same way as a wage expense. Therefore, overhead and wage
expenses are always posted in the same fiscal period.

Before posting payroll transactions, make sure payroll posting options are set up correctly.

1. Select Transactions > Payroll > Signature Payroll Posting.
2. In the Signature Payroll Post window, complete the following fields:
¢ Posting Date
The date on which you want to post.
¢ Display Batches
Select to Display Batches created by all users or by the current user only. The batches are marked in the
Job Cost or Service column to let you know the contents of that batch. If a batch contains transactions
attached to a job number or service call ID, the appropriate column(s) will be marked with an asterisk.
e Status
Mark the checkbox in the Status column for the batches you want to post. You can mark each checkbox
individually or use the Mark All/Unmark All buttons on the menu bar. The Mark/Unmark buttons will not
affect batches that are already marked by other users.
* Post Job Cost, Post Service
If you are not using Job Cost, or if you are and the Post to Job Cost Only option is not marked in setup,
the Post Job Cost checkbox will be disabled.
3. Select Post.

If using Job Cost, Job Cost batches may not be available to post before building
checks, depending upon Job Cost setup and validation performed in this window.
However, a batch that contains both Job Cost and Service related transactions will
be available to a user who wants to post only the Service related contents of a batch.
Unless posting to Job Cost is selected along with Service, all job-related transactions
will remain unposted in the batch and only the Service-related transaction will be
posted and Microsoft Dynamics GP payroll transactions deleted. This allows for Job
Cost and Service to be posted at separate times, as required by the business
processes of each product.

After completing the posting process, the batch of payroll transactions can be included in the next batch of printed
payroll checks.
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Entering Signature GL Transactions

You can enter GL transactions for service calls using an alternate window called Signature Transaction Entry. This
window is based on the Microsoft Dynamics GP GL Transaction Entry window.

For Service Management, these features are available only if you are using Service Invoicing, not SOP
Invoicing.

The general purpose of this window is similar to the Microsoft Dynamics GP Transaction Entry window:

® Enter standard and reversing transactions
e Postindividually entered transactions
* \Void saved transactions

However, you can also:

¢ Include a combination of service calls, jobs, etc. on the same transaction, and apply to one GL journal entry
e Transfer costs from a service call to a job, and vice versa, or from one service call to another

This feature supports multi-currency and Inter-company transactions, but does not support the following:

® Recurring batches
¢ Multi-Dimensional Analysis (MDA)

About Intercompany Transactions

Using the Signature Transaction Entry window, you can create intercompany transactions, which allows you to record
transactions in the general ledger for one company that will create transactions in the general ledger of another
company.

Consider the following when creating intercompany transactions using this window:

* As with other intercompany transactions, when the transaction is posted in the current company, the GL batch is
created in the destination company must then be posted in that company.

* For Service Management, you cannot create labor transactions using the Signature Transaction Entry window.

* For Job Cost, you can create labor transactions but not if you are using labor rates to calculate payroll amounts.

Creating a Signature GL Transaction

Make sure you have security access to alternate Microsoft Dynamics GP windows for Signature.

1. Select Transactions > Financial > General or from the Service Call or Service Call Status window by choosing the
Journal Entry button.
2. The Journal Entry field fills automatically. You can change this entry, if necessary.
¢ Intercompany
Mark this checkbox if you need to record transactions in the general ledger for one company that will
create transactions in the general ledger of another company. See About Intercompany
Transactions (page 145) for more information.
¢ BatchID
The batch ID for the journal entry number you entered. If the batch ID you enter does not exist, a message
will appear asking if you want to create a new batch.
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Transaction Type

A transaction is an accounting entry that changes the balance of liability, revenue, asset, and/or expense
accounts. Standard - Mark this option to enter a general transaction, and to assign debit and credit
amounts. Reversing - Mark this option to enter a transaction for which debit and credit entries will be
reversed as of a later date.

Transaction Date

The transaction date can be up to 365 days before the first day of the oldest open year and must be in an
existing fiscal year.

Source Document

The source document is an abbreviation that tells you which type of journal or entry to examine for more
information about a transaction.

Reference

References are required and can be any combination of alphanumeric symbols to help you identify the
transaction.

Currency ID

The currency ID for the transaction, if you're entering a transaction in a currency other than your
functional currency. The functional currency is the default entry when you first open the window. Select
the Currency ID link to view more information. If you're not using Multicurrency Management, this field
isn't available.

Product Indicator

Indicates the product to which you want to distribute the transaction. You can select Unbilled, Job Cost,
or Service. (Service is disabled if using SOP invoicing.)

Job No. / Service Call ID

The job number or service call ID associated with this transaction.

JC Cost Code

This field is not in use if this is a Service transaction. If this is a Job Cost transaction, the field displays the
cost code associated with this transaction.

CC/CE

For a Service transaction, the cost code is displayed. If this is a Job Cost transaction, the field displays the
cost code element based on the cost code selected. You can select the expansion button to open the
Signature Transaction Detail Entry window, where you can enter additional detail for this transaction.
See Entering Additional Detail for a Transaction (page 146) for more information.

Co.ID

Enabled only if Intercompany checkbox is marked. Select the company for which this transaction will be
created.

3. Fill the remaining fields, as necessary.
4. Save or post the transaction.

Entering Additional Detail for a Transaction

You can enter additional information for a Job Cost transaction using the Signature Transaction Detail Entry window.
For example, if a transaction is being entered for a cost code with a cost element of 1 (labor), you can enter labor
details, department, position, and labor rate group.

1. To open the Signature Transaction Detail Entry window, select the expansion button next to the Cost Element
field in the Signature Transaction Entry window. The header fields on this window fill automatically from the
Signature Transaction Entry window. The additional fields that are enabled on this window depend on the cost
element selected.

Job No./ Service Call ID
Cost Element

Cost Code

Description
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Cost Type Description

2. To enter transaction details, complete the enabled fields on this window, as necessary. If you are entering
details for a transaction with a cost element of 1 (labor), the following fields are enabled.

Employee ID

Identifies the employee, as set up in the Employee Maintenance window.

Labor Rate Group

If the product indicator is Job Cost, the labor rate group of the cost code. If the product indicator is
Service, the labor rate group from the customer location on the service call.

Department, Position, and Pay Code

Pertains to labor rate groups set up in Service Management and Job Cost. These fields fill automatically
when you select an Employee ID.

Transaction Date

Fills automatically from the same field on the Signature Transaction Entry window.

Hours

Hours of labor to be billed.

Cost per Hour

Dollar amount per labor hour. Fills automatically from the employee payroll record when you select a Pay
Code.

Overhead Cost

The indirect, job-related cost your company incurs in the process of doing business, for example,
workmen's compensation.

Rate per Unit

Displays only if the Display Pay Rate on Labor transactions is marked in the Invoice Options window.

3. If you are entering details for a transaction with any other cost element, the following fields are enabled.

Vendor

Enabled only if cost element is not labor.

Equipment ID

Enabled only if product indicator is Service and cost element is not labor.
Item Number and Item Description

The item number and description associated with this transaction.

Unit Of Measure

The unit of measure associated with this item.

PO Number

Purchase order number, if applicable.

Quantity

The number of items.

TRX Amount (Extended Cost)

Fills automatically based on the amount entered in the Debit or Credit field in the Signature Transaction
Entry window.

This field is disabled for Service transactions.

4, Select OK.

Working With Time Zones

You can store dates and times in Greenwich Mean Time (GMT) so that dates/times can be accurately converted and
displayed in the time zone of the location, technician, and user. In addition, time zones can be adjusted for Daylight
Savings Time (DST).
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Converting Time Zones

Time zones are not immediately converted to GMT as soon as you enable the time zone feature in Setup. After you turn
on the time zone view feature, the system will attempt to populate certain specific date/time-related fields in GMT in
the database for new records added. Existing service calls, timestamps, and appointment data must be converted after
you populate certain tables with time zone values. Existing data must be converted before you add new service calls or
appointments.

Service calls, time stamps, and appointments get the time zone from location.

Q Time Zones and the corresponding data conversions must be set up and executed immediately after turning
on the time zone view option and BEFORE new service call or appointment data is entered or existing service
call or appointment data is edited.

Failure to perform the implementation of this feature in this manner could result in invalid service call or
appointment time-related data; therefore, we suggest that time zone views be implemented during non-
business hours.

Before turning on or turning off the time zone view feature, a current backup should be created of your
company data.

Some additional notes regarding time conversions:

e When converting between time zones, if the time becomes 12:00:00 AM, the system will add one second to the
time, for example, 12:00:01.

® For activities, the system determines the start and end times based on the technician's time zone. This is
necessary since, when converting to GMT, the time may span multiple days.

e For appointments, when checking to see if an appointment conflicts with existing appointments, the system will
use the technician's time zone as a guide.

See also:

¢ Enabling the Time Zone Feature (page 148)

e Setting Up Time Zones (page 149)

¢ Setting Up User Profiles for Time Zones (page 150)
¢ Assigning Time Zones to Records (page 150)

* Time Zone Views (page 152)

¢ Dates and Times Display (page 153)

e Time Zone Reference (page 153)

Enabling the Time Zone Feature

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Module Setup > Service Options. The Service
Options window opens.

2. Mark the checkbox: Enable Time Zone Views.

3. Select OK to the following message: You have selected to use Time Zone views. For Time Zone Views to function
properly, several tables must be updated with Time Zone data.
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About Disabling the Time Zone Feature

Although we do not recommend disabling the Time Zone feature after it has been enabled, if you do, consider the

following:

1. Make a backup of your data before disabling time zones.

2. When you unmark the Enable Time Zone Views checkbox and save the window, a message appears asking you
if you want to revert to the time zone of the user's machine. If you select Yes, the system converts times back
from GMT to the time zone of the user who turned it off. If you select No, no data is converted and the system re-
enables the time zone feature.

Setting Up Time Zones

You must set up a time zone record for each time zone your business deals with. Use the Time Zone Reference (page
153) as a guide for abbreviations and times.

For new installs, the time zones have already been entered. You should validate the GMT offsets and define the
daylight savings time information, if applicable.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > Lookup Setup > General > Time Zones.

2. Enter a Time Zone name, for example, CST for Central Standard Time. See Time Zone Reference (page 153) for a
list of common time zone abbreviations. The GMT Offset values fill automatically based on the time zone
selected.

3. If Daylight Savings Time (DST) applies to this time zone, mark the checkbox. The remaining fields on the window
are enabled.

4. Complete the remaining fields, as necessary.

DST Bias

The amount of hours and/or minutes to adjust the time for daylight savings time. For example, if the time
is moved backward one hour in the summer and moved forward one hour in the fall, enter 1 in the Hours
portion of the field.

DST Start Date

Used to specify the date DST begins. You can include the instance of the day of the week for that month,
the day of the week, and the month. For the instance, select from 1st, 2nd, 3rd, 4th, or Last.

DST Start Time

The time of day DST goes into effect.

Standard Start Date

Used to specify when standard time resumes and when DST ends. You can include the instance of the day
of the week for that month, the day of the week, and the month. For the instance, select from 1st, 2nd,
3rd, 4th, or Last.

Standard Start Time

The time of day standard time goes into effect, and DST time ends.

DST Bias

The amount of hours and/or minutes to adjust the time for daylight savings time. For example, if the time
is moved backward one hour in the summer and moved forward one hour in the fall, enter 1 in the Hours
portion of the field.

DST Start Date

Used to specify the date DST begins. You can include the instance of the day of the week for that month,
the day of the week, and the month. For the instance, select from 1st, 2nd, 3rd, 4th, or Last.

DST Start Time

The time of day DST goes into effect.
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5. Select Save. When you save a service call, the time will fillin GMT time. If there is a time zone associated with the
location of that service call, that time zone will fill on the service call.

Setting Up User Profiles for Time Zones
You must set up the time zone in the user profile for each user of the system.

1. Select Microsoft Dynamics GP > Tools > Setup > Service Management > System Administration > User Profile. The
User Profile window opens.

2. Select a user.

3. Select a time zone tag using the lookup in the Time Zone field.

4. Select Save.

Repeat these steps for each user in your system.

Assigning Time Zones to Records

You can assign a time zone for several records within Service Management. We have provided a special Update Time
Zone Data (page 355) utility to make entering time zones easier. But first, you must manually enter a time zone in at least
one record, at the highest point of the record hierarchy you select. This utility assumes the following general record
hierarchy:

e Postal Codes
® Branch
® Location
e Technician

If you do not use postal code assignments, you can start at the branch level. Therefore, before you run the utility, you
should assign a time zone to the branch(es) so that the utility knows where to get the time zone necessary to populate
the time zones for the other records. If you do not use branches, you start at the location level, again, assigning a time
zone to the location.

Assigning Time Zones

The Update Time Zone Data (page 355) utility can only be used if you are using global filters. See Using Global Filters (page
69).

If you are using global filters:

* Assign time zones manually to your branches in Branch Setup (Microsoft Dynamics GP > Tools > Setup > Service
Management > Lookup Setup > Branches.) - OR - If based on postal codes, run the Update Branch Time Zone from
Postal Codes part of the utility.

 Either run the Update Time Zone Data utility to update time zones for locations and technicians - OR - assign the
time zones manually for each of those records.

If you are not using global filters, you MUST assign time zone manually in all the records, including branches,
locations, and technicians.

You cannot use the Update Time Zone Data utility if you are not using global filters. For more information, see
Update Time Zone Data (page 355).
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Time Zone Fields

After running the Update Time Zone Data utility to populate the postal codes, branch, location, and technician records,
the time zones for additional Service records populate accordingly. For some windows, time zones must be assigned
manually from a lookup.

Window How the Time Zone field populates:

Service Class
Setup

Customer
Maintenance

Select a time zone from lookup; this field does not fill automatically.

Fills automatically based on the time zone of the service class. If no time zone is specified for the
service class, the time zone fills based on the branch associated with the customer's location.

User Profile Select a time zone from lookup; this field does not fill automatically.

Branch Setup  Does not fill automatically unless you run the Update Branch Time Zone from Postal Codes part of
the Update Time Zone Data utility; otherwise, you must select a time zone.
You can only select a branch if global filter record editing is enabled in the User Profile window for
the current user.

Location Fills automatically based on the branch if the Use Global Record Identification option is marked on
the Service Options window.
If branches are not used or if the conditions above are not met, the time zone fills based on the
service class.

Technician Fills automatically based on the branch associated with this technician. If branches are not used,

Setup select a time zone from the lookup.

Dispatch Fills based on the time zone of the user who is bringing up the dispatch board.

Board If you change the time zone view to location or technician, for example, the date you entered might
change based on the conversion to the location's or technician's time zone.

Technician Fills based on the technician selected.

Board

If you change the time zone view to location, for example, the date you entered might change
based on the conversion to the location's time zone.

If you change a branch after the time zone feature has been enabled, you must manually change the
technician and/or location time zone.
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Time Zone Views

Time zone views allow you to view the dates/times in the time zone of location, technician, user, and in GMT (Greenwich
Mean Time). This feature has been implemented in several windows.

Time zone views are just that: views; they do not affect the way dates/times are stored.

Changing the View

The time zone icon appears in the upper right of the appropriate window. The availability of views depends on the
window and context. See below for a list of windows and available views. The availability of views depends on the
window and context. See below for a list of windows and available views.

Indicator The time zone displays by
GMT
Time
Zone
Location
Technician
Time
Zone
User

Time
Zone

To change a view,

1. Select anywhere inside the icon. A popup menu appears.
2. Select the view that you want. The picture on the icon changes, depending on the view selected.
¢ Service Call
GMT, Location (default), Technician, User
The time zone view icon will not be enabled until a service call is saved.
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Appointments

GMT, Location (default from service call), Technician, User

Service Level Call Inquiry

GMT, Location, Technician (default), User

Dispatch Board

GMT, Location (default), Technician

Appointment Wizard

GMT, Technician (default), User

Reschedule Appointment Wizard

GMT, Technician (default), User

Appointment History

GMT, Location, User

Technician Schedules

GMT, Technician (default), User.

The time zone selected appears in each grid of the technician's schedule.
Technician Activity Inquiry

GMT, Technician (default), User

Technician Board - Appointments

GMT, Technician (default), User

Technician Board - Appointments - Daily View

GMT, Technician (default), User

The time zone selected appears in the right corner of the Time column heading.
Time Stamp

GMT, Location, Technician, User

When any of the clocks on the window are pressed, the system converts to the time zone selected using
the time zone icon.

Dates and Times Display

With the time zone feature, the time zone name (for example, CST) will appear next to applicable dates and times fields,
as shown in the sample window below. The date and time will be converted from GMT to the time zone selected.

Time Zone Reference

The table below shows a list of supported time zones. Information includes common abbreviations, descriptions, and
the time differences relative to Greenwich Mean Time (GMT).

Code

GMT

WET

CvT

AT

Name Time difference relative to GMT
Greenwich Mean Time: Dublin, Edinburgh, London, Lisbon GMT

Monrovia, Casablanca GMT

Azores, Cape Verde Is. GMT minus 01:00

Mid-Atlantic GMT minus 02:00
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Code

ART

BRST

NST

AST

IND

EST

coT

CST

MEX

SASK

MST

AZ

PST

AKST

HST

CAT

SST

IDLW

NZST

Name

Buenos Aires, Georgetown

Brasilia

Newfoundland

Atlantic Time (Canada)

Indiana (east)

Eastern Standard Time (US and Canada)

Bogota, Lima

Central Standard Time (US and Canada)

Mexico City, Tegucigalpa

Saskatchewan

Mountain Standard Time (US and Canada)

Arizona Time

Pacific Standard Time (US and Canada), Tijuana

Alaska

Hawaii Standard Time

Central Alaska

Midway Island, Samoa

International Date Line West

Wellington, Auckland
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GMT minus 03:00

GMT minus 03:00

GMT minus 03:30

GMT minus 04:00

GMT minus 05:00

GMT minus 05:00

GMT minus 05:00

GMT minus 06:00

GMT minus 06:00

GMT minus 06:00

GMT minus 07:00

GMT minus 07:00

GMT minus 08:00

GMT minus 09:00

GMT minus 10:00

GMT minus 10:00

GMT minus 11:00

GMT minus 12:00

GMT plus 12:00



Code

IDLE

FJT

MAGT

AEST

ChST

LIGT

ADE

DAR

JST

CCT

AWST

ICT

ALMT

PKT

AFT

GST

IRST

BT

MSK

Name

International Date Line East

Fiji, Kamchatka, Marshal Is.

Magadan, Solomon Is., New Caledonia

Hobart

Guam, Port Moresby, Vladivostok

Brisbane, Melbourne, Sydney

Adelaide

Darwin

Tokyo, Osaka, Sapporo, Seoul, Yakutsk

Beijing, Chongging, Urumqi

Hong Kong, Perth, Singapore, Taipei

Bangkok, Jakarta, Hanoi

Almaty, Dhaka

Islamabad, Karachi, Ekaterinburg, Tashkent

Kabul

Abu Dhabi, Muscat, Tbilisi

Tehran

Baghdad, Kuwait, Nairobi, Riyadh

Moscow, St. Petersburg, Kazan, Volgograd
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GMT plus 12:00

GMT plus 12:00

GMT plus 11:00

GMT plus 10:00

GMT plus 10:00

GMT plus 10:00

GMT plus 09:30

GMT plus 09:30

GMT plus 09:00

GMT plus 08:00

GMT plus 08:00

GMT plus 07:00

GMT plus 06:00

GMT plus 05:00

GMT plus 04:30

GMT plus 04:00

GMT plus 03:30

GMT plus 03:00

GMT plus 03:00



Code Name Time difference relative to GMT

EET Eastern European Time GMT plus 02:00
ATH Athens, Helsinki, Istanbul GMT plus 02:00
CAIR Cairo GMT plus 02:00
CAT Harare, Pretoria GMT plus 02:00
ISRL Israel GMT plus 02:00
CET Paris, Madrid, Amsterdam GMT plus 01:00
MET Berlin, Stockholm, Rome, Bern, Brussels, Vienna GMT plus 01:00

Editing Service GL Transaction Journal Entries
You can use the Correct or Copy buttons in the Signature Transaction Entry window to edit a journal entry.

e Correcting a Journal Entry (page 156)

® Backing Out a Journal Entry (page 157)

® Backing Out and Creating a Correcting Entry (page 157)
® Copying a Journal Entry (page 158)

€ cAuTION

This correctional feature reverses an entry exactly as it was created and any subsequent divisional accounting
changes are not recognized.

Correcting a Journal Entry
You can:

e Correct a journal entry posted to an open job, if the journal entry was not created from the Job Transaction
Entry window. If the transaction was entered in the Job Transaction Entry window, you will not be able to
correct the journal entry in the Signature Transaction Entry window.

e Correct a journal entry on a closed job, however the job will not be updated. Closed jobs are not re-opened. If
you are using divisional posting, the division expense account number (that the job was in) is credited. This is
the Cost of Goods Sold account that was debited when the job was closed. The Transaction Date that displays on
the Back Out Journal Entry is the original transaction date.

e |f you want the correction to u