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About this document

This document explains the Probability Analysis functionality, which has been
added in release iBaan ERP Service B50c.
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Functional Explanation

Introduction

In order to improve the service to the customers and reduce the time taken in
exploring the various solutions to solve the reported problem, the call taker and
the field service engineer have the facility to select the solution based on
probability.

Probability Analysis is defined as the probability that a specific solution will
resolve a known problem. It is based on data captured from the normal process of
documenting service calls and field service.

When a call taker enters the problem code and equipment details when
registering a call, the call taker does not have the facility to use the service
history to take a decision about the resolution nor the probability of resolutions
solving the reported problems.

The call taker would like to have these capabilities:

= View the resolutions along with the associated probability for that particular
problem. The resolution details in the call can be filled by selecting a
resolution from the presented resolutions.

= View the problem codes and solution codes based on the equipment type as
this makes easy for him to select the right problem and solution codes.

= Report the Problem and Solution by the ‘Role’: Differentiate when reporting
the Problem between (Customer Reported) Symptom, (Support Agent
Expected) Cause and the (Field Engineer Established) Condition. Similarly
differentiate when reporting the Solution between (Support Agent Expected)
Solution and (Field Engineer Performed) Action.

With this enhancement BaanERP Service 5.0c will have the possibility to better
support reporting of Problems and Solution and visualize the resolutions for a
problem with the probability information (based on the statistical history of the
real usage of resolutions for a problem).
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Functional Explanation

Functional description

Parameter to Update the Call/Service Order Activity

The basic intention of visualization of Probability is to help Users (Call Agents,
Support Agents, etc) to identify effective resolution strategies based on the
historic recording of Problems and Solutions. There are two approaches to
reporting Problems and Solutions:

1 Basic Reporting:
Only ONE Problem and ONE Solution Code captures the issue at hand
correctly and completely.

2 Advanced Reporting:
The correct diagnosis is based on a combination of Customer Reported
Symptom, Expected Problem Area, Direction for Solution, Established
Condition and Action Taken

Which of the above described approaches is most applicable is an
implementation decision.

When the user double clicks a record in the Probability Analysis
(tsclm3561m000) session, the session will be closed and the fields expected
problem, expected solution, and the reference activity are updated in the
Calls/Service Order Activity with the values of the selected record.

Based on the chosen approach (Basic/Advanced), the working of the system in
defaulting an expected problem and expected solution will differ. This is based
on the parameter for updating the Expected values of the Problem, Solution and
the Reference Activity of the Call/ Service Order Activity.

The possible values for this parameter are Expected Values or Established
Values.

= For Basic Reporting:
When the parameter is ‘Established’, the Expected values of the Problem and
Solution, of the Call/ Service Order Activity are updated with the Established
values of the Problem and Solution of the Probability Analysis session. The
assumption is that the Established Values form the history describe Best
AND Completely the expected Resolution for the new case.
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Functional Explanation

= For Advanced Reporting:
When the parameter is ‘Expected’, the Expected values of the Problem and
Solution, of the Call/ Service Order Activity are updated with the Expected
values of the Problem and Solution of the Probability Analysis session. The
assumption is that the final Problem Condition and Action can not be
determined by the User in advance (only afterwards), but adding the
Expected Problem Area and Direction for Solution supports best and
completely the expected Resolution for the new case.

The parameter: “Update the call / Service order activity from Probability
Analysis with” can be found in the Call Parameters (tsclm0100m000) session
(form tab “Call Solving”) as shown in the following figure:

=¥ tsclm0100s000 : Call Parameters [User: npriyal [870] M= E

General Call Solving | Searching | Existing Calls |

 Response Detaik oK
Time GH » GH RESP TIME —_———
Cloze
Time Unit Ihr ¥ Hours —_—T]
Friority Definition ISolution Start Period j Save
Revert
— Bad Fi
Time Fence I 300 [day P dap —IF'nnt

Priority Factar I 440 FBE
Help |

— Call Service Tupe
Service Type IMSH } Estreme Helpdesk

" Deferred Call ‘

Time Fence [ br ] I 24.00

"F’rnhahilily nalysi

Updale Call/ctivity [with Established Values [+
['with Expected Values

Call Parameters(tsclm0100m000), Call Solving tab
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Functional Explanation

Starting Probability Analysis

The Probability Analysis session can be started from many places:

From Calls(tsclm1100s000)

Probability Analysis can be started from the ‘Diagnosis’ form of the Calls
session. Based on the values available for the Reported problem, Expected
Problem, reference Activity, Model (Item), Item Group, Call Group, and other
details, the probability results are displayed. The user can double click on the
record which has the maximum probability of resolving the reported problem.
The session closes and the activity, expected values of the problem and solution
of call are updated with the activity, expected/established values of the problem
and solution from the Probability Analysis.

=1 t=clm1100s000 : Calls [User: npriya] [870] [_ O] x]

File Edit “iew Group ‘workflow Toals Window Help

HS &8 xa AN cul-Shi [
——  Esisting Calls »
F\eg\sterl Delawlsl Times I Procedure | Diac
Diaghostic TTee [t FS e+
Call H#RELNOOT4 Diagnestic TreelGraphica).. CalkShfm 25
Praob. Analysis..
- Probahilit Diaaresis...
Reported Problem
Expected Problem 100 » 100
Expected Solution 100 » 100
Required Activity on1 » J suppar
~ Definiitel
Established Problem
Solution
Activity Taken
N A B 117

Calls(tsclm1100s000) Diagnosis Tab
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Functional Explanation

From Service Order Activities Details(tssoc2110s000)

New fields are added in the Call Tab of Service Order Activities. They are
Expected Problem, Reported Problem, Expected Solution, Established Solution
and Expected Solution. When a call is transferred to a Service Order, or when
manually creating an activity, the user can go to the Probability Analysis session
and update the activity, expected problem and solution with the activity,
expected/established problem and solution of the record which displays a
maximum probability to resolve the reported problem at hand.

A tssoc2110s000 - Service Order Activities [User: npriya] [870]

General | Times | Requirements | Actuals  Cal I

Service Order HRELNOOD  ABN - AMRD Feleased Close
Activity Line Number I—ZD local purchase Released =

Revert
~ Prablem
Cal J Text -
Response Time l—
Problem Priority l_ED
Custamer Priarity l—DP T
Obiject Priarity ak 4'
Service Kit l—

Reported Problem l—b
Expected Problem I—P
Expected Solution l—b
Established Frablem [ »
Established Salution l—b

™ Call Teut
™ Solution Text

Service Order Activities(tssoc2110s000) Call Tab

From Other Places

In addition, the Probability Analysis session can be started from the Diagnostic
tree(when it is started from Calls session), Call Processing and from the
Graphical Diagnostic Tree, when started from Calls or Call Processing.

In each of the cases, the activity, expected problem, expected solution are
updated in the same way from Probability Analysis, as it were updated in the
Calls session.
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Functional Explanation

Probability Analysis(tsciIm3561m000)

In the process of registering a call the user can access Probability Analysis for
the purpose of identifying a ‘most probable’ Expected Problem and a ‘most
probable’ Expected Solution.

A button “Probability Analysis” is added in the Calls session (both on the form
and in the specific menu), in the Diagnostic tree(when it is started from Calls
session), Call Processing, Graphical Diagnostic Tree when started from Calls or
Call Processing, and Service Order Activities. The session Probability Analysis
(tsclm3561m000) opens.

A filter is applied to show only the resolution lines in the resolution history that
are associated with the known values related to the Case at Hand. Typically the
object group, item group, model (item), call group and reported problem provide
the starting point for a User when entering the Probability Session. Also expected
problem, expected solution, established problem, established solution and
reference activity are available in the session header for further manual analysis.

T tscim3561m000 - Probability Analysis ms and Solutions [User: npriya] [870]
Fle Edt View Group ‘Workflow Tools

e

CukshitR | G3
| HefieshDats CifShitr

Fitering Cter
Model (Item] I I <Al ltems>

Reported Problem T calPiobens Object Graup T c<alGomps
Expected Problem T calPiobeme Item Group I <lGops
Established Problem T <AlPiobens> Call Group — <l Groups>
Expected Solution [T cAllSoluons Required Action [ <Allactviies

Estabiished Solution <All Soltionsy

Base Ri
Count P
[

Probability cported Expected Established | Expected Established  |Ref. Model (Item) =
1%]

roblem Problem Problem Solution S olution Activity

ret | SAPAO3|sara

0z s !
SRPROZ saran ret

sa
saran ret saran ret

100.00 2 1
4l | o
Probability Analysis (tsclm3561m000)

The details in the header, like object group, item and reported problem, are
defaulted from the Call/Service Order Activity and automatically the lines
visualize statistical summary information from the records of problems and
solutions history that match this filtering criteria.

The formula for calculation of probability is:
Probability % = (N/X) * 100 where
N = Calculated count + Base count ( for a particular record)

X = Sum of Calculated count of all the records displayed + Sum of Base
count of all the records displayed
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Functional Explanation

NoOTE:

When a record is double clicked, the session closes and, the fields for expected
problem and solution in the Call are updated either with the Expected
Problem/Solution Values or the Established Problem/Solution Values of the
record selected in the Probability Analysis session. The Required Activity in the
Call is also updated from the selected record.

The user can navigate to Service Resolution History, which now displays only
those records which contribute to the selected probability combination line (see
next paragraph.

To modify the Filtering Criteria

If you manually change the filtering criteria, a new set of records will be
displayed from the resolution history. The “New Group” button can be pressed to
modify the filtering criteria.

The Object Group, Model(Item), Item Group, Call Group, Reported Problem,
Expected Problem, Established Problem, Expected Solution, Established
Solution and Reference Activity. Then the Refresh Filter button has to be
pressed for the refreshed result set to be displayed.

Service Resolution History(tsciIm3550m000)

When a call is solved or a service order activity is completed, either created from
a call or manually, the resolution details are updated in this session. From here
the user can mark a record, and navigate to the Originating Call or Service Order
Activity. The history or the live session holding key information is made
available. The user can navigate to the Costs (Which materials were used?),
Activity Details (How long? And skills required?) and Inspections (What was the
condition?) associated with this resolution line.

T tscim3550m000 : Service Resolution User: nprival [870] [_ O[]
Window Help

Fle Edt View Group Wokllow Tools
[ &0 % o [ ¢ WM | Service Orderctivy CtlsShift+1
- Cal Cirl+Shifts2

Service Dider Activity Model (Item] Reference Acti =
Material Costs CuleShifled
Labor Costs CrlsShifted

Other Costs Cirl+5hift+5

Inspection CtlsShift+6

Delete Service Resolution History Ctrl+Shift+?

4] | i
st oM

Service Resolution History(tsclm3550m000)
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Functional Explanation

NoOTE:

Statistics — Problems and Solutions(tscim3560m000)

The user can add, view and modify the statistics of problems and solutions.
When a particular combination of problems, solutions, reference activity, etc. has
been identified as the one which ‘best’ solves a particular problem in ‘most’ of
the times, he can increase the base count for that combination, which in turn
increases its probability.

This can be started from Probability Analysis(tsclm3560m000) session when
double-clicking on a line.

Ttsclm3560m000 : Statistics - Problems and Solutions [User: cleydek] [751] I [

Ele Edi View Group Workflow Tools Specfic Window Help

H& DX o ¢ W 4 M[EIMELIN]T 1 K
Object Group |OTIS OTIS Elevatars

Madel (Ttem) [ [r16-sms0
RUBEER TYRED GAN
Reported Problem Enpected Problem Established Problem Expected Solution Established Solution  |Calculated|Base |
Count
SLOW  |Elevator moves very slow |NACCEL |Na Acceleration CENGIN |Check Engine B 0
SLOWY Elevator moves very slow  NACCEL |No Acceleration ENG OUT  Engine was out CENGIN - Check Engine ENGIM Engine is repaire 1 o
STUCK1 |Elevater is Stuck, F ENG OUT |Engine was out L1 Solved 1 [
STUCK] | Elevator is Stuck STUCK [Elevator is Slow |STUCKZ  |Elevatar is Slow T3T2 |Elerectfied  [1312  |Ele rectified B o
STUCK | Elevator is Stuck POWER |Flevator has noPo |BAT OUT |Battary was not Chargs|CBATT  |Check Battery |NBATT |New Battery B 0
STUCK Elevator is Stuck POWER. | Elevator has no Po CBATT Check Battery 1 o
STUCK | Elevater is Stuck, POWER. |Elevator has noPa |ENG OLIT |Engine was out CBATT  |CheckBattery |ENGIN  [Engine is repaire 1 0
STUCK | Elevator is Stuck POWER. |Elevator has noPa |STRUCT |Structural integrity dam [CSTRUCT |Check Structure [RSTRUCT |Repair Structure 1 0

4

| I T

Statistics — Problems and Solutions(tsclm3560m000)

A specific option is provided to rebuild statistics for that Object Group/Model
(Item) Combination. This process deletes the existing statistics and rebuilds it
based on the Service Resolution History. This means that manually added Base
Counts will be reset to 0.

Modifications in Problems(tscim3130m000) for Advanced
Reporting

A problem can be defined as an expected problem, or reported problem or an
established one, or all, or some of the above. These are three new fields added as
check boxes in the Problems session. When the specific option is ‘Expected
Problems’ or when zoomed from an Expected Problem field, only the expect
Problems are displayed.

When the specific option is ‘Established Problems’ or when zoomed from an
Established Problem field, only the established problems are displayed. When the
specific option is ‘Reported Problems’ or when zoomed from a Reported
Problem field, only the reported problems are displayed. All the problems are
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Functional Explanation

NoOTE:

displayed when the session is opened, or the specific option “All’ is chosen after
a filter.

A tscim3130m000 : Problems [User: npri =] E3
File Edit Yiew Group “Workflow Tools Wwindow Help
&S0 [ 104 | O s By oo i) (h2 |
Problem Description L Lt 1 I:iepnlled Problem |Expected Problem |Established Problem -
00 00 Beported Problems Cil+F2 " v v j
Expected Problems Chi+F3
EI e Established Problerns  CulFé [ o] ¥
AP AP bike = I o =
COILB cail bt Malunction = - r =
oot The machine stops Malunction = i r =
FI<D Fixed Defect Malfunction - ¥ ird I~
HWVFB Hvfuse might hawve blown off. Malfunction A ~ i M
JEL Complaint Camplaint - ~ i M
JL1 Uuestion Question - ~ i M
JL2 Malfunction Malfunction - ~ i =
MMOT0 Bad Electrical Connection Malfunction - ~ i =
M020 Spring Matenal F atigue Malfunction - ~ [ ~
M030 Sheort Circuit Malfunction - ~ [ ~ LI
st T INUM g

Problems(tsclm3130m000)

There is a specific option to the session, Object Groups by Problems
(tsclm3132m000)

Problems by Object Group(tscim3131m000)

For a Call Agent it can be difficult to find the proper Problem and Solution Code
as Problems and Solutions can be large tables. For advanced reporting the roles
of problems and solution allready filter the available selection. In addition it is
now possible to maintain the relation with the Object Group to help filter on the
available options. For example: It is not possible report a flat tyre nor replace
tyre on a computer. Only a dedicated selection of Problems and Solutions is
relevant. In every Problem and Solution Field this relation can be leveraged to
filter the selection when the Object Group is known.

The Problems can be linked to an Object Group using this session. This has
specific options to minimize the effort for maintaining the relationship:

= Link all Problems to the selected Object Group; It can be easier to first link
all Problems and then delete the ones not required.

= Navigate to the Object Groups by Problem(tsclm3132m000) Session; It can
be faster to maintain the relation with Object Groups by Problem Code.
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Functional Explanation

=1 tzcim3131m000 : Problems by Object Group [User: npriva] [870]
File  Edit

HE DX o i d

Wiew Group ‘Workflow  Tools

Link all Froblems to Object Group  Cil+Shift+L

Object Group AMOTIY Auvfo Falre
Problem Description ﬂ
100 100
A by mas
Y= P bike Il
COILE coil burnt
(l1j The machine stops

| | oM

Problems by Object Group(tsclm3131m000)

Modifications in Solutions(tscim3135m000)

A solution can be defined as an expected or an established solution. These are
added as checkboxes in the session. When specific option, “Expected Solutions”
is chosen or when zoomed from an Expected Solution field, only the expected
solutions are displayed. Similarly, when specific option, “Established Solutions”
is chosen or when zoomed from an Established Solution field, only the
established solutions are displayed.

When specific option: “All” is chosen, all the Solutions are displayed. There is a
specific option to the ‘Object Groups by Solution’ (tsclm3137m000) session.

1 tscim3135m000 - Solutions [User: npriya] [B70]

File Edit Yiew Group ‘“workflow Tools 8 ‘window Help

HS ‘ 0 s ‘ # |4 4  DObiect Groups by Solution ChikeShift+0 |k‘_? ‘
S oluti D i Al Clil+F1 Lcted Soluti Established 5 oluti ;I

Expected Solutions Chil+F2
Ly oo Established Solutions ~ CkF3 o o
CRPSP comect power suppleg - =l il
CEPw Changed Software 200 = I
Do Check the power supply 2.00 I~ [
JEL Nao problem 200 =2 v
010 Clean Electical Connection 200 = W _I
MMO15 Replace Spring 4.00 = =
020 Fix Shart Circuit 200 I~ [
REPLC replace coil 200 v v
REPLF teplace HY Fuse 200 = W
s01 I etaphar's solution 200 I~z [
502 etaphor's solution 200 W v
503 Metaphor's solution 200 =l il ;I
[N

Solutions (tsclm3135m000)
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Functional Explanation

Solutions by Object Group(tscim3136m000)

Similarly to Problem Codes also Solution Codes can be linked to an Object
Group using this session. This in turn minimizes the search to select a Solution
when the Object Group is known.

=1 tsclm3136m000 - 5olutions by Object Group [User: npriva] [870]

File Edit “iew Group “Workflow Tools Sa=siiel *+indow Help
[ §| O s |ﬁ M 4 ObjectGroups by Salition CtrbeShift+5

Objsct Group IW for tes Link All Solutions to Object Group.  Chrl+Shift+L
Solution Description ;I
100 100
CPSP corect power supply problem
CSPw Changed Software _I
(11} Check the power supply
JEL Mo problem _l

| | HUM 2

Solutions by Object Group(tsclm3136m000)
This has specific options to minimize the effort for maintaining the relationship:

= Link all Solutions to the selected Object Group; It can be easier to first link
all Solutions and then delete the ones not required.

= Navigate to the Object Groups by Solution(tsclm3136m000) Session; It can
be faster to maintain the relation with Object Groups by Solution Code.

Print Sessions and Reports
The following print sessions and reports are added/modified:

= The report of the session, ‘Print Problems’(tsclm3430m000) also shows the
fields reported problem, expected problem, and established problem.

= The report of the session, ‘Print Solutions’(tsclm3435m000) also shows the
fields expected solution, and established solution.

= The new session, ‘Print Problems by Object Group’(tsclm3431m000) enables
the user to select a range of object groups and problems and displays the
problems and their description by object group.
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Functional Explanation

The new session, ‘Print Solutions by Object Group’(tsclm3436m000) enables
the user to select a range of object groups and solutions and displays the
solutions and their description by object group.

The new session “Print Statistics — Problems and Solutions”
(tsclm3460m000) enables the user to select the range of object groups, call
groups, item groups, reported problem, expected problem, established
problem, expected solution, established solution, activity and the model item,
and displays the statistics of the problems and solutions.

The new session “Print Service Resolution History”(tsclm3450m000) enables
the user to select the range of object groups, call groups, item groups,
reported problem, expected problem, established problem, expected solution,
established solution, activity and the model item and displays the reports of
the service resolution history.

Additional Features

The menu “Application” with the menu item “Probability Analysis” is added
in the graphical diagnostic tree( Only when the tree is started from the Call
session).

The user can mark a record in the Probability Analysis session and view the
Service Resolution History (tsclm3550m000) associated with that particular
combination of object group, model(item),reported problem, expected
problem, expected solution etc. From this he can view the service order
activity or call by marking a record. If the service order activity is not present
in service order activities table, it is shown from the history service - order
activities.

Service Resolution History can also be opened from the Specific menu of
Objects(tscfg2500m000) and Statistics — Problems and Solutions
(tsclm3560m000)

The new session, Delete Service Resolution History(tsclm3250m000) allows
the user to delete a range of service resolution histories, from a specified
range of service orders, activities, calls, object groups, last transaction dates
and model(item)s.

A new session ‘Conversion to Service Resolution history’(tscor0004m000)
is created. This will update the Service Resolution History with the existing
data present in the call history, service order activities, and history service
order activities. The user can fill a range of Sold to Business Partners, Call,
Call Groups, Service Orders.
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Functional Explanation

lHlustration

Scenario 1 (Advanced Reporting of Problems and
Solutions)

Problems & Solutions are used in a dedicated way. By this we can classify the
big list of problems in the problem table to either Reported Problem, Expected
Problem or Established Problem. It can also be a combination of two or all.
Similarly Solutions can be classified into Expected Solution or Established
Solution or a combination of these two.

For example,
A customer may have the following codes in call handling.

Problem, Category, Cause, Action, Condition. Each of these codes representing
different meaning or state. With the help of dedication functionality we can
leverage the same problems table to define Problem Codes which are only
relevant as either

1 Reported Problem

2 Expected Problem

3 Established Problem

to convey different meanings by mapping
= Problem to Reported Problem,

= Category to Expected Problem

= Cause to Established Problem.

In the screen shot, some of the problems are only Reported Problems (SLOW),
some are only Expected Problems (POWER) and some are only Established
Problems (STRUCT), while others are a combination of the three.
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Functional Explanation

1 tscim3130m000 : Problems [User: npriya] [751] [ Ol =]
Fle Edit View Group Woklow Took Speciic Window Help

HS DExodd Cr M |[F@aamm|T 0K

Problem Description Call Type Reported Problem | Expected Problem | Established Problem ﬂ
JAMMED Elevator is Jammed Malfunction A r i |
JEL Malfunction Malfunction - i r i~
JELT Complaint Complaint hd rd rd nl
JELZ Guestion Guestion A nl v v
NACCEL Mo Acceleration alfunction A 'l v m
POWER Elevator has no Power Maltunction |+ r ~ r
SARANT saran object group test Maliunction |+ Icd ~ o L
SLOW Elevator maves very slow Malfunction hd i r |
SPRO1 saran problem question] Question - v r I
SPROZ garan problem complaint2 Cormnplaint - m [V o
SPROZ saran problem malfunction? Maltunction hd nl r v
STRUCT Stiuctural integrity damaged alfunction A 'l nl v
STUCK Elevator iz Stuck Malfunction - v - o j
I I [ NOW

With the help of dedication functionality we can leverage the same Solutions
table to define Solution Codes which are only relevant as either:

1 Expected Solution

2 Established Solution

to convey different meanings by mapping
= Action to Expected Problem

= Condition to Established Problem.

In the screenshot, some of the Solutions are only Expected Solutions(CENGIN)
while some others are only Established Solutions(JEL), while others are both.

T tsclim3135m000 - Solutions [User: npriya] [751]

File Edit “iew Group ‘Workflow Tools Specific 'window Help
HS 0o (d4» M| 2@ aE a1 0w
Solution Description D ] E d Soluti E stablished Soluti ;I
[hr ]
CBATT Check Battery 1.00 ~ -
CEMNGIN Check Engine 200 = I
CSTRUCT Check Structure of Cage 1.00 = r
ENGIN Engine is repaired 2.00 m I~
ik Mo Desc 1.00 v ml
JEL Mo prablem 200 ‘mj v _I
JELT Solved 200 v v
JELZ Solution description 200 ~ v
MEATT Mew Battery 1.00 | v
RSTRUCT Repair Structure of Cage 1.00 ' I~
55001 saran solution] 2.00 ¥ r
55002 saran solution2 5.00 ‘mj v
TST ¥ 200 v v -
MUM 2
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Functional Explanation

The flow of the Probability Analysis

A call is created with:

Item: RTG - SISU
Problem: SLOW (It is a Reported Problem in Problems session)
Call Group: JEL

Object Group:  OTIS
Item Group: JEL

=1 t=clm1100s000 : Calls [User: npriya] [751] [_ O] x]
File Edit “iew Group ‘Workflow Took Specilic Window Help
HS DEBRxo|dNKAd b M EEEEa|T 0w
Ela\lsl Times I PlDDEdulEl Diagnnsisl RMa& |
Call 100000052 ™ Emeigency Registered
Origin Telephone ‘I Reaction Time 30/04/03 07:04:30 Diagnosis...
i~ Installed Base 3
Solo B.F. JELT r Contact JEL o L
Corfiguration OTIS P51 }  DOtis Elevator tldress 100000007 r L | Getw Corizr.. |
Dbject R - Sisy » Supp. Engr
Number 1 Serial Mo, RTG1 »
I Process...
Madel [ltem) [ [RTE -5150
Description Rubber Tured Gantry Transfer
i~ Call Detail Plan Order
Descriplion IAgain it iz not moving. .
Problem SLOW P Elevator move Priority ok Mew Fullow-Up..
Call Type Malfunction 'I Call Graup JEL P Malfunction Farent Ea]
~ Relerenc: Fal gl
Caller's Name | Telephone
Appointment...
B.P. Call No. I Enclosures 1}
[reate [nvaiee).
™ Confract J ™ wananty J ¥ Bad Fix
MM

The user can goto the Graphical Diagnostic Tree for this Call. He can go to
Probability Analysis from the Graphical Diagnostic Tree. The Probability
Analysis session captures these values from the call:

Item: RTG - SISU
Problem: SLOW (It is a Reported Problem in Problems session)
Call Group: JEL

Object Group:  OTIS
Item Group: JEL
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Functional Explanation

and displays the probabilities for this combination.

T tscim3561m000 : Probability Analysis - Problems and Solutions [User: npria] [751]

Fle Edt Yiew Group ‘Workflow Tools Spechic Window Help
e A RS L e
|

Fikering Crleria
Model (e | | EREEN RUBEER TYRED GA
Rep. Problem oL Elevator moves ve Object Group [0T5 0TS Ekvators

Ewp. Problem | <Al Problemss Item Group P L

Est. Problem <All Problems> Call Group JiEC Malhunction
Expected Sol <ll Solulions> Fieq. Acivity <ll Activiies
Est. Solution <All Solulions>

Established Expected
Problem S olution

BE.BE 2 0 5L0W  Elevator NACCEL MoAccel CENGIN | Check E
SLOW  |Elevator NACCEL Mo Accel EMG OU Check E ENGIN

Established
S olution

INSP EN [Inspectio
Engine is

100.00 3 0

41 |

Probability has been calculated like this:
Probability % = (N / X) * 100 where
N = Calculated count + Base count ( for a particular record)

X = Sum of Calculated count of all the records displayed + Sum of Base count
of all the records displayed

1 The highlighted record which has probability = 66%, has
Expected Problem = NACCEL ,
Expected Solution = CENGIN,
Reference Activity = INSP ENG
N=(2+0) =2
X=((2+1)+(0+0))=3
Hence, P =2/3 * 100 = 66.66%
2 The record which has probability = 33.33%, has
Expected Problem = NACCEL,
Expected Solution = CENGIN,
Reference Activity = 7
N=(1+0) =2
X=((2+1)+(0+0))=3
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Hence, P =1/3 *100=33.33%

The user can choose to select the record that has maximum probability of solving
his problem. (record 1)

He double clicks on the record that has the maximum probability (66.66%) for
solving his problem. (This has Expected Problem: NACCEL and Expected
Solution: CENGIN, Reference Activity = INSP ENG)

Now, the sessions close, and the Call is updated from Probability Analysis with
the Activity(INSP ENG), Expected Problem (NACCEL) and Expected
Solution(CENGIN)

A tscim1100s000 : Calls [User: npriya] [751] [_ (Ol =]
Eile Edit ¥iew Group ‘Waorkflow Tools Speciic Window Help
HS DX o (s K4 b M 0 @EEssT 0k
Register | Detals | Times | Procedue [ Diaondsiz}] mua |
Call 100000052 Registered
Prob. &nalysis..
[~ Probabilit Diagnosis...
Reported Problem SLOW Elevator moves very show
Expected Problam N&CCEL P Mo Accelsiation
Expected Solution CEMGIN » Check Engine
Required Activity INSP EMNG 3 J Inspection of Engine
i~ Definitel
Established Problem
Solution
Activity Taken
NUM

This is the end of the flow.

Advanced Reporting Call Parameter: Update Call/Activity = With Expected
Values.
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NoOTE:

1 tscim0100s000 : Call Parameters [User: npriya] [751]

General  Call Solving | Searching' Existing Eallsl

— Response Detail oK
Time IW’ Service calls responze time
Time Unit WP Minutes e
Priciity Definition ISUIuliUn Start Period j Save
Rewvert
— BadFi

Time Fence I 20 Iday b Day Print |
Priciity F actor I 9 high priorty
Help |

~ Call Service Type
Service Type IDD? P Help desk services

-~ Deferred Call

Time Fence [ br ] I 120.00

i~ Prabability Analpsi
Update Call/Activity

The Service Resolution History can be started from Probability Analysis(see
screenshot). This helps us understand the Calculated Count for a record.

7 tscim3561m000 : Probability Analysis - Problems and Solutions [User: npriya] [751]
Fle Edt ¥iew Grow ‘Wokflow Iook

ERE RN W - Fiesolion Hisow Cul-ShivF (193
‘ Fefresh Data b5 hift+F
Fikering Ciier
Model tem) [ TG -850 RUBBER TYRED G4
Rep. Fioblem  [EL07 Elevalor maves ve Object Group o715 0715 Elevators

Ewp.Problem [ <Al Problems> Item Group |
EstPoblem [ <Al Problems> Call Group e Malfunction
EwpectedSol. [ <Al Solutions> Req. Activity [ callActiies
EstSolion | <Al Soktionsy

Established
Solution

Established

Expected
Problem S olution

NACCEL NoAccel ENG OU CEMGIN |Check E EMGIN  Engine is

SLOW |Elevator Engine w

100,00 3 a
-l
. 5,

| [NUM 7

[first

The calculated count is the count of the Call or Service Order Activity that has
contributed to a particular probability. That Call or Service Order Activity
contains the same combination of the Item, Reported Problem, Expected
Problem, Established Problem, Expected Solution, Established Solution, Object
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Group, Call Group, Item Group and Reference Activity as that of the probability
record.

For the first record of Probability Analysis, the Calculated count is 2 because two
calls/service order activities have contributed to this set. (See screenshot)

T tscIm3550m000 : Service Resolution History [User: npriyal [751]

Fle Edt Yiew Boup Wokilow ook Speciic Window Help
IEEIEEE S RO T T
[ |Service Drder Activity Call Dbiect Group Model (Item] Reference Actia |
HPM’IPnspetmnnlEn 00000048 | Fssue with doars | D715, OTIS Elevators ATG -5IsU ﬁm
SO0000014| 10 Inspection of En | CLODOO024 Piobab OTIS |15 Elevators ATG - 515U INSPENG |[Ins
4l | |
| I — |

For the second record, the Calculated count is 1, because only one call/service
order activity has contributed to this set. (See screenshot)

T tscIm3550m000 : Service Resolution History [User: npriyal [751]

Fle Edt Yiew Boup Wokilow ook Speciic Window Help

[ K 4 M EEEEE]T 082

Reference Act] ﬂ

4l | i
last [ INOM

Scenario 2 (Basic Reporting of Problems and Solutions)

The Problems and Solutions are not used dedicatedly. i.e., they assume all the

roles and individually describe Best AND Complete the Problem and Solution.
Based on this approach the Established Values (being the last on-site recorded
information) are assumed to be guidelines for future resolution diagnosis.

T tsclim3135m000 - Solutions [User: npriya] [751]
File Edit “iew Group ‘Workflow Tools Specific 'window Help

dEDEXo[Ml > W[EE@BE|T 0K

Solution Description Durati E ted Soluti Established Soluti ;I
[hr ]
TST ¥ 200 v il
T5T1 tdpping don 200 =l rdl _I
T5T2 Ele rectified 4.00 ¥ v
[ I TN
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tscim3130m000 : Problems [User: npriya] [751]

File Edit Wiew Goup Workflow Tooks Specific ‘Window Help

[ [=] E3

&S Do s Cr M@ a 0T 0

Problem Description Call Type Reported Problem | Expected Problem | Established Problem ﬂ
STUCK1 Elevator is Stuck Malfunction hd i i i~
STUCKZ Elevator is Slow Malfunction A v v i
STUCK3 Power iregular Cormnplaint - WV i WV

=
[ NOM
A call is created with:
Item: RTG - SISU
Problem: STUCKI1 (It has all Roles)
Call Group: JEL
Object Group:  OTIS
Item Group: JEL
T t5cIm11005000 : Calls [User. npriga] [751] [ [5x]

File Edit “iew Group ‘workflow Toals

Specific  Window Help

HE DBXxo AN 4PN TE@EEI|TIN
/ Ela\lsl Times I PlDDEdulEl Diagnnsisl RMa& |
Call 100000057 ™ Emeigency Registered
Origin Telephone ‘I Reaction Time 30/04/03 07:50:28 Diagnosis...
i~ Installed Base 3
SdldtaBF JELT » L Contact JEC r e
Configuration OTIS P51 ¥ Dtis Elzvator Address 100000007 » J Sy Lt
Dbject R - Sisy » Supp. Engr
MNurnber 1 Serial Mo, RTG1
I Process...
Madel [ltem) [ [RTE -5150
Description Rubber Tured Gantry Transfer
i~ Call Detail Plan Order
Descriplion IAgain it iz not moving. .

Problem STUCKD P Elevatoris § Friaity or 5 ol
Call Type Malfunction 'I Call Graup JEL P Malfunction Farent Ea]
~ Relerenc: Fal gl

Caller's Name | Telephone
Appointment...
B.P. Call No. I Enclosures 1}
[reate [nvaiee).
™ Confract J ™ wananty J ¥ Bad Fix
MM
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The Graphical Diagnostic tree is started for the call.

The user can go to the Probability Analysis session from the Graphical
Diagnostic tree.

;_Diagnoslic Tree [Graphical]
File Edit Find Sott Group Test

(4] (0 07 b | T w2

[ [ [tecim100s000  [751 y

The Probability Analysis session captures these values from the call:
Item: RTG - SISU

Problem: STUCKI (It has all roles)

Call Group: JEL

Object Group:  OTIS

Item Group: JEL

and displays the probabilities for this combination.

The Probability calculation is done in the same way as that for Scenario 1.

He chooses the solution (Established Problem: STUCK2, Established Solution:
TST2, Activity: INSP ENG) which has maximum probability of solving his
problem.
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T tscim3561m000 : Probability Analysis - Problems and Solutions [User: npria] [751]

Probability [Calc.  |Base Reported Expected Established | Expected Established  [Ref. N
1x] Count__|Count lem Prablem Piablem lution aluti Activity
G 12 -

B6.66 2 05 2 le rectifi TST2 Ele tie RT

L seevass

=

The Required Activity, Expected Problem and Expected Solution of the Call are
updated with the Reference Activity (INSP ENG), Established Problem
(STUCK?2) and Established Solution (TST2) from the Probability Analysis.

1 t=clm1100s000 : Calls [User: npnya] [751]

1512

CEEEL
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NoOTE:

Basic Reporting Call Parameter : Update Calls/ Activity = with Established
Values

This approach is used when the Problems and Solutions are not used in a
dedicated way. In this setup, the Expected Problem and Expected Solution of the
Call will be updated with the values of the Established Problem and Established
Solution of the selecetd Probability Analysis record.
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