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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.  
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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 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. 

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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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. 

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. 
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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. 

 
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. 

Existing Calls by Sold-to BP (tsclm1501m100), Service Orders tab 
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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. 
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Calls(tsclm1100s000), Procedure tab 
 
The original call entry session will not be affected. You can view the service 
order by clicking the ellipsis (…) button.  

 
Service Orders (tssoc2500m000) 
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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. 

Existing Calls by Configuration (tsclm1501m200) 
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Existing Calls by Object (tsclm1501m300) 

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

 
 
Note the status of the selected calls. 

Modify Search Criteria for Existing Calls (tsclm0200m000) 
 
The fields are defaulted from the CLM parameters. 
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Modify Search Criteria for Existing Calls (tsclm0200m000) 
 
The fields are modified as shown earlier. 

 

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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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 

 
Calls session with form command “Existing calls” 
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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. 

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

 

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

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