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Contacting Infor

Contacting Infor

If you have questions about Infor products, go to Infor Concierge at https://concierge.infor.com/ and create
a supportincident.

The latest documentation is available from docs.infor.com or from the Infor Support Portal. To access
documentation on the Infor Support Portal, select Search > Browse Documentation. We recommend that
you check this portal periodically for updated documentation.

If you have comments about Infor documentation, contact documentation@infor.com.
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Introduction

Chapter 1: Introduction

Infor LN Mobile Service is an application that is available on Infor LN 10.4,10.5, 10.5.2, 10.6, 10.7 and LN Cloud
Edition. Itis not a stand-alone application but an addition to and fully integrated with the Service module of
Infor LN.

This application provides field service engineers quick access to relevant resources and data. This improves
service resolution efficiency and customer satisfaction. The field service engineer is linked to a service

department and is responsible for performing service activities assigned to the designated department. The
service engineers can use this application as a virtual office, to accomplish their day-to-day tasks, remotely.

Infor LN Mobile Service has a new and modern user experience and is available for:

1 Windows devices running on Windows 7, Windows 8/8.1 or Windows 10 or Windows 11, except for the RT
versions.

2 Android devices with Android 7.1 or higher, except for Android TV, Wear OS and any device that is not
certified by Google.

3 i0SiPhones and iPads with iOS 8.0 or later. Supported architectures: ARM64 and ARMvT.

This user guide describes the functions and features of Mobile Service. As Mobile Service could have different
navigation patterns, dependent on the device, itisrecommended to read chapter User Interface and Navigation
on page 54 first. If required, the difference per device is mentioned in this guide.

Note: The available functionality in Mobile Service depends on the LN version itintegrates with. The LN Cloud
Edition supports the most functionality, earlier LN versions support less functionality.
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Chapter 2: Getting Started

This chapter explains the actions that are required to get started with Mobile Service application.
Also, see the following documents for details on getting started with Mobile Service:

« Infor LN Mobile Service - Getting Started Guide for Windows devices
+ Infor LN Mobile Service - Getting Started Guide for Android and i0S

Actions in Infor LN

This paragraph describes which actions are needed in LN to get started with Mobile Service. The following is
required:

1 ThelLNClient Service must be enabled in the admin page of LN-Ul (on a cloud server, this option is always
enabled).

2 Check the Mobile Field Service check box in session Implemented Software Components
(tccom0500mO000) to enable the integration.

3 Theserviceengineersshould be defined in session Employees (bpmdm0601m000) with the properlogon
code and department. This department must exist in the Service Departments (tsmdm1100m000) session.
People data and Service data need to exists.

4 Create a profile in session Service User Profiles (tsmdm1150m000) for each service engineer.

5 Itisrecommended to the administrator to create a Connection Settings File or a QR-code to make it
easier for the engineers to make a first connection. This can be done in the admin page of LN Ul, or can
be downloaded from the Mobile Service authorized app in IONAPI.

Actions on Device

This paragraph describes which actions are needed on the local device to get started with Mobile Service.

1 InstallMobile Service onthe local device. The setup file for Windows can be downloaded from the Actions
menu in session Mobile Service Parameters (tssoc0102m000). For Android and iOS the installation
needs to be performed from Google Play or App Store respectively. The app can be found by searching
for Infor LN Mobile Service.

2 Start Mobile Service and create a profile. It is optional to protect your profile with a local password.
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Connections settings are required to be able to connect to LN. Specify those settings as provided by your
system administrator. The easiest way is to load a Connection Settings File or to scan a QR-code.

Note: When authentication is performed via ION API (for example when connecting to a multi-tenant
cloud environment), a browser will pop up, asking you to provide your credentials (email and password)
to the authentication server. Provide the credentials and follow the process to get connected.

If you are accessing the LN Mobile Service for the first time, you must perform a full data download. This
will download all master data and your assignment activities from LN and stores the data locally. For
Windows the option ‘Send/Receive’ can be found in the top bar. For Android/iOS, this option is available
in the menu and the synchronization screen will be shown automatically the first time the app is started.
Note: Afull data download is only required once: the very first time Mobile Service is started and connects
with LN. After the first full data download finished all applicable data changes in the app orin LN are
synchronized during automatically or manually started synchronizations. After the first full data download,
a full data download is only required if Mobile Service indicates it.

When the synchronization process is completed, the LN Mobile Service application can be used. Your
assigned Service Orders, that have been released, are now displayed on your device. Any relevant change
in Infor LN is downloaded to the application whenever a manual or automatic Send/Receive Data is
performed.
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Chapter 3: Profiles and Connections

This chapter explains the process to create a profile and configure the connection settings that are required
to connect to Infor LN.

Profiles

At least one local profile in Mobile Service is needed to be able to sign in. As soon as the application is started
for the first time the user needs to create a profile. A profile is needed to:

1 Keep local settings and data together.
2 Protect local data from unauthorized access by others.

To create anew profilein Windows, press the option New Profile on the sign in screen. To create a new profile
on Android/iOS, press the option Manage Profiles on the sign in screen and choose Add. You can protect
your profile and data by a password, although this is not mandatory.

Connection settings

The most important properties of a profile are the connection settings. Connection settings are required to
connect to Infor LN and should be provided by the system administrator.

«  OnWindows devices the connection settings are directly linked to a profile. Click on Profile Options in
the sign in screen and on the button Connection Settings to change the connection settings.

+  OnAndroid/iOS, a profile contains one or more Environments and the connection settings are linked to
an environment. Profiles can be maintained from the option Manage Profiles in the sign in screen.
Environments can only be maintained after you have signed in to Mobile Service for a certain profile via
option Environments in the menu. Select an environment and click on the option Connection Settings
to modify those.

Connection settings can be entered and changed manually. The easiest way is to load a Connection Settings
File or to scan a QR-code provided by the system administrator. Loading a Connection Settings File or scanning
a QR-Code is mandatory when authentication is performed via ION API (for example when connecting to a
Multi-Tenant Cloud environment).

The following connection settings are needed when authentication is not performed via ION API:
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Username: The username for connection with the Infor LN backend. In case of a Single Sign On (SSO)
environment, this is the SSO user name. Otherwise this is the LN backend username.

Password: The password to connect to the Infor LN backend.
LN Ul Server (URL): The URL of the Infor LN Ul Server.

LN Environment: The environment Infor LN runs in.
Company: The logistical data company of LN.

Specify the following fields when authentication is performed via ION API:

Company: The logistical data company of LN.

Note: When your organization uses Mobile Device Management (MDM) it might not be possible to enter an
LN Ul Server and an LN Environment. In this case a Managed Server field is available, and it can only be
possible to select a Managed Server. This is only applicable to Android/iOS devices.
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Chapter 4: Settings

This chapter provides information about the settings required to work with the application. You can access
the settings from the Menu.

Settings can be defaulted and optionally be disabled by your organization. See Appendix E on page 81 for
details on how to make default and disable Mobile Service App Settings in LN.

Connection settings

This page is only available on Windows devices and provides an overview of the settings required to connect
to Infor LN. Most of this information is defined during the creation of a profile and cannot be changed in the
settings, only be viewed. For more information, see chapter Connection settings on page 10.

You can also specify the following optional setting when authentication is not performed via ION API:

Bshell Command: Add specific commands to be used when connecting to Infor LN. This can be useful when
testing or tracing. Normally, this setting must be blank.

Note: An invalid command results in connection errors.

Send and Receive data settings

This page provides an overview of the settings required to synchronize the data with LN.

+ Send and receive data automatically: If this field is set to Yes, the data synchronization with LN is
automated.

« Automatic receive interval in seconds or minutes. The user defined number of seconds or minutes after
which data is received from LN.

+ Automatic send interval in seconds: The user defined number of seconds after which data is sent to
LN.

+ Send and receive data when pausing or completing an activity: If this field is set to Yes, the data is
sent or received when an activity is paused or completed. This makes it possible to send and receive data
at the moment the engineer finishes the work for an activity.
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Send and receive data when ordering bench stock: If this field is set to Yes, the application automatically
triggers a synchronization as soon as you perform the Order Now action on the Inventory - Bench Stock
page.

Number of days to keep the synchronization log: The number of days for which you want the application
to retain the synchronization log.

Send GPS Information: If this field is set to Yes, the application will automatically log GPS data when
starting, stopping and completing an activity. To use this functionality, the location service should be
enabled. Click the Test GPS button to test the functionality. The GPS information is stored in LN session
Employee GPS Data (tccom0105m000).

Refresh application labels at startup: If this field is set to Yes, the application labels are refreshed every
time you log on to Mobile Service. All labels and messages are stored in LN. This option is helpful if these
labels and messages change frequently. If that is not the case, it is recommended to set this field to No.
You can also perform a manual refresh of all labels and messages.

Data display settings

The settings for the format in which the data is displayed:

Display format for code and description: Select the option to determine the display format for the code
and the description for an entity from Infor LN. Examples: warehouses, labor types, etc. It is possible to
display only the code, only the description or the code and the description.

Separator for code and description: A delimiter used to separate the code and the description display
for an entity.

Display format for item code and description: This is an optional setting if the display format of the
item code and item description must differ from the display format of other entities.

Enable item code scanning: If this setting is enabled, barcode and QR code scanning functionality is
available for every item field. This allows the device camera to be used to scan the barcode or QR code
of anitem.

Enable serial number scanning: If this setting is enabled, bar code and QR code scanning functionality
is available for every serialized item field. This allows the device camera to be used to scan the barcode
or QR code of a serialized item.

Enable search term scanning: When this settingis enabled, barcode and QR code scanning functionality
is available for search fields throughout the app. This allows the device camera to be used to scan a
barcode or QR code containing a search term (for example an item code, serial number, or any text). The
search field is filled with the data of the barcode or QR code after scanning the search term.

Use User Language: If this setting is set to Yes, the language as defined for the user in Infor LN is used
as the application language. If you want to use other language, this setting must be set to No.
Application Language: The language in which the application is displayed. If you change the application
language, it is applicable only after you restart the application. This field is enabled only if Use User
Language is set to No.

Map Provider: This setting can be used to set which map provider mobile service must use. This setting
is for the Windows version of the app only. The current options are Windows Maps and Open Street Map.
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Schedule settings

This page provides an overview of the settings for the Schedule view.

Allow to Accept/Decline a visit: Use this setting to determine if accepting or declining activities for a
single visit is allowed in the schedule. If this field is set to No, the Accept and Decline button are not
displayed in the schedule.

Split overlapping visits: This setting determines if multiple activities of a visit (service order) must be
split based on the presence of overlapping activities of another visit. If disabled, multiple activities are
merged in a single visit, assuming all other conditions for joining the activities in one visit are also met,
even if the resulting visit overlaps with the activities of another visit. If enabled, the activities of the same
visit always be split into separate visit when overlapping with an activity of another visit.

Splits visits with interval between activities: This setting determines if multiple activities of a visit
(service order) must be split based on the time interval between activities. If disabled, multiple activities
are merged in a single visit, assuming all other conditions for joining the activities in one visit are also
met, regardless of the interval between activities. If enabled, the activities of the same visit are split into
separate visits if the interval between the activities exceeds the interval set in Split visit if time between
activities exceeds setting.

Split visit if time between activities exceeds: The visit is split up into separate visits when the time
interval between two activities of a visit (service order) exceeds the number of entered minutes. The
intervalisthe time between the planned finish time of one activity and the planned start time of a second
activity of the same service order. If the interval between activities is less than or equal to the time in this
setting, both activities are merged in a single visit, assuming all other conditions for joining the two
activities in one visit are also met. If the time between the two activities is more than the time in this
setting, the activities are always be split into separate visits. Note that activities can be split into more
than two visits depending on the number of activities and the intervals between them.

Visits to Display: Which visits should be displayed in the schedule. It is possible to show either all visits
or only the visits for a specific period.

Display from the past: The number of days, in the past, for which the application shows visits in the
schedule. This optionis only available when the value of the Visits to Display field is set to pisplay visit
for the following period.

Display of the future: The number of days, in the future, for which the application shows visits in the
schedule. This optionis only available when the value of the Visits to Display field is set to pisplay visit
for the following period.

Check for uncompleted inspections during activity completion: Sets the type of check to occur when
an activity is completed while there are uncompleted inspections for the activity. When Never is selected,
no checks are done. When warn is selected, the check can result in a warning. Block can prevent the
activity from being completed until all inspections are complete.

Note: This setting in Mobile Service is available from LN 10.5 onwards.

Enable option to start, stop or complete multiple activities at once: If this setting is enabled the
following options are available in the Activities screen:

«  StartActivities: If this option is selected then the accepted, but not yet started activities, are started.
«  Stop Activities: If this option is selected the started activities are stopped.

« Complete Activities: If this option is selected the stopped activities are completed.

Ask for confirmation when completing activities: If this setting is enabled Mobile Service asks for
confirmation when the user completes one or more activities.

Start and finish times of activities due to start, stop and complete actions, are based on: If this
setting is enabled, the following options are available:
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Current time: If this option is selected, Mobile Service registers the current time as actual start time
and actual finish time of the activity whenever an activity is started, stopped, or completed.
Planned Times: If this optionis selected Mobile Service registers the planned start time and planned
finish time as actual start time and actual finish time of the activity whenever an activity is started,
stopped, or completed.

Travelregistration with Start/Stop options: If this settingis enabled, the following options are available
for an accepted visit:

Start Travel: Select this option whenever you start traveling to a visit or from a visit. If this option
is selected, travel registration is started for the visit. Travel time is registered for the first activity that
has been accepted. The travel time record is indicated by a van icon in the Activity - Travel time
screen (Windows), or by the status ‘Traveling’ (Android/iOS).

Stop Travel:Select this option whenever you stop traveling for a visit. If this option is selected the
travel registration is stopped. The travel time record is updated and confirmed.

Show travel data when finishing travel: If this setting is enabled a Confirm Travel Data screen is
displayed when traveling is stopped. The travel time can be changed in this screen, and a travel distance
can be entered. When saving, the travel time is updated and confirmed, and the travel distance is saved
for the same activity as for which the travel time was recorded.

When this settingis not enabled, the Confirm Travel Data screen is not displayed when travel is stopped;
only travel time is registered.

Note: The registered travel time can still be changed afterwards in the Activity - Travel Time screen.
Travel distance can be registered manually in the Activity - Other Cost screen.

Hours settings

This page provides an overview of the settings for the Hours view:

Number of previous weeks for which to display hours: The number of weeks, in the past, for which
the application retrieves the registered hours from LN.

Number of following weeks for which to display hours: The number of weeks, in the future, for which
the application must retrieve the registered hours from LN.

Serial history settings

This page provides an overview of the settings for the serial history views:

Automatically download serial history for active visits: This indicates if the application automatically
downloads serial history after downloading new service orders or updated service orders. The period to
download serial history is defined in the next setting.

Period to automatically download serial history data: When the previous settingis set to Yes, all history
for this period is downloaded.
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Period to manually download serial history data: When the user clicks on the refresh button in the
serial history view, the serial history is downloaded according to this period. The user can set this period
at any value, but it is advised to set this to a longer period than the automatic download.

Period to keep serial history data: When a visit is completed, and no other visit references the same
serialized item, the serialized item history could be removed. The user could however choose to keep
history for a longer time if he expects to be servicing the same serials for more than one time. The user
can set this period at any value, butitis advised to setis to a longer period than the automatic download.

Visit report settings

This page provides an overview of the settings related to the visit report:

Show completed activities before visit report: If this field is set to Yes, the completed activities are
displayed as a list before generating the visit report. This makes it easy to select the activities that must
be displayed on the visit report. You can choose to see a list of all completed activities for the service
order or only the completed activities for the actual visit.

Pdf conformance level for rtf templates: This setting indicates which pdf conformance level is applied
to visit reports generated based on rtf templates. For example, when you select PDF/A-1b the pdf visit
report is generated to conform the PDF/A-1b format. There are also 2 non-conformance levels: Rich Text
and None. When you select one of these values, the resulting pdf visit report does not conform any PDF/A
level. Rich Text is the default value for this setting.

Note: This setting only applies to visit reports that are generated based on rtf templates. It does not
apply to visit reports generated based on html templates.

Documents settings

If LN is linked to a Document Management System like ODM or IDM, some document settings can be setup in
Mobile Service.

Automatically download documents: If this field is set to Yes, the process to download the required
documents from LN is automated. As soon as service orders are synchronized with LN, the related
documents are downloaded.

Download documents for: Use this option to download documents for All orders or Orders for today
and the following period. This makes it possible to have the documents of all orders available or only
the documents for a specific period. This field is enabled only if the Automatically download documents
field is set to Yes.

Days: The number of days for which the documents must be downloaded, starting from the current date.
This field is enabled only if the value of the Download documents for field is set to Orders for today
and the following period.
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Support settings

Mobile Service logs information to be used in case of issues.

+ LogLevel: Itis possible to choose log level Errors (recommended/default), Information or Debug.

+ Usethe option Share Log File to share the log file with other persons via mail or via other channels (only
Android/iOS).

+  Usethe option Clear Log File to empty the log (only Android/iOS).

+  Use the option Upload Database to upload the local database to the LN backend.

+ Usethe option Upload Log File to upload the log file to the LN backend.

Note: To be able to upload the local database or the log file, the administrator must give permission to the

LN Mobile Service user. This can be done in session 'External File Upload Settings (tcstl3500m000)'.
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Chapter 5: Send and Receive Data

Mobile Service sends data to and receives data from LN. It is possible to define some settings to automate
the process of sending/receiving data. Itis also possible to send and receive data manually by clicking on the
Synchronize button (the icon with two rotating arrows). In that case no progress window will be shown.
Another option to send/receive data manually is to click on the option Send/Receive in the menu. This will
open a dialog which will also show the progress of the sending and receiving process.

Full data download

If you are accessing LN Mobile Service for the first time, you must perform a full data download. In which case,
all the relevant master data such as items, warehouses, business partners, addresses, service types and the
transactional data, such as service orders assigned to the engineer, is retrieved from Infor LN.

Do the following to activate a full download:

+  Windows devices: Click on the option Send/Receive in the top bar, check the Full Data Download check
box and click Send/Receive.

+ Android/iOS devices: Click on the option Send/Receive in the menu and click on the button Full Data
Download.

The window displays the progress of the send and receive actions. A full data download erases all the local
data and reads it again from LN.

Note:

+ Afull data download could take considerable time. It is recommended to perform this action only if the
connection to LN is fast and stable.

+ Afull data download erases all local changes that have not yet been sent to LN.

« Afulldatadownloadisonly required once: the very first time Mobile Service is started and connects with
LN. After the first full data download finished all applicable data changes in the app orin LN are
synchronized during automatically or manually started synchronizations. After the first full data download,
a full data download is required only if Mobile Service indicates it.

+ Dependent on the Retention Period defined in session Generic Parameters (tcgen0100m000), a full
download is done automatically if a regular synchronization was not done for a long time.
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Regular data download

Anormal or regular synchronization (so not a full data download) only synchronizes changes of master data
and transactional data since the last synchronization. This is the preferred way of working. As soon as all the
data is available in Mobile Service, you can start making changes such as changing material, adding hours,
and so on. If you make changes to an item a small arrows indicator is displayed on the item, which indicates
that the data in Mobile Service differs from the data in LN and still needs to be synchronized.

Sometimes, itis required to 'submit' local changes. For example, when you change the hours spent for a task.
In that case you must submit this change by clicking the check mark icon behind the task (Windows) or by
pressing the option Complete (Android/iOS). The small arrows indicator disappears after the changed data
has properly been sent to LN.

As long as not all local changes are sent to LN, the latest version of e.g. a service order cannot be displayed
in Mobile Service. In fact, any local change which have not yet been synchronized blocks the download of the
latest version. In this case, a red-green indicator is displayed (on Windows devices). This indicator is also
visible in the 'Schedule View' to indicate that the data is not yet synchronized with LN.

Data Sending Errors

Changes are sent to LN using web services, which might result in an error. In this case, an alert is displayed
indicating that the synchronization resulted in one or more errors and manual action is required. The alert
is displayed for a brief period.

If synchronization errors exist, then, on the Windows version, a yellow icon with an exclamation mark is
displayed as well. On the Android/iOS version the synchronization icon color changes and shows an exclamation
mark.

To view the synchronization errors and the remaining synchronization actions that are blocked due to the
error, click the alert orthe yellow icon (Windows), or the synchronization icon (Android/iOS). The Data Sending
Errors screenisopened. On Android/iOS itis also possible to open this screen via menu option Data Sending
Errors.

In the Data Sending Errors screen you can choose what to do with the error by selecting one of the following
options:

+  Skip: the synchronization of the data is skipped for now.

+  Retry: the synchronization of the data is done again. This option may for example be used when data in
LN has been corrected and the corrections make it possible to synchronize the data without error.

+ Delete: the changes done in Mobile Service that caused this error are undone.

Click on the synchronization button in the header, to synchronize the changes to LN.
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Chapter 6: Schedule

This chapter explains the schedule and calendar related to the engineer.

Visits
Use the Schedule page to view the visits an engineer must work on. The schedule is displayed if Mobile Service
is started. It can also be activated from the menu.

Activities are grouped together into visits. All activities of a service order to be performed on the same location
are added to one visit. For each visit, detailed information such as business partner and address information
are displayed.

The status of a visit is based on the highest status of the activities of that visit. If not all activities of a visit
have the same status, the visit status starts with 'Partially' such as 'Partially Accepted'. The visit status is set
to Completed only if all the activities are completed.

Before anything can be registered for a visit, it should be accepted by the option Accept. The service engineer
isalso able to Decline avisit. In this case a reason needs to be entered. All reasons of type Assignment Rejection
listed in session Reasons (tcmcs0105m000) are listed. In the Decline Text, additional information for the
reason to decline the visit might be specified.

Dependent on authorization the engineer may add a new visit. To reschedule a visit, its start time needs to
be changed via the Edit option. The visit can only be moved if none of the activities it contains have a status
Completed or Rejected. It is also required the Service User Template assigned to the employee in LN has
Reschedule Visits enabled.

To delete avisit, select the option Delete. Only the newly created visits which have not yet been synchronized
to Infor LN can be deleted.

Several other actions can be applied to a visit. For example, starting travel, stopping travel, and browsing to
related data like Serial History, Physical Breakdown and Ordered Materials.

The search functionality in the List view can be used to easily search on the business partner name, the service
order or a part of the address amongst other things.

Avisitin the schedule displays start time and end time, business partner, order number and status, amongst
others. It may also contain icons that, for example, indicate an appointment, the availability of order text or
rental.
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Calendar Views

This paragraph only applies to Windows devices.
The status of a visit is represented by the following colors:

+  Status Planned: light grey

+  Status Assigned: dark grey
Status Declined: red

Status Accepted: orange

+  Status Started: light blue

+  Status Stopped: dark blue
Status Completed: light green
Status Finalized: dark green

You can perform these actions:

+  Switch to Day, Month, Week or List view.
+  Usetheslidertozoom in or zoom out on the visits in the Day, Month and Week views.
+  Use the status filter field to display only visits with a specific status in the List view.

+  Move the visit using drag and drop: click and momentarily hold to select the visit. While holding down
the mouse button drag the visit to the desired time.

+  Click the visit to access the activities of the visit in the expanded view.
«  Click Accept or Decline to Accept or Decline the visit.

+ Add aVisit.

Editing a Visit.

Visit page

Click on a visit to open the visit page. The left sidebar (Windows) or the tab General (Android/iOS) displays
visit related information, such as the start time of the first activity, the finish time of the last activity of the
visit, the picture of the business partner, address information, service order and visit status. Click on the
information icon to get more information regarding the visit (Windows only).

The following tabs or options are also available:

+  Activities: The list of activities of the visit to be performed.

+ Documents: Displays all documents linked to the service order. This tab is available only if the document
management is implemented for Mobile Service.

+  Report: Displays the visit report.

Within the Activities tab, it is possible to search through the activities or to filter on activity status. It is also
possible to filter all activities that are not completed.

On Windows, click the Search icon to activate the search or status filter. On Android/iOS tap the Search icon
to activate the search or tap the status drop down icon to activate the filter on activity status.
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After a visit has been finalized, the visit activities and its related data (For example, tasks, other costs) can
only be changed by clicking Change on the Visit - Activities tab.

Note: This functionality in Mobile Service is available from LN 10.5 onwards and can be enabled by selecting
Change Finalized Visit option in LN session Service User Templates (tsmdm1660m000).
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Chapter 7: Activities

When a client reports a fault to the service provider, the service engineer visits the client location to resolve
the fault. The Visit Activities page provides an overview of the activities that must be performed during a
visit. Visits are determined dynamically. All activities from the same order and the same location are grouped
together in one visit. As soon as the order, business partner or location differs or if the engineer needs to
travel, a new visit is created. The activities that have a common top item, are grouped together and can be
accepted ordeclinedindividually orin a batch. You canindicate whetheryou have started or stopped working
on an activity or completed an activity.

Activity page

Click on an activity to open the activity page. The left sidebar (Windows) or the tab General (Android/iOS)
contains:

+  The Date, start time, finish time of the assigned activity.
« Apicture, code, description, serial number, alternative serial number of the top-item of the activity.
+  Click on the information icon to get more information regarding the activity (Windows only).

The following tabs or options are also available:

+ Tasks

+ Inspections

+  Materials

+ Travel Time

»  Other Costs

+ Diagnosis: Information for diagnosing the current activity.
Note: This tab is not available for rental agreement activities.

+  Documents: To view attached documents of the activity.

+  Note: Tasks and Inspections are displayed on one page on Windows devices. The same applies to Travel
Time and Other Costs.
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Actions on Activities

You can perform following actions in the view of the activities:

Review the list of activities.

Start the details screen of one activity by clicking on it.

Accepting an activity by clicking on the option Accept. The status of the activity changes to Accepted.

Declining an activity by clicking on the option Decline. The status of the activity changes to Declined.

Note that a Reason needs to be entered. All reasons of type Assignment Rejection listed in session Reasons

(tcmcs0105m000) are listed. In the Decline Text additional information for the reason to decline the

activity might be specified

Starting and stopping an activity. You can click Start / Stop to register the actual start and finish time of

the activity.

Note:

« Ifthe activity status is Accepted and you click Start (for the first time), the actual start time is
registered, and the activity status is set to Started. The back-office planner receives an indication
that you have started the activity.

« Iftheactivity status is Started and you click Stop, the actual stop time is registered, and the activity
status is set to Stopped. This indicates that you have stopped the activity.

« Ifthe activity status is Stopped and you click Start (for the second time), the activity statusis reset
to Started and the actual stop time is cleared.

« Ifyou click Complete, the completion time is registered, and the status is set to Completed.

«  When you click Start, Stop or Complete option, the data synchronization with Infor LN is only
triggered immediately if the Send and receive data when pausing or completing an activity field
is set to Yes on the Send/Receive settings.

Completing an activity by clicking the option Complete. The status of the activity changes to Completed.

Start, stop, or complete multiple activities at once. To enable this functionality, activate Schedule setting

‘Enable option to start, stop or complete multiple activities at once’.

Adding notes to an activity by clicking on the small balloon icon. Specify the note (information) related

to the activity and press Add.

Editing a note linked to an activity by clicking on the small text balloon icon. Select the note you want

to modify from the list. Add or modify the information and click Update.

Adding an Activity by clicking on the + button. Fill the activity description, Service Type and optionally

the remaining fields and click on Add Activity(Windows) or Save (Android/iOS).

Editing an Activity by clicking on the option Edit.

You can move an activity by changing the planned start or finish date/time. When a visit has multiple

activities, moving a single activity might cause the visit to be broken up into separate visits. This would

happen if a visit to another customer is planned between the remaining and moved activities of the
current visit.

You can change the actual start and finish time of an activity as long as its status is not Completed.
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Chapter 8: Tasks

This chapter explains the tasks which are to be performed for the current assigned activity. In this section,
you can perform basic actions like completing performed tasks and updating the hours spent.

Actions on Tasks

You can perform following actions on the Tasks page of an activity:

Adding a task by clicking on the + button. Select the Add a Task option (Windows devices only). Select
a Task from the list and fill the remaining fields and click Add Task (Windows) or Save (Android/iOS).

Editing a task by clicking on the Edit option. You can change the times in the grid by clicking on the - or
+ button.

Deleting a task by clicking on the Delete option. This is not allowed if the task is estimated or already
has been approved or processed.

Completing a task by clicking on the check mark icon (Windows) or on the option Complete (Android/iOS).
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Chapter 9: Inspections

This chapter explains the inspections which are to be performed for the current assigned activity. In this
section, you can perform basic actions like entering inspections.

Open an activity from the activity list by clicking on it. Click on the tab Tasks and Inspections (Windows) or
Inspections (Android/iOS).

Actions on Inspections

You can perform following actions on the Inspections page of an activity:

Addingan inspection by clicking on the + button. Select the Add an Inspection option (Windows devices
only). Specify the required information. Note that the instruction text of the measurement will only appear
if instruction text is available for the measurement type. Click Add Inspection (Windows) or Save
(Android/iOS).

Editing an inspection by clicking on the Edit option.

Deleting an inspection by clicking on the Delete option.

Completing an inspection by clicking on the circle (Windows) or on the option Complete (Android/iOS).

Linking a document to an inspection

Execute the following steps to link a document to an inspection:
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Select the appropriate activity.

Select the appropriate inspection.

Select the Documents option. The Inspection Documents screen is displayed.
Click the folder button (Windows) or the + Documents button (Android/iOS).
Select the document to link.

Click OK (for Windows devices only).

The document is now linked to the inspection and is available in the list. Go back to the Inspections
screen by clicking the back button.

Note: To be able to link a document, a document management system must be in place for Infor LN.
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Linking a photo to an inspection

Execute the following steps to link a photo to an inspection:

1

2
3
4

(4]

Select the appropriate activity.
Select the appropriate inspection.
Select the Documents option. The Inspection Documents screen is displayed.

Click the camera button (Windows) or the + Camera button (Android/iOS). The standard camera
application of the system is started.

Take a photo.

A window appears displaying the photo. Change the description of the photo if the default name is not
appropriate.

Press OK. The photois now linked to the inspection and is available in the list. Go back to the Inspections
screen by clicking the back button.

Note: To be able to link a photo, a document management system must be in place for Infor LN.
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Chapter 10: Register material

This chapter explains the functionality which is used to view and register material costs for a service order.

The material cost lines associated with the current service order activity are displayed on the Materials page.
For each material cost line, the user can change the quantity and modify the details of a material cost line.
The user can click + to add new material cost line to the current activity. It is also possible to order materials
and have them added as material cost lines. The Materials screen displays the materials in the following
groups:

+  Used Materials.

+  Returned Materials.
+  Scrapped Materials.
+  Ordered materials.
+  Rented materials.

For each material in a group the following details are displayed:

+ Apicture of the Item / Serialized Item (Windows devices only).
+  The Item Description and the Serial Number.

« The (actual/estimate) quantity.

+ The+and - buttons to change the quantity.

Actions on Materials

You can perform following actions on the Materials page of an activity:

« Adding a material by clicking on the + button. Specify the required information. Click Add Material
(Windows) or Save (Android/iOS).

+  Editing a material by clicking on the Edit option.

+  Deleting a material by clicking on the Delete option. Note that it is not allowed to delete estimated
materials.

+ Using a material by clicking on the use icon (Windows) or Use button (Android/iOS).
Note:

«  The quantity needs to befilled in the list of materials and are always cumulative quantities which will be
added to or subtracted from the total quantity.

« No quantity needs to be entered in case of serialized items as the quantity is always one.
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You might not have authorization for some warehouses dependent on the settings in your Service User
Template.

Material Groups

You can find the following material groups in Mobile Service:

Used Materials. These are the materials used to perform the activity. Used materials could have been
delivered already to the customer location. In this case the used quantity is already filled, and those
materials are considered as being used. The source is On Location.

Itis also possible to use materials from the car of the service engineer. The car is usually defined as a
warehouse in LN and linked to the car. The source is From Car.

Used material might be bought in a local store. In this case the source is Local Purchase.

Returned Materials are materials to be returned from the location of the customer. The source is By Car
if this is done by the engineer itself. Otherwise, the source is From Location.

Scrapped Materials are materials that will be scrapped by the service engineer or the customer. The
source is To Scrap.

Ordered Materials are materials which are ordered and not delivered yet. The source is On Order.
Rented Materials are the additional equipment items (also called sub-equipment or extra buckets) to be
rented out in combination with the main item defined on the activity. These rented materials cannot be
added, changed, or deleted. This group is only visible for rental agreement activities.

Material Delivery Types

In LN a material line always has a delivery type. This field is not directly available in Mobile Service, only
indirectly. In Mobile Service, the fields Group and Source are visible. The reason for this is that the delivery
typein LN is a field that determines how the materials are shipped. The engineer in Mobile Service can only
tell something about the way he uses materials and where he takes them from. He cannot influence the way
that LN ships them, only where they are shipped to (location or car).

In this table, you can view the most important mappings between Delivery Type in LN, Group, and Source
in Mobile Service for materials, when the materials are created in LN or defaulted from LN.

Delivery Typein LN Comment Group Source

From Car Used Materials From Car
From Service Inventory Used Materials From Car
From Warehouse Warehouse is a car. Used Materials From Car
From Warehouse Warehouse is not a car Ordered Materials On Order

and materials are not yet
delivered.
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Delivery Type in LN

From Warehouse

From Warehouse in Car

From Warehouse in Car

From Warehouse by
Transport

From Warehouse by
Transport

By Purchase Order
By Purchase Order

By Purchase Order

Supplier Direct Delivery

Supplier Direct Delivery
By Field Purchase

To Scrap

To Warehouse

To Warehouse
Supplier Direct Return

From Customer's Inven-
tory

Comment

Warehouse is not a car
and materials are deliv-
ered.

Transfer order not yet
completed

Transfer order complet-
ed

Materials not yet deliv-
ered

Materials delivered

Warehouse is a car.

Warehouse is not a car
and materials are not yet
delivered.

Warehouse is not a car
and materials are deliv-
ered.

Materials not yet deliv-
ered.

Materials are delivered.

Warehouse is a car.

Warehouse is not a car.

Group

Used Materials

Ordered Materials

Used Materials

Ordered Materials

Used Materials

Used Materials

Ordered Materials

Used Materials

Ordered Materials

Used Materials
Used Materials
Scrapped Materials
Returned Materials
Returned Materials
Returned Materials

Used Materials

Source

On Location

On Order

From Car

On Location

On Location

From Car

On Order

On Location

On Order

On Location
Local Purchase
To Scrap

By Car

From Location
From Location

From Customer's Inven-
tory

In this table, you can view the most important mappings between Material Group and Source in Mobile
Service and the Delivery Type in LN, when the materials are created in Mobile Service.

Group

Used Materials

Source

From Car

Comment

Default Delivery Typein
LN is From Service Inven-

tory

Delivery Type in LN

From Service Inventory
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Group

Used Materials

Order Material

Order Material

Order Material

Used Materials

Returned Materials
Returned Materials
Scrapped Materials

Used material

Note:

Source

From Car

On Order

On Order

On Order

Local Purchase
By Car

From Location
To Scrap

From Customer's Inven-
tory

Comment

Default Delivery Type in
LN is not From Service
Inventory

‘Deliver Materials to’ in
the App is Service Car

'Deliver Materials to’ in

the App is To Location

and Default delivery type

in LN is:

«  From Warehouse

«  FromWarehouse by
Transport

+  Purchase Order

«  SupplierDirect Deliv-
ery

'Deliver Materials to’ in

the App is To Location

and Default delivery type

in LN is NOT:

«  From Warehouse

«  FromWarehouse by
Transport

o Purchase Order

«  SupplierDirect Deliv-
ery

Delivery Typein LN

From Car

From Warehouse in Car

Default Delivery Typein
LN

From Warehouse

Field Purchase
To Warehouse
To Warehouse
To Scrap

From Customer's Inven-
tory

« Ifyouadd new materials in Mobile Service, you need to specify the Material Group and Source. Dependent
on thisinformation and the default delivery type from Item Service Data in LN the resulting delivery type
of the material line in LN will be determined.

« It might be the case you do not have authorization for some delivery types dependent on the settings in
your Service User Template.
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Updating Physical Breakdown through Service Order
Materials

In LN physical breakdowns can be updated based on removed, replaced, and newly installed materials
registered on the service order.

In Mobile Service there are two ways in which materials can be registered to update the physical breakdown:

1 By openingthe physical breakdown page in the context of a service order and visually adding items to
the physical breakdown, removing items from the physical breakdown, and replacing items in the physical
breakdown.

2 Byaddingused, returned, or scrapped materials and entering theReplacement For, Parent Item, Parent
Serial Number and Position fields in the material detail screen. Refer to the documentation of the
material cost session in LN for guidance on how to set these fields.

Note: Remember to click the Use button on the material in the materials list to confirm the material
usage; otherwise, the material change will not be applied to the physical breakdown

To open the physical breakdown page in the context of a service order:

+ Navigate to the Materials page of the activity for which these materials should be registered.

+  Click the Physical Breakdown option. This can be done for a selected material or without selecting a
material.
Note: You need authorization to view and make changes to physical breakdowns through materials on
the service order in Mobile Service. See options Update Physical Breakdown from Service Order
Material and Show Physical Breakdown in Service User Templates (tsmdm1160m000) session.

At the top of the page the service order and activity from where the physical breakdown page was opened
are shown. The presence of these fields is an indication that the physical breakdown page is opened in a
service order context. These fields can be dismissed to show the current physical breakdown. Materials are
only added and updated for the service order when the pageisin the service order context. When the physical
breakdown is not displayed in the service order context any changes done are direct changes to the physical
breakdown and no materials will be registered for a service order activity.

When the physical breakdown page is in the service order context, the displayed physical breakdown shows
the installed, removed, and replaced items for the entire service order, not just from the activity from which
the physical breakdown page was opened.
+ Toinstall an item:

Windows: select the item in the physical breakdown under which the item needs to be installed.

This is the parent item. Click the Install option. Specify the required information. Click Install.

Android/iOS: drill down on the parent item under which the item needs to be installed. The item is now
shown in the top of the screen. Select option Install from the context menu of the item. Specify the
required information. Click Save.

« Toremove anitem:

Windows: select the item in the physical breakdown. Click the Remove option. Specify the required
information. Click Remove.

Android/iOS: select option Remove (Returned) or Remove (Scrapped) from the context menu of the
item that you want to remove. Specify the required information. Click Save.
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+ Toreplace anitem:

Windows: select aremoved item in the physical breakdown. Click the Replace option. Specify the required
information. Click Replace.

Android/iOS: select option Replace from the context menu of a removed item. Specify the required
information. Click Save.

« Toeditanitem:

Windows: select the item in the physical breakdown. Click the Edit Removal, Edit Replacement or Edit
Installation option.

Android/iOS: select option Edit Removal (Returned), Edit Removal (Scrapped), Edit Replacement or
Edit Installation from the context menu of the item you want to edit.

+ Toundo changes:

Windows: select the item in the physical breakdown. Click the Undo Removal, Undo Replacement or
Undo Installation option.

+  Android/iOS: select option Undo Removal, Undo Replacement or Undo Installation from the context
menu of the item for which you want to undo changes.

The materials corresponding to the physical breakdown changes will be registered on the service order. These
materials can be seen in the Materials screen. Click the back button in the Physical Breakdown screen to go
back to the Materials screen. An installed or replaced item results in a used material. Aremoved item results
in a scrapped or returned material.

The physical breakdown changes that are applied in a service order context are actualized once the activities
are completed or costed.
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Chapter 11: Travel Time and Other Costs

This chapter explains the Travel Time and Other Costs functionality which can be used to register miscellaneous
cost for a service order. The cost lines with several cost types such as tool, travel and other are also displayed.
Note that the Travel Time and Other Costs on non-Windows devices are viewed on separate tabs.

Actions on Travel Time

You can perform following actions on the Travel Time page of an activity:

Adding travel time by clicking on the + button. Select the Add Travel Time option (Windows devices
only). Specify the required information. Click Add Travel Time (Windows) or Save (Android/iOS).
Editing travel time by clicking on the Edit option.

Deleting travel time by clicking on the Delete option. Note that deletion might not be allowed dependent
on the status in Hours Accounting.

Completing travel time by clicking on the check mark icon (Windows) or on the option Confirm
(Android/iOS).

Actions on Other Costs

You can perform following actions on the Other Costs page of an activity:

Adding other costs by clicking on the + button. Select Travel Distance, Callout Charge or Other Costs
and specify the required information. Click Add Cost (Windows) or Save (Android/iOS).

Editing other costs by clicking on the Edit option.

Deleting other costs by clicking on the Delete option. Note that deletion might not be allowed dependent
on the statusin LN.

Completing other costs by clicking on the check mark icon (Windows) or on the option Confirm
(Android/iOS).
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Chapter 12: Diagnosis

This chapter explains the Diagnosis functionality which is used to modify the diagnosis information for a
service order activity. The information such as the reported problem, expected problem and solution, actual
problem and solution codes (and/or description), text fields for the problem and solution and note are
displayed. The information specified on this page can be used for problem and solution analysis and statistics.

The Diagnosis page displays these details:

Service Order header text.

Reported problem. This is the problem (code) as reported by the customer.

Expected problem. This is the expected problem as specified by the person receiving the service call.
Expected solution

Actual problem

Actual solution

Diagnosis notes

Note:

The Reported Problem, Expected Problem, and Expected Solution are applicable only if the service
order activity is linked to a service call. Else, these fields are not visible.

The Reported Problem, Expected Problem, Expected Solution, Actual Problem, and Actual Solution
arevisible only if the Diagnostics field is selected in the General Service Parameter (tsmdm0100m000)
session.

If the status of the activity is Assigned, Declined or Completed, this page is a display page.

You cannot modify notes specified by other service engineers.

The Diagnosis page is not available for rental agreement activities.

Actions on Diagnosis

You can perform following actions on the Diagnosis page of an activity:

Fill the Actual Problem and Actual Solution and their related texts.
Click on the Note icon to add or edit notes.
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Chapter 13: Documents

This chapter explains the Documents functionality.

You can use the Documents page to download, upload and view documents such as installation manuals,
technical drawings, and pictures. These documents are stored in a Document Management System (DMS).
The documents are related to service orders, service order activities, inspections, items, serialized items,
reference activities and calls.

There are several Documents pages in the app:

« Visit Documents

This page can be accessed by opening a Visit page and selecting the Documents tab. It contains the
documents related to the service order of the visit. It displays all documents linked to the order, and to
the related activities, inspections, reference activities and items. It also displays the finalized visit report.

Documents are linked to the service order when documents are uploaded from this page.
+  Activity Documents

This page can be accessed by opening an Activity page and selecting the Documents tab. It contains
the documents related to the service order activity. It displays all documents linked to the activity, and
to the related inspections, reference activities and items.

Documents are linked to the service order activity when documents are uploaded from this page.
+ Inspection Documents

This page can be accessed by selecting the Documents option for an (selected) inspection. It contains
the documents linked to the inspection. The 'documents’ icon on the inspection record indicates if there
are any documents for the inspection.

Documents are linked to the inspection when documents are uploaded from this page.
+ Call Documents

This page can be accessed by selecting the Documents option for a (selected) call. It contains the
documents linked to the call. The ‘documents’icon on the call record indicates if there are any documents
for the call.

Documents are linked to the call when documents are uploaded from this page.

The DocumentManagement HUB s used to integrate Mobile Service with the Document Management System
(IDM or ODM). If the Document Management HUB is not configured for Mobile Service in Document Mapping
(ttdms3550m100), the Document screen is not visible, and documents cannot be viewed, downloaded, or
uploaded in Mobile Service.

Note: Every time the application is started, DMS integration with LN, is checked.
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Actions on Documents

You can perform following actions on the Document page:

Attach a document

Windows: Click the file explorer button or the camera button.

Android/iOS: Tap the plus (+) button and then the file explorer button or the camera button.
Browse and select the document or take a picture with the camera.

Note: The document is available in the Document Management System after synchronization.
Download a document

Windows: Click the download icon or select the document and click the Download option.
Android/iOS: Tap the download icon or select the Download option from the context menu.

Note: Documents can also be downloaded automatically. Refer to chapter 4 paragraph Documents
Setting for details.

View a document

View a downloaded document or locally created document by clicking or tapping the document record.
Search a document

Search for a document by specifying a text in the Search box.

Windows: The Search box is located at the top of the screen.

Android/iOS: The Search box can be activated by clicking the magnifying glass.

Sort documents

Sort the documents by name, date, type, or object hierarchy.

Windows: The Sort By option is located at the top of the screen.

Android/iOS: The Sort By option is located in the context menu at the top right corner.

Document status

Anicon in the document list shows the status of each document:

If the statusicon contains adown arrow, the document is available in the Document Management System
but not yet on the local device. You can click or tap the icon to download the document.

If the status icon contains an up arrow, the document is not yet available in the Document Management
System but only on the local device. This can only be the case for documents locally created by the service
engineer. The document will be available in DMS after synchronizing.

If the status icon contains a full document box (Windows) or a paperclip (Android/iOS), the document is
available in the Document Management System and on the local device.
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Chapter 14: Visit Report

This chapter explains the visit report. It can be generated after the completion of the work on a visit. The
activities that are done by the engineer are printed on the visit report, including cost lines. Cost lines are for
example used materials, labor (tasks) done, travel time and other costs. Performed inspections, notes and a
diagnosis can also be printed on the visit report. The engineer and the customer can sign the report before
itis finalized. After finalizing the report, it is uploaded to LN and can be viewed in the Service Order Visits
(tssoc2501m000) session.

Visit Report Layout

The layout of the generated visit report and its contents is based on a visit report template. A default visit
report template is supplied with Mobile Service, but it is also possible to customize the visit report template.
Refer to Appendix B and C for creating a customized visit report template.

The layout of the default visit report includes amongst others:

+  The service department address, service order, date and assigned engineer
+  Thelocation address

+  The comments from the engineer and the customer

+  Thesignatures of the engineer and the customer

For each activity, the default visit report contains:

+  The activity description

+  The used materials

+  Thelabor details

+  The other Costs details

+  Thediagnosis information

The cost lines contain quantities or hours and may also contain amounts. The value of the costs amounts is
not displayed if a coverage is applicable. In this case the coverage reason is displayed (Warranty, Contract,
Quotation or Discount). Amounts of material costs are not displayed if the logistic procedures are not yet
completed in LN, such as the issue from inventory. In this case the amount is displayed as Unavailable.
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Viewing a Visit Report (Windows)

To view the visit report before finalizing it:

1

2
3
4

Navigate to the Visit page.

Click on the Report tab.

Select the activities you want to include.

Click Confirm. The visit report is displayed on the screen.

Note: If the visit is already finalized, the report is shown as soon as you click on the Report page.

Viewing a Visit Report (Android/iOS)

To view the visit report before finalizing it:

1

2
3
4

Tap on the Visit.

In the context menu select Create Visit Report option.
Select the activities you want to include.

Click Confirm. The visit report is displayed on the screen.

Note: If the visitis already finalized, you can view the report by selecting View Visit Report in the context
menu.

Creating a Visit Report (Windows)

To create the report for a visit:

A U1 A W DN K

Navigate to the Visit page.

Click on the option Report.

Select the activities you want to include and change the report language if required.

Click Confirm. The visit report is displayed on the screen.

Click on the Signature icon.

Click Sign Off option located below the Engineer signature section or click on the Engineer Signature
box. This starts the Sign Off section. Specify the following information:

Engineer Signature
Sign in the Engineer Signature text box. You can click Undo to clear the signature.

Comment
Specify the additional information, if any.

Click OK.

Click Sign Off option located below the Customer signature section or click on the Customer Signature
box. This starts the Sign Off section. Specify the following information:
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10

Customer Signature
Sign in the Customer Signature text box. You can click Undo to clear the signature.

Customer Representative Name
Specify the name of the customer representative.

Comment
Specify the additional information, if any.

Click OK.
Thesignatures appearin the right pane after both the engineer and the customer confirm the signatures.
Click on the Finalize option.

The signatures, names and comments are displayed on the visit report and a pdf of the visit report is
generated. No changes can be made to this document anymore and the Signature option on the visit
report screen is disabled.

Creating a Visit Report (Android/iOS)

To create the report for a visit:

o U1 A W IN K

Navigate to the Visit page.

Click on the option Report.

Select the activities you want to include.

Click Confirm. The visit report is displayed on the screen.

Change the report language if required.

Click on the +icon and choose Engineer Signature. This starts the Sign Off section of the engineer.
Specify the following information:

Engineer Signature
Sign in the Engineer Signature text box. You can click Clear to clear the signature.

Comment
Specify the additional information, if any.

Click Save.

Click on the +icon and choose Customer Signature. This starts the Sign Off section for the customer.
Specify the following information:

Customer Signature
Sign in the Customer Signature text box. You can click Undo to clear the signature.

Customer Representative Name
Specify the name of the customer representative.

Comment
Specify the additional information, if any.
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9

Click Save.

10 The signatures appear in the visit report. Click on the Finalize option. No changes can be made to this

document anymore and the Finalize option on the visit report screen is disabled.

Visit Reports and Visit Documents

As soon as a visit is finalized and synchronized, its visit report is uploaded to LN and visible in session Service
Order Visits (tss0c2501m000). The name in Service Order Visits is Uploaded Visit Report to distinguish this
report from the Service Order Visit Document. A Service Order Visit Document is the output of session
Print Service Order Visit Documents (tssoc2401m000).

Windows (up to solution 2169843)

1

The Uploaded Visit Report is a pdf document based on the visit report template and is created and

uploaded when finalizing the visit.

Ifthe parameter Visit Report for Mobile Service on Windows (up to solution 2169843) in Mobile Service

Parameters (tssoc0102m000) session is based on Visit Report Template, then:

a Theuploaded visit report is stored in Service Order Visits in LN.

b The uploaded visit report is sent to the Document Management System, if applicable.

¢ Theuploaded visit report is distributed via Document Output Management, if applicable.

If the parameter Visit Report for Mobile Service on Windows (up to solution 2169843) in Mobile Service

Parameters (tss0c0102m000) session is based on Standard Report in LN, then:

a Theuploaded visit report is stored in Service Order Visits in LN.

b Session Print Service Order Visit Documents is used to generate automatically a Visit Document
in pdf format when finalizing the visit.

¢ The generated visit document is sent to the Document Management System, if applicable.

d The generated visit document is distributed via Document Output Management, if applicable.

Android/iOS (up to solution 2169843)

1 TheUploaded Visit Reportisafixed htmldocument and is created and uploaded when finalizing the visit.

2 The uploaded visit report is stored in Service Order Visits in LN.

3 Session Print Service Order Visit Documents is used to generate automatically a Visit Document in pdf
format when finalizing the visit.

4 The generated visit document is sent to the Document Management System, if applicable.

5 The generated visit document is distributed via Document Output Management, if applicable.

Note:

The visit report or visit document (dependent on the device or the parameter) that is stored in the
Document Management System is visible in the Documents page of Mobile Service.

Only the generated visit document can be distributed via Document Output Management (DOM). The
uploaded visit report containing the signatures cannot be distributed via DOM.

Infor Mobile Service User Guide | 41



Visit Report

Windows/Android/iOS, as per solution 2169843

1

The Uploaded Visit Report is a pdf document based on the visit report template and is created and

uploaded when finalizing the visit.

If the parameter Visit Report for Mobile Service in Mobile Service Parameters (tssoc0102m000) session

is based on Visit Report Template, then:

a Theuploaded visit report is stored in Service Order Visits in LN.

b The uploaded visit report is sent to the Document Management System, if applicable.

¢ Theuploaded visit report is distributed via Document Output Management, if applicable.

If the parameter Visit Report for Mobile Service in Mobile Service Parameters (tssoc0102m000) session

is based on Standard Reportin LN, then:

a Theuploaded visit report is stored in Service Order Visits in LN.

b  Session Print Service Order Visit Documents is used to automatically generate a Visit Document in
pdf format when finalizing the visit.

¢ The generated visit document is sent to the Document Management System, if applicable.

d The generated visit document is distributed via Document Output Management, if applicable.
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Chapter 15: Hours

From the menu you can start the Hours overview. This view displays all the registered hours on service orders
and all the registered General Hours by week. In the Settings View, you can specify the number of weeks in
the past and in the future for which you would like to view the hours.

In the header the total number of booked hours and the employment hours are displayed. All the hours
already registered for that week and the totals for each day of the week, are also visible.

It is possible to add or change General Hours by clicking on the plus sign. The fields general task, labor type,
day of the week and duration are mandatory fields and cannot be left empty.

Itis not possible to add or change service hours. That needs to be done on the service order itself in Mobile
Service.
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Chapter 16: Inventory

This chapter explains the Inventory functionality. This includes:

+  Bench Stock
+ Inventory by item
+ Inventory by Warehouse

Bench Stock

This section explains the Bench Stock functionality. From LN 10.5 onwards, this functionality can be disabled
or enabled by (de)selecting the Show Bench Stock option in LN session Service User Templates
(tsmdm1160m000/tsmdm1660m000).

Bench Stock items are items for which the Delivery Type field in the Service Control group box is set to From
Service Inventory in the Items - Service (tsmdm2100m000) session.

Note: Usually inventory management is not required for such items. See the Inventory Management for
Bench Stock check box for service employee's Service Car field.

The headerdisplays a list of authorized warehouses for the service engineer. By default, the warehouse linked
to a service engineer's car, is displayed. The last selected warehouse will be displayed next time you open
this screen.

To order bench stock items using Mobile service:

1 Specify the required quantity in the Quantity field of the items which require additional stock.

2 ClickOrder Now. By default, the synchronization process is started so orders are immediately transferred
to Infor LN. To prevent the synchronization, you must clear the Send and receive data when ordering
bench stock check box on the Send/Receive tab in the Settings view.

3 Infor LN creates a manual warehouse transfer order to transfer the ordered items from the central
warehouse to the car. The On Order quantity field displays the quantity that is already ordered.

Within the Bench Stock tab, it is possible to search through the bench stock or to filter on bench stock that
ison order.

On Windows, click the Search icon to activate the search and the filter. On Android/iOS tap the Search icon
to activate the search or tap the drop-down icon to select the filter.
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Inventory by Item or Warehouse

To view the inventory by item or by warehouse, select the applicable optionin the Inventory screen. You can
view the On Hand and the On Order inventory available for the selected item or warehouse.

Note:

+ Inventory data is displayed based on the last synchronization date.

« Inventory data is only visible if the On Hand or the On Order quantity is unequal to zero.

« Theinventory screens are only displayed if option Item Inventory is checked in session Service User
Templates (tsmdm1160m000). If you do not use the inventory screens then it is advised to uncheck this
option, as it saves storage space on the device and improves performance of the app.

Note: This option is available from LN CE 2019.09 onwards. For older releases, a different solution is
available. See KB 2047213 on the Infor Support Portal.

Within the Inventory tabs, it is possible to search through the inventory. Click the Search icon to activate
the search option.
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Chapter 17: Ordered Materials

The Ordered Materials screen displays detailed information about the ordered materials by service order
and the ordered materials by service car. It will be available in the application when the Show Ordered
Materials option is selected in the Service User Template (tsmdm1660m000).

You can start Ordered Materials from the main menu, or via the bottom bar (Windows)/context menu
(Android/iOS) of the following screens:

«  (My) Schedule screen
«  Activity - Materials screen
+ Inventory - Bench Stock screen

Ordered Materials by Service Order

Displays the ordered materials by service order. When materials are ordered for a service order activity (for
example in the Activity - Materials screen), then detailed information per ordered material can be viewed
here.

The ordered materials are grouped by service order and the service orders are sorted by planned start date.
Each ordered material line shows the ordered item, the ordered quantity, received and/or shipped quantity,
planned receipt date and status, amongst other.

To view additional information, like ship-from/ship-to information and related order data, select a material
line.

To filter the ordered materials, on for example order number or status, select the magnifying glass.

Ordered Materials by Service Car

Displays the ordered materials by service car. When materials are ordered for a service car (for example in
the Bench Stock screen or via TPOP), then detailed information per ordered material can be viewed here.

Select a service car warehouse to view the ordered materials for that service car warehouse. The materials
are sorted by item and planned receipt date. Each ordered material line shows the ordered item, the ordered
quantity, received and/or shipped quantity, planned receipt date and status.
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To view additional information, like ship-from information and order data, select a material line.
To filter the ordered materials on for example item or status, select the magnifying glass.

Note: The ‘Ordered Materials’ functionality in Mobile Service is available from LN 10.5 onwards.
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Chapter 18: Calls

This chapter explains the Calls functionality. You can use calls to notify the back office of:

» Additional work
+  Opportunities at customer site
+  Any other communications

All calls you have created and which status is not yet Solved or Accepted will be visible in the list.
You can perform following actions:

« Adding a call by clicking the + button. Specify all required information and click on Add Call (Windows)
or on Save (Android/iOS). Note that the Reported Time is defaulted with the current date and time.

+ Editingacall by clicking the option Edit for a selected call. Specify the modifications and click on Update
Call (Windows) or on Save (Android/iOS). Note that you can only update Calls with status Registered,
Assigned or In Process. The reported time cannot be modified after the call has been synchronized with
Infor LN.

+ Deleting a call clicking the option Delete for a selected call. A call can only be deleted if its status is
Registered.
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Chapter 19: Serial History

This chapter explains the Serial History for orders and inspections. You can access the serial history overview
from the menu. Alternatively, serial history can be started from the Serial History icon (like a clock with a
reverse arrow) which is displayed on several pages where a serial number is visible.

The serial history overview includes:

«  Serial history for orders
«  Serial history for inspections

When serial history is activated from the menu, the user must enter an item and serial number. After both are
entered, the history is shown. Notice that only the history of serialized item is available for serialized items
which are referenced in any visit in your schedule and only then when in the settings serial history is set to
automatically download data.

If no history is shown it is possible to manually retrieve the data by clicking the Refresh button in the upper
right part of the screen. This requires an active connection to Infor LN.

Note: Serial History for orders is only displayed for service orders with status completed, Costed, Or Closed.

If the history icon from any other screen is used to go to serial history, the serial number from that screen is
used to activate the serial history filter.

«  Windows Devices: The Serial History for Orders is displayed in an hierarchical view for each order. Each
order can be expanded to show its related activities. Each activity can be expanded to show its related
inspections, tasks, materials and other costs. Right click on any data part of the serial history list to open
a pane with additional information related to the selected data.

Note: Inspections that are not order related can be viewed in the Serial History for Inspections view.

« InAndroid/iOS devices, open the history record to show a report of the serial history and additional
information.

The Serial History for Inspections view only shows individual inspections. In this view the inspections which
are not related to any order, are also shown.
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Chapter 20: Installations and Serials

This chapter explains the Installation and Serials or Serialized Items functionality. From LN 10.5 onwards, the
Installations functionality can be disabled or enabled by (de)selecting the Show Installations option in LN
session User Templates (tsmdm1660m000/ tsmdm1660m000).

Installations

You can start the Installations overview:

« fromthe menu, or
+ by selecting a visit and then selecting option Installations from the bottom bar (Windows)
+ by selecting option Installations in the context menu of a visit (Android/iOS)

It shows all installations for a selected business partner. An installation is a top serialized item in LN linked
to the selected business partner.

Theinstallations are shown by installation group, if applicable. If an installation is not part of any installation
group, it is shown as a top serialized item.

You can perform the following actions:

+ Showing all installations for an installation group by clicking on the Expand icon.

+ Linking an installation to an installation group by selecting an installation group and clicking the Add
option.

« Linking an installation to an installation group by selecting a top serialized item and clicking the Add
option.

«  Editing an installation by selecting an installation and clicking the Edit option.

+  Removing an installation from an installation group by selecting an installation group and clicking the
Remove option.

Note: You need authorization for adding and removing installations. See option Update Installations in

Service User Templates (tsmdm1160m000) session.
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Serials

Serials or Serialized Items can be used throughout Mobile Service. In general, the following applies:

1
2

A serialized item is a combination of an item and a serial number.

If you select an item in the item drop-down, only the serial numbers of the selected item are available in
the serial number drop-down.

If you leave the item blank, the serial number drop-down contains all serial numbers of the system. This
way you can find a serial if you do not know the item.

If you have authorization to create new serial numbers in Mobile Service (See option Create Serials in
session Service User Templates) a + icon or Add button behind the serial is shown. Use this option to
create a new serialized item.
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Chapter 21: Physical Breakdown

This chapter explains the physical breakdown functionality. This functionality of Mobile Service is available
from LN 10.5 onwards and can be enabled by selecting the Show Physical Breakdown option in LN session
Service User Templates (tsmdm1160m000/tsmdm1660m000). Optionally, Authorized to Update Physical
Breakdown can be selected.

The Physical Breakdown screen allows you to perform the following actions:

Find the physical breakdown of any serialized item.

Navigate through the different levels of a physical breakdown.

View the detailed information of the items of a physical breakdown.
Change a physical breakdown by adding, removing or changing an item.

The Physical Breakdown screen can be accessed in the following ways:

Via the menu.

After opening the Physical Breakdown screen enter an item and serialized item. The physical breakdown
is displayed if exists.

By drilling down from serialized installations in the Installations screen.

Windows: Select the installation and click the Physical Breakdown option in the bottom bar.
Android/iOS: Select Physical Breakdown option from the context menu.

By drilling down from top serialized items in the Installations screen.
Windows: Select the item and click Physical Breakdown option in the bottom bar.
Android/iOS: Select the Physical Breakdown option from the context menu.

By drilling down from every object in the app where serialized items are being used.

Windows: Select the object that contains the serialized item and click the Physical Breakdown option
in the bottom bar.

Android/iOS: Select the Physical Breakdown option from the context menu of the object.

Note: When the physical breakdown is opened from the Materials screen, it will be opened in the context
of the service order when option Update Physical Breakdown from Service Order Material in session
Service User Templates (tsmdm1160m000) session is set. When this is the case, direct changes to the
physical breakdown are not possible. Instead, other options are available. Through these options items
can be removed, removed items can be replaced and items can be installed. For more details on this
option see paragraph Updating Physical Breakdown through Service Order Materials in chapter
Register Material.
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Navigating through the Physical Breakdown screen and
changing the physical breakdown

Windows devices:

To expand an individual item to show its child items, click on the expand option. Alternatively, expand or
collapse all child items by using the Expand and Collapse icons in the bottom bar.

To show the physical breakdown of the top serialized item to which the selected serialized item belongs, click
the Top Item icon in the bottom bar.

To add an item to the physical breakdown, select the serialized item you want to add a child item to and click
Add in the bottom bar.

To delete an item (including its child items) from the physical breakdown, select the item and click Delete in
the bottom bar.

To change an item, select the item, and click Edit in the bottom bar.
To drill down to the serial history of a selected serialized item, click Serial History in the bottom bar.

Note: You can only change a physical breakdown in Mobile Service if the Authorized to Update Physical
Breakdown option is selected in the Service User Template (tsmdm1160m000/tsmdm1660m000) that is
linked to your Service User Profile (tsmdm1150m000).

Android/iOS devices:

To navigate upwards and downwards through the physical breakdown use the left and right arrows on the
root item and child items of the physical breakdown.

To show the parents of an item all the way up to the top serialized item select the Show Parents option from
the context menu, and optionally navigate to any parent level.

To add an item to the physical breakdown, select Add from the context menu of the serialized item to which
you want to add a child item.

To delete an item (including its child items) from the physical breakdown, select Delete from the context
menu of the item that you want to delete.

To change an item, select Edit from the context menu of the item that you want to change.

To drill down to the serial history of a serialized item, select Serial History option from the context menu of
that item.

Note: When the physical breakdown is opened from the Materials screen, it will be opened in the context of
the service order when option Update Physical Breakdown from Service Order Material in session Service
User Templates (tsmdm1160m000) session is set. When this is the case, direct changes to the physical
breakdown are not possible. Instead, other options are available. Through these optionsitems can be removed,
removed items can be replaced and items can be installed. For more details on this option see paragraph
Updating Physical Breakdown through Service Order Materials in chapter Register Material.
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Appendix A: User Interface and Navigation

Thisuser guide is meant for Mobile Service, independent on the device on which itis running. The userinterface
and the navigation could however be different on several devices. Mobile Service is available for Windows,
Android and iOS.

Mobile Service on Windows

On Windows, Mobile Service needs to be installed on your laptop or tablet with the setup file provided by
your Administrator. The following information isimportant from a user interface and navigation perspective.

Top Bar

+  Click the Menu icon with the three horizontal lines to open the top bar.
+ Navigate to Schedule, Hours or any other view.
+  Click on the Synchronization button to perform a manual synchronization.

Information Panes

Information panes are displayed throughout the application. An information pane provides the additional
details, of the active screen. For example, in the Visit screen, the information pane displays the Sold-to Contact
and the Ship-to Contact details related to the visit. To view an information pane, click (i) in any screen, click
the arrow option to collapse the information pane.

Route Navigation

Addresses are shown on several places in Mobile Service. You can navigate to Open Street Map or Windows
Maps by clicking the small ‘location pin’icon.

Selecting a row:

+  Mouse: Right-click on the row.
+  Touch: Tap and hold the row.
+  Stylus: The equivalent for right-clicking the mouse.

Selecting a row changes the view to Selection Mode and displays the options in the bottom bar that can be
applied to the row.
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Selecting multiple rows:
First select one row as described above. Then:

+  Mouse: Left-click the next row(s).
+  Touch: Tap the next row(s).
+  Stylus: The equivalent for left-clicking the mouse.

Deselect a row:

+  Mouse: Left-click the selected row.
«  Touch: Tap the selected row.
+  Stylus: The equivalent for left-clicking the mouse.

Alternatives for (de)selecting rows:

+  Mouse: Left-click the 3-dotted bar at the bottom of the screen and click Select All or Clear Selection.
+  Touch: Tap 3-dotted bar at the bottom of the screen and tap Select All or Clear Selection.
«  Stylus: Select the 3-dotted bar located at the bottom of the screen and click Select All or Clear Selection.

Drill down into the details of a row:

+  Mouse: Left-click the row.
+  Touch: Tap the row.
«  Stylus: The equivalent for the left-click of the mouse.

Activating buttons and other action items:

+  Mouse: Left-click.
+  Touch: Tap.
«  Stylus: The equivalent of the left-click of the mouse.

Notifications

Mobile Service can show notifications or alerts, for example in case of synchronization errors. The notification
contains a short message to inform you. Note that notifications are not disruptive and will disappear
automatically. You can click on some notifications to navigate to the appropriate page.

Object Information

Objects in the app may be underlined. This applies for example to items and serialized items. Detailed
information is shown for these objects when clicking/tapping these underlined objects.
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Mobile Service on Android/iOS

On Android/iOS devices, Mobile Service needs to be installed on your tablet or phone from the official
application store, like Google Play. The following information isimportant from a user interface and navigation
perspective.

Menus and Actions

+  Clickthe Menuiconin the homepage to open the main menu. Navigate to Schedule, Hours or any other
view. Inline or in context menus can be activated by clicking on the icons with three dots.

+ Asingleclick on any list item opens the linked data.

+  UsetheBackoptionin Mobile Service or the Back button on the device to navigate to the previous page.
+ Inserting new data is mostly done via the + button in the bottom right corner.

+  Editing or deleting data is done via the inline or in context menu and the option Edit or Delete.

Information Pages

Information pages are available throughout the application. An information page provides the additional
details, of the active screen. To view an information page, click (i) in the applicable screen.

Route Navigation

Addresses are shown on several places in Mobile Service. You can navigate to the default Map Application on
the device by clicking on the small mapsicon.

Notifications

Mobile Service can show notifications or toast messages, for example in case of synchronization errors. The
notification contains a short message to inform you. Note that notifications are not disruptive and will
disappear automatically. You can tap on these notifications to navigate to the appropriate page or display a
more detailed message dialog.

Object Information

Objects in the app may be underlined. This applies for example to items and serialized items. The detailed
information is displayed for these objects when tapping the corresponding underlined objects.
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Appendix B: Creating a Visit Report Template

Avisitreportis based on atemplate. The template is composed of the layout of the visit report and placeholders
where data from the actual visit is placed. The final report is displayed after the actual visit data is populated
in the template.

Mobile Service on Windows uses rich text document (rtf) templates and Mobile Service on Android/iOS uses
html templates. On all platforms, the final visit report that is uploaded to LN has a pdf format.

This chapter explains how to create a visit report template. There are differences between html templates
and rtf templates. This chapter gives general information which applies to both templates. A more detailed
instruction is given for creating the html template and the rtf template specifically.

Note:

Rtf Visit Report Templates for Windows are supported in LN 10.4, 10.5, 10.6 and later versions, including LN
Cloud Edition.

Html Visit Report Templates for Android/iOS are supported in LN 10.5, 10.6, and later versions, including LN
Cloud Edition.

Defining visit report templatesin LN

Visit report templates can be defined in session Visit Report Templates (tsmdm5100m000). It is possible, but
not necessary, to define templates for