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About this document

This document explains the notification for existing calls and related orders’
functionality that was added to iBaan ERP 5.0c Service.

An existing call is defined as the call already registered for either the sold-to
business partner, the configuration, or the object.

Chapter 1, “Functional explanation,” describes the functional enhancements to
iBaan ERP 5.0c Service related to call and related order notification.

User's Guide for Notification of Existing Calls and Related Orders

iii



About this document

User's Guide for Notification of Existing Calls and Related Orders

iv



Functional explanation

Introduction

Service companies always try to improve on cost reduction and to improve their
customer efficiency. If a customer calls, one of the means to improve efficiency
is a check to find out whether calls and related service orders already exist for
that customer or product.

Based on the output of this search, the service company user can decide on either
of the following options:

= To create a new call, even if there are existing calls.

= To inform the customer that a call or order already exists, so a new call or
order will not be created. This situation can occur if multiple customer
employees call the service company.

= To add information to (one of) the existing calls or orders. For calls, this may
be additional information in the assigned text, while for service orders, this
could mean adding an extra activity or to update the text.

This functionality is not present in iBaan ERP 5.0c Service.
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Functional explanation

Functional description

To activate notification for existing calls and related
orders

For the notification for existing calls and related orders enhancement, a new tab,
Existing Calls, is added to the Call Parameters (tsclm0100m000) session.
Notification can be controlled by the parameters on this new tab, as shown in the
following figure.

tscim0100s000 : Call Parameters [User: kkishorl] [870] [2]x]
Generall Call Sulvmgl Searching Existing calls |
ok
Search Criteria Close
’V Search based on ICDmfiguratiDn j
[Mane Sawe
(Solc-to Business Parner ; Revert
Motification Configuration
. - |ObjE!Cl ‘
¥ Show message if there are existing calls Print
Help
Statuses for searching
¥ Registerad
V¥ Assigned
W In Process
M Transferred
¥ Solved Time Fence I 2 |Day -
™ Accepted Time Fence I i %

Call Parameters(tsclm0100m000), Existing Calls tab

Searching for existing calls can be done for each of the following:

= Sold-to business partner
= Configuration
= Object.

The Show message if there are existing calls check box indicates whether to
notify the user if there are any existing calls for that sold-to business partner,
configuration, or object.

The status parameters and the time fence are used to control the number and the
status of the existing calls to be displayed in the Existing Calls sessions.
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Functional explanation

If you do not want to use notification, set the Search based on box to None.

Notification when registering a new call

When adding a new call or duplicating a call in the Calls (tsclm1100s000)
session, based on the parameters defined in the call parameters, searching is
performed to find of whether there are any existing calls.

EXAMPLE In the Call Parameters (tsclm0100m000) session, the Search based on box is set
to Sold-to BP, and notification will be performed as shown in the following

figure.

Tisclm1100s000 : Calls [User: kkishorl1] [870]
File Edit “ew Group Workflow Tools Specific  Window Help
H& DBXo|d r MW |oa@as Tk
Register |Detai|s| Times | Procedurel Diagnosisl Fikd |

Call Imb [~ Emergency Registerad

Origin IWI Reaction Time _D'
i Installed Base ;

SeldwBP.  [toomooce b L] Contact [ | =

Configuration I—b Address W) J _Su|

Ohiject | »

Number tscim10023 : Calls 4 -

Model (ltem) I_ @ Calls existfor this Sold-o Business Partner. Do you want to view them?

Description F

- Call Details No

— N
Description I_ | _P
Froblem I » Pricirity I i 2
=]
Call Type IMaIiunm\Dn 'l Call Group I »

-~ References ﬂ
Caller's Name | Telephone | Trel
BE.F. Call Mo | Enclosures I ]
= Cantract J IS Siarranty J " Bad Fix
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Functional explanation

While searching for existing calls, only the calls that have the statuses as defined
in the Call Parameters (tsclm0100m000) session will taken into account. If the
user affirms the question (clicks Yes), the Existing Calls by Sold-to BP
(tsclm1501m100) session appears, as shown in the following figure.

Atsclm1501m100 : Existing Calls by Sold-to B.P [User: kkishor1] [870]
File  Edit “iew Group Workflow Tools Specific Window Help

HS | DEBxo W4 | E@EmsE|T 0

Calls |Ser\fice Ordersl

Sold-to Bus. Parner 100000006 HFL BUSINESS PAR

Call Status Config. Description |Reference Object Ho. Serial Humber ;I
1000007 38 | Transterrec
ATSE_W301 | Transterred
ATSE_W302  Transterred
ATSE_W303 Transterred _|
ATSE_\W304 | In Process
RELCALDA? | Registered W5 Testcall respon
RELCALDAS Registered WWDEA Test call respon
RELCALDAY | Registered WOBA Testcall respaon -

4] | =

Existing Calls by Sold-to BP (tsclm1501m100), Calls tab

The important details of the call, such as configuration, object, serial number,
description, appear on the Calls tab. The Service Orders tab contains
information related to the service orders generated for the respective call.

tsclm1501m100 : Existing Calls by Sold-to B.P [User: kkishor1] [670]

le Edit Yew Group ‘Workflow Tools Specfic Window Help
& EEX S@ Oy EEE w7 00

alls  Service Orders |

SolcHo Bus Partner 100000006 HFL BUSINESS PAR
Call Order  |Engineer |Status Start Til Finigh Time Execution Start Time |Execution Finish Time ;I
100000138 3000000 GGO3  Free 10/07/02 02:6|10/07/02 02:52
ATSE_WW30| ATSE_ BALAJl Free 2ef12/04 07:0|26/12/04 08:00
ATSE_WW30| ATSE_ Planned |15/02/01 06:0{15/02/01 10:32
ATSE_W30| ATSE_ | SAN Released 15/02/01 08:3|15/02/01 08:39 |
ATSE_W3l
RBLCALDA
RBLCALDA
RELCALDA
=l
| | i
I I I

Existing Calls by Sold-to BP (tsclm1501m100), Service Orders tab
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Functional explanation

After viewing these details, the call taker can decide one of the following actions.

= To cancel the original call entry because a call for that problem was already
logged

= Continue to enter the call even though a call is already present for that
problem.

= Update the call or related service order with additional details, such as text,
service order activity, and so on.

The call taker can modify the selected call from the Existing Calls session by
double-clicking it, or by choosing Call Details on the Specific menu, as shown
in the following figure.

tsclm1501m100 : Existing Calls by Sold-to B.P [User: kkishor1] [870]
le Edit Yiew Group ‘Workflow Tools Window Help

A 0B % o dh 4 » M

alls |Serv|ce Orders |

CallD s Cirl+F1
Modify Search Criteria for Existing Calls... Ctl+F2

Existing Calls by Configuration Cirl+F4
Existing Calls by Object Cirl+F5

Sold-ta Bus. Partner 100000006

Description Reference Object Ho. Serial Humber ;I

rred

ATSE_W301 | Transferred

ATSE_W302 | Transterred

ATSE_W303 Transterred |
ATSE_W304|In Process

RBLCALD47 Registered WDE Test call respon

RBLCALO48 Registered WDBA Test call respon

RBLCALO49 Registered WDBA Test call respaon =]

| i
I I I
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Functional explanation

M1sclm1100s000 : Calls [User: kkishor1] [870]

File Edit “ew Group Workflow Tools Specific  Window Help
H& ODBxo|#aMN4r M|@@@mm T

Fiegister | Details | Times _E_rocedure__l Diagnosis | Rna |
Call I 100000138 Transferrad
4
-~ Setvice Details ﬂ
Created by Petravan de ﬂ
Logged by LSC Service Center E
Senice Center LEC Service Center
Support Engineer FETRA Petra van derWinden —
P
I= i Reason | &
~Senvice Order Details el
Service Engineer J Page Frequency I 1]
Exe. Service Center LSC Service Center
Felated Serv. Order 300000094 J HFL Business Partner
~Related Calls
Follow-Up Call
Farent Call
Calls(tsclm1100s000), Procedure tab
The original call entry session will not be affected. You can view the service
order by clicking the ellipsis (...) button.
Ass0c2500m000 : Service Orders [User: kkishor1] [870] [_ (O] x]
File Edit Wiew Group MWaorkflow Tools Specific MWindow Help
H&ES DEXo|MWMJdr M@z EE|Tow
Service Order Configuration Latest F_*
g 4 |HFL B irtne L: a 0
300000055 |Deli Farcel Service x LSC 01/05/0
300000096 new BP LsC 01,/05/0
3000000597 Deli Farcel Service LSC FETRA  Petrawvan der Wi 01/05/0
300000099 |Deli Parcel Service x VISHUT “ighakan's config Fakal 1251 Whsdbrink 2 2111240
300000100 Deli Parcel Senvice xVISHLT “Wishakan's config EAMAL 1251 Whedbrink 2
300000101 WEL bussiness parin |[AFSEBZ0T |for structure WELSER 1251 ‘idedlbrink 2 |
300000102 | ABM - AMRO AL akl test configuration |CHUCKY 1251 WWhdbrink 2
300000103 |Deli Parcel Service x KAMAL
300000104 | service center 1000 1000 1249 WD BRINK: OM
300000106 |service center 1000 1000
300000106 |senvice center 1000 1000
300000107 | service center 1000 1000 |
< | I
| I I T

Service Orders (tssoc2500m000)
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Functional explanation

EXAMPLE

After viewing or modifying the service order, the call taker can close all sessions
and cancel the original call entry.

With this functionality, the entry of duplicate calls can be eliminated and the
existing calls can be updated easily.

If the Search based on box is set to Configuration, the configuration is checked
to find out if there are any existing calls. If there are any calls and if the call taker
responds Yes to the question “Calls exist for this configuration. Do you want to
view them?”, the Existing Calls by Configuration (tsclm1501m100) session will
appear. Similarly for the object also.

If the call taker only enters the serial number (without entering the sold-to
business partner, configuration, or object) in the Call entry session, iBaan ERP
also checks for existing calls based on the sold-to business partner, configuration,
and object values of the serial number and value of the Search based on box.

If the Search based on box is set to Configuration, and the configuration serial
number in the call entry session is X, searching for the existing calls will be done
for configuration X.

The following figures show examples of the Existing Calls by Configuration
(tsclm1501m200) and the Existing Calls by Object (tsclm1501m300) sessions.

M tsclm1501m200 - Fxisting Calls by Configuration [User: kkishorl] [870]
File Edit “iew Group ‘Workflow Tools  Specific Window  Help

HE| BE S A O [ EREE 0

Calls |Service Ordersl
Configuration WJBTD test repair warranty & normal warranty
Call Status Sold-to B.P. Description Reference Object Ho. Serial Humber ;I
ABCDEF314 | Registered 100000002 MILLER. & LONG
ABCDEF316 |Fegistered 100000002 MILLER & LONG
ABCDEF317 |Registered 100000002 MILLER & LOMNG
ABCDEF323 |Registered 100000002 MILLER. & LOMNG |
ABCDEF326 | Registered 100000002 MILLER & LONG
ABCDEF328 | Registered 100000002 MILLER & LONG
CLMO00003 |In Process 100000002 MILLER & LONG | TR100 1
CLMD0000E | Registered 100000002 MILLER & LONG | TR100 1 |
4 | n

Existing Calls by Configuration (tsclm1501m200)
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Functional explanation

A tsclm1501m300 - Existing Calls by Object [User: kkishor1] [870]
File Edit “iew Group ‘Workflow  Tools  Specific Window  Help

HE|BExe d K | EmEEE]|D o

Calls |SBMCE Ordersl

Configuration WUBTD test repair warranty & norrmal warranty

Ohject TR100

Ohject Number 1 Setial Number

Call Status Sold-to B.P. Description Call Description Wait ;I

CLMO00003 |In Process 100000002 MILLER & LONG MNA - [test l
CLMO00005 | Fegistered 100000002 MILLER & LONG NA - |test Ll
WED001119 | Registered loooooooz MILLER & LOMNG MA  this is repair warranty =
WEBO001120 | Transferred 100000002 MILLER & LOMG NA - [test on rep. warranty | I
WEBO001123 | Transferred 100000002 MILLER & LOMG MA - (test on spenttime on call + on SOH =
WBD001124 | Transferred 100000002 MILLER & LOMG NA [ test invoice + watranty =
WBO001125 | Transferred 100000002 MILLER & LOMNG MNA | bad fixflag is ves, what goes in TF? =
WB0001127 | Registered 100000002 MILLER & LOMNG MA - (testinvoice + warranty = |

I I T

Existing Calls by Object (tscim1501m300)

To temporarily modify the search criteria

The existing calls shown in the Existing Calls by Sold-to BP (tsclm1501m100),
Existing Calls by Configuration (tsclm1501m200), or Existing Calls by Object
(tsclm1501m300) sessions, depend on the settings in the Call Management
Parameters (tsclm0100m000) session. However, the call taker would like to
modify these settings for a particular sold-to business partner, configuration, or
object. The reasons for change could be a large or a small number of existing
calls in the Existing Calls sessions that do not enable the call taker to take a
decision. At the same time, the call taker may not want to change the parameter
setting permanently, but just temporarily. This functionality is also provided. On
the Specific menu of the Existing Calls sessions, the user can choose Modify
Search Criteria for Existing Calls. This command opens a session whose fields
receive their values from the CLM parameters. The user can modify them, and
the Existing Calls session will be refreshed with the new settings. The settings in
the Call Management Parameters (tsclm0100m000) session will not be updated.
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Functional explanation

The following figures illustrate how the search criteria can be temporarily
modified .

Atscim1501m200 - Fxisting Calls by Configuration [User: kkishorl] [870]
File Edit “iew Group Workilow Tools Specific Window Help

EE e N G

Calls | Setvice Orders I

Configuration WIBT test repair warranty & normal warranty

Call Status Sold-to B.P. Description (Reference Object Ho. Serial Humber | |

WB0001120 Transferred  |100000002 MILLER & LONG TR100 1

WBO0001123 Transferred 100000002 MILLER & LONG TR100 1

WB0001124 Transferred  |100000002 MILLER & LONG TR100 1

WB0001125 Transferred 100000002 MILLER & LONG TR100 1
Registered 100000002 MILLER & LONG TR100 1 -

o [10000000 2 8 00 1

1

1

Note the status of the selected calls.

V¥ Assigned

¥ In Process $I

¥ Transferred

¥ Solbved Time Fence 2 IDay 'I
" Accepted Tirme Fence 0 I 'I

Modify Search Criteria for Existing Calls (tsclm0200m000)

The fields are defaulted from the CLM parameters.
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Functional explanation

Mtscim0200m000 : Modify Search Criteria for Existing Calls [User: kkishorl ...

— Statuses far searching 0K
M Registered Clase
W Assigned

" InProcess ¢I

™ Solved TimeFence | 2 IDay j
™ Accepted TimeFence | O I j

Modify Search Criteria for Existing Calls (tsclm0200m000)

The fields are modified as shown earlier.

M1sclm1501m200 : Existing Calls by Configuration [User: kkishor1] [870]
File Edit “iew Group Workilow Tools Specific Window Help

e L el

Calls | Service Orders I
Configuration WIBT test repair warranty & normal warranty

Call Status Sold-to B.P. Description (Reference Object Ho. Serial Humber | |
CLMO00007 Registered 100000002 MILLER & LONG
CLMO0000S Registered 100000002 MILLER & LOMNG COIL 1
CLMODD010 Registered 100000002 MILLER & LONG

SUPPORD3Z | Registered 100000002 MILLER & LONG

SUPPOR033 | Registered 100000002 MILLER & LONG
WBO001119 Registered 100000002 MILLER & LONG TR100 1

The new result set is as shown earlier.

Additional functionality for existing calls

After the call is registered, the user may like to view the existing calls for the
sold-to business partner, configuration, or object defined for the call. The user
may also like to view the existing calls in different views than defined in the
CLM parameters. For example, if the Search based on box is set to Sold-to BP,
the existing calls will be shown for that sold-to business partner. After entering
the configuration or object, the user may like to view the existing calls by that
configuration or object.
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Functional explanation

This functionality is provided by means of the Existing Calls command on the
Specific menu in the Calls (tsclm1100s000) session. This command is always
available and it contains the following subcommands (as shown in the following

figure):

= Existing Calls by Sold-to BP
= Existing Calls by Configuration
= Existing Calls by Object

scimTTUUsUUD™: Calls [User: kkishorT[ 8
File Edit Yiew Group ‘Workflow Tools Window Help
F:.

Ex!st!ng Calls by Cohflguratlon | Gl B Ol Shifey
Existing Calls by Ohbject |
Call | DATDO0O0 Diagnostic Tree (Graphical) Ctrl+Shift+G
Origin ITB|EDhDﬂB j Diagnostic Tree... Ctrl+Shift+D [ Dl
nstalled Base Aseign 2 CalltoEer: Centar.. i3] e
B
E ign a Call between Serv. Center..  Cirl+F2
Soldto B.F JLoooooot
e I J Beassign a Call between Support Engr.. Ctrl+F3 Senv
Caonfiguration JELZ_23 JELZ Supg
LCall Processing.. Cirl+F4 —
Ohject JELTESTITEM
Transfer Call to Service Order Cantrol Ctrl+Fh — Pre
MNurmk z = _—
HMREr Plan Service Order Ctrl+Fb
hodel (tern) JELT Tr
Create Follow-Ug Call. Cirl+F7
Description Jeltestitern o 0 Erarai Ol il Pla
- Call Details G o | el e o (=
o Mewr £
Description fno Appointment... Ctrl+Shift+ 0 =
[Pttt IJEL Gy Create nvEize EiriEEtR Ealle
Call T C laint -
o Ivpe ompran [ | Call History »
—References ﬂ
LCall Transaction Log Cirl+Shift+ T -
Caller's Mame Creol
BP Call No li Graphical Configuration... —

Launch Leading File

= Eonfract J = S/ arranty, J [ Bad Fix

Calls session with form command “Existing calls”
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Functional explanation

Additional navigation options for Existing Calls sessions

If the user wants to view the Existing Calls by Configuration (tsclm1501m200)
or Existing Calls by Object(tsclm1501m300), from the Existing Calls by Sold-to
BP (tsclm1501m100) session, the user can see zoom to that session without
returning to the Calls (tsclm1100s000) session. From any view of existing calls,
the user can zoom to the other two views. The commands are provided in the
Specific menu of each Existing Calls session, as shown in the following

examples.
A tsclm1501m100 : Existing Calls by Sold-t P [User: kkishorl] [870]
File Edit “iew Group ‘Workilow Tools WA
=] §| i o ‘M 4 4 » M |§: Ll metas (Bt +FET
Calls |Service Ordersl Modify Search Criteria for Existing Calls... Cirl+F2
Existing Ca nfiguration Ctrl+F4
Solc-to Bus.FPartner 100000002 TR SR Ctl+F5
Call Status Config. Description Reference Object Ho. Serial Humber ;I
#RBLNO017 | In Process #SML2011 | gen config for cu
100000015 |Assigned FAMAL for kamalakar | KAMAL 1
100000040 | Transferred JYOTEST Testing
100000047 | Assigned JYOTESTZ| Testing =
100000043 | Transferred JYOTEST Testing
100000075 |Assigned JrOTESTZ Testing
100000078 |Assigned JYOTESTZ Testing
100000079 |In Process |
< 2
T TNOH

Existing Calls by Configuration command in Existing Calls by Sold-to BP (tsclm1501m100) session

Wtsclm1501m200 : Existing Calls by Configuration [User: kkishor1] [870]
File Edit “iew Group ‘Waorkflow Tools

EEEEEE e R e ChlF

Calls | Sarvica Orders I todify Search Criteria for Existing Calls..  Ctl+F2
. . Cirl+F3
S =R Existing Calls by Object Clrl+F5
Call Status Sold-to B.P. Description |Reference Object Ho. Serial Humber ;l
ABCDEF314|Registered 100000002 MILLEFR: & LONG
ABCDEF316 | Registered 100000002 MILLER: & LONG
ABCDEF317 | Registered 100000002 MILLEFR: & LONG
ABCDEF323 | Registered 100000002 MILLER: & LONG =]
ABCDEF325 | Registered 100000002 MILLEFR: & LONG
ABCDEF328 Registered 100000002 MILLER: & LONG
CLMO00003 In Process 100000002 MILLER: & LONG TR100 1
CLMO00005 | Registered 100000002 MILLER & LONG  TR100 1 -
] ] 2
I N

Existing Calls by Sold-to BP command in Existing Calls by Configuration (tsclm1501m200) session
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Functional explanation

Atsclm1501m300 : Existing Calls by Object [User: kkishor1] [870] (=[O
File Edit View Group MWorkilow Tools Window Help
HE | 5 P | i 4 4 » M | £ eallPEtss CirleET
Calls | Sarvice Ordars | Modify Search Criteria for Existing Calls.. Ctrl+F2
Existing Calls by Saold-to B.P Cirl+F3
Canfiguration WBTO test Sy Ealb iy Sl " = ™
on Cirl+F4
Object TR100
Object Mumber 1 Serial Number
Call Status Sold-to B.P. Description Call Description Wait | &
CLi000003 | In Process 100000002 MILLER & LOMG MA - |test r
CLMO00005 | Registered 100000002 MILLER & LONG NA - |test r
WBO001119 | Registered 100000002 MILLER & LOMNG MA - |this is repair warrarity r
WBO001120 | Transferred 100000002 MILLER & LOMNG MA - |teston rep. warranty r
‘WBO001123  Transferred 100000002 MILLER & LOMNG N4 - |teston spenttime on call + on S0H I
WBOD01124 | Transferred 100000002 MILLER & LOMNG MA - |testinvoice +warranty Il
WBO001125 | Transferred 100000002 MILLER & LONG NA | bad fixflag is yes, what goes in TF? r
WBO0001127 |Registered 100000002 MILLER & LOMNG N& - |testinvoice + warranty =
[ O 7

Existing Calls by Configuration command in Existing Calls by Object (tsclm1501m300) session

From the Existing Calls session, the user can directly zoom to the related service
order without opening the Call details session. In the Existing Calls by Sold-to
BP, Existing Calls by Configuration, and Existing Calls by Object sessions, on
the Service Orders tab, through the Specific menu, a Related Service Order
command is available as shown in the following figure.

Wtsclm1501m100 : Existing Calls by Sold [User: kkishorl] [670]
File Edit View Group Workflow Tools Window Help

H §| i} ] |M M 4 » M ‘ﬂ Call Details Cirl+F1
Calls  Service Orders | Bislated S Chil+Fe
Modify Search Criteria far Existing Calle.. Chrl+F2
Solckto Bus Part JLOOnono1
Sierie Bus Fadner Existing Calls by Configuration Ctrl+F4
Existing Calls by Object Ctrl+F5
Call Order |Engineer Status |Planned Start Time (Planned Finish Time Executinn;l
DADODOOD3
DAD00000S
DAD0000T0
DAD000012 N
JELODO0OG
JELODO304 | JELOOO304|1251 Flanned 23/06/02 02:42:00 23/06/02 05:00:00
JELuuuaua\ JELEIEIEIEDE|1251 |Planﬂed |23;uaft|2 |uz 42:00 |23,"EIB,IDZ \us.uu.uu | -
! | 2

[ HOM
Existing Calls by Sold-to BP session with form command “Related Service Order”
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