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Chapter 1

Introduction to SSM

This chapter introduces business issues of customer service. The first part discusses differences
between the service and the manufacturing perspective. The second part introduces business
concepts unique to service environments. Next is an overview of how the QAD Service/Support
Management (SSM) module is organized and how it integrates with other functionality.

What Is Unique About Service? 2
Serviceisusually the only way, other than product sales, for a manufacturing company to produce
revenue.

Service: The Competitive Advantage 2
Companies in manufacturing and supply chain sectors can leverage a well-managed service and
support strategy into long-term competitive advantages

Basic Service Business Concepts 3
Introduces business concerns of service organizations that may differ from those in the rest of
manufacturing.

Organization of the SSM Module 6
Describes the primary functions of service and support: setup, warranties and contracts, calls, and
service activity.
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What Is Unique About Service?

Serviceisusually the only way, other than product sales, for a manufacturing company to produce
revenue. However, the way service revenue is produced differs from the way sales revenueis
produced. Many individuals familiar with manufacturing have to adjust their thinking to see the
service perspective.

Differences between sales and service extend through the setup of the service organization and
affect business decisions you make at every level. In a service environment, classical
manufacturing concepts can mean something entirely different. For example, a service pricelist
determines the price of servicing an item, not the price of theitem itself.

Another difference that is significant to service is an end-user orientation. End users are often the
starting point for service decisions. In the rest of the manufacturing environment, however,
delivering to a user represents the completion of activity. To accommodate this difference, many
people think about service in reverse to how they think about the rest of manufacturing.

For example, in the rest of manufacturing and distribution activity, your software manages
shipping to the customer. Thisisthe result of planning, fabrication, and delivery. Service activity,
however, can start with the shipping of an item back to you. Your software manages the shipment
of areturn from the customer.

Even if you manage distribution with similar functions, interface, and procedures as the servicing
of returns, the direction of flow isthe opposite.

Service: The Competitive Advantage

Companies in manufacturing and supply chain sectors can leverage a well-managed service and
support strategy into long-term competitive advantages such as the following:

« Service contracts provide ongoing revenue. Probably the most obvious advantage is that
service contracts provide revenue long after the original sale.

« Service builds sales. Manufacturing companies are discovering that service can drive sales or
help penetrate new markets. Personal computers are a classic example: better service and
support were critical to penetrating larger, less technical markets.

« Service builds markets. Service can help build long-term customer relationships and long-term
customer loyalty. In this way, service helps build markets, not just sales.

« Service can recoup quality control costs. If quality control brings service costs down, profits
from service contracts increase without impacting pricing. Thisis especialy beneficial in
markets where a considerable time exists between quality improvements and market
recognition of them at alevel that supports a price increase. Increased profits from service
provide payback during thistime.

 Service can drive technology. Those who service a product often learn as much about how it
works as those who built it. Proper management of this service experience through a service
reguest system can drive new product development. Historically, in sectors such as aerospace,
automotive, and electronics, servicing competitors' products has been akey to magjor
innovation and technology transfer.
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Basic Service Business Concepts

This section introduces business concerns of service organizations that may differ from those in
the rest of manufacturing. Concepts are presented in the order they typically occur during
implementation. Later chapters explain the conceptsin more detail.

Installed Base

Thefirst business decision in service is what you are going to service. Will you service only what
you make or also items manufactured by other companies? Will you service only items you sell
directly or any item you manufacture, regardless of the distribution channel producing the sale?

A key concept in these decisions isthe installed base. An installed base record matches end users
with specific items and can control service policy. Whether you decide to service only the installed
base or some other mix of items shapes your service business.

Level of Service

Once you decide what to service, you decide how much service to provide. What level of service
are you providing and for which situations? A level of servicetypically is apercentage of either
labor, item, or expense service Costs.

Limits of Service

Typically, you explicitly limit service in terms of time and total service cost. The level of service
and itslimits represent the level of coverage. How much is an item covered for, and for how long?
Does this coverage include replacement parts, labor, expenses for on-site visits, shipping?

Defining the level of coverage helps you effectively manage extra charges, as well as billing for
labor and costs not covered, or partially covered. Service limits help you distinguish billing for
different aspects of service, such as labor, parts replacement, and service expenses.

Service limits can include time limits, overall cost limits, and limits for specific items. For
example, in SSM, you can set a maximum amount of service—all costs up to $1,000—limit
coverage for a category of work—Iabor up to $1,000—or limit service on specific items—drive
train not included.

Contractual Obligations for Service

You define and control service coverages by an agreement with your customer. This agreement
states explicitly the level of coverage you are providing and takes the form of awarranty or a
service contract.

A warranty typically does not produce revenue and is shorter in duration than a contract—often
measured in days. You usually do not renew awarranty. Instead you replace it with a service
contract.

Service contracts usually produce revenue, work over alonger time—often months or years—and
are often renewable. Both warranties and service contracts explicitly state the level of service and
its limits.
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Service activity flows from the obligations in the warranty or service contract and continually
refers back to these agreements when determining service response and billing.

Pricing for Service

Service organizations usually have separate pricing. A manufactured item needs a price list for
service aswell as sale of the item. Organizations selling service contracts need price lists for
contract coverage and for service activities.

You may also need price lists for returned items you repair or refurbish and send back to
customers. If you give credit for returns, you probably do not want to offer full price for the used
item. A credit price list with lower prices takes into account the wear or age of the returned item.

Billing for Service Contracts

Since service contracts generate revenue, you need to decide how you are going to bill for contract
coverage. The primary decision is whether to bill for service before you do it, or after. There are
advantages and disadvantages to each approach, depending on the type of service. Also important
is how often you bill, or the billing cycle, which determines when invoices are generated. Billing
after thefact is called billing in arrears.

Call Management

Once you define what you are servicing and how much service you are providing, you need
mechanisms for managing that service activity. You usually manage service and support activity
through calls.

A service call may mean aphone call from a customer, a service visit, acall by afield technician,
or any other contact with a customer or potential customer. A service cal is contact that generates
a service response, even a brief response to a customer’s question.

Note If you want to distinguish between calls that require service activity and those that may
need a simple answer, you can design a pending call system to manage contacts before creating
cals.

The call 1abels the service situation, and call management provides processes and tools for
managing the service contact. You close a call when you have resolved the customer’s service
problem.

Call Activity Recording and Call Invoicing

Calls can reflect a broad range of issues and problems. Part of call management is tracking the
actionstaken by an engineer to resolve an assigned problem. Thisincludes recording the hours and
kind of labor performed, any expenses incurred, and any service items consumed or returned.

Thisdetailed record of activity isthe basis of call billing. Service may be covered by awarranty or
contract, or you may charge for it. Some organizations offer fixed price service. In this case, you
charge a single, predetermined price for the service activity, regardless of the actual cost of time
and material. An organization may choose to cover part or al of the cost of service as a goodwill
gesture. These scenarios represent different ways of charging for service that tie into accounting
and invoicing.

MQAD



Introduction to SSM 5

Service Quotes

Many service organizations require a quotation process in selling services to prospective
customers. Quotations state the cost of a service contract or the cost of service activity generated
by acall. A call quote outlines the labor, expenses, and replacement items required for service or
repair work.

Queue and Escalation Management

Call management uses queues to categorize calls and assign them to service personnel. In some
cases, the system forwards calls if you do not close them within a certain time. This forwarding is
call escalation.

Call escalation tries to ensure that you resolve calls within defined rules. If acall is not solved, the
system escalates it to amore visible queue, often managed by more highly skilled service
personnel.

Each service organization must set up these queues based on business requirements. Once a queue
structure is established, decide if you need call escalation. If you do, carefully plan the call
escal ation sequence.

Engineer Scheduling

Once you establish queues and escalation sequences, most service organizations need a controlled
method for assigning service personnel to calls. SSM provides powerful engineer scheduling
based on a point system. Your criteriafor assigning pointsis used to recommend engineersto
assignto cals.

Service Inventory

Tracking service inventory can pose special problems. You may manufacture some items used in
service and aready track them in inventory. Others you may need to set up.

Service inventory can be complex, including everything from tool kits to replacement partsto
consumable items such asinks, fillers, reactants, and lubricants. Storing service inventory in
multiple diverse locations—such as mobile field units, repair centers, service supply depots,
workshops for refurbishing items—adds complexity. You also need to track items you return to
your suppliers.

SSM has mechanisms for tracking and managing these situations. They are woven into the call
activity recording, material orders, return material authorization (RMA), and return to supplier
(RTS) functions.

Installation Service

Some equipment requires atechnical professional to complete theinstallation. Thisneed is
addressed by an interface between sales orders and service. You can generate an automatic
installation call when an item requiring installation serviceis sold.
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Preventive Maintenance

While most service activity isin response to a breakdown, acompany can try to prevent failure by
offering preventive maintenance. Preventive maintenance is servicing an item at regular intervals
before it breaks down, in the hope of preventing failure.

In industries such as aerospace manufacturing, preventive maintenance is an obvious necessity. In
other industries, such as copiers, preventive maintenance has become standard. Preventive

mai ntenance requires prescheduling preventive maintenance calls and supplying the personnel and
inventory necessary. SSM fully supports preventive maintenance.

Returns and Repairs (Refurbishment)

Many service and support organizations have to process returned items. This requires a series of
business decisions. Do you immediately ship back anew item and refurbish the return? How do
you use the refurbished return? Do you refurbish the return and then ship it back? Do you offer
loaner items while the returned item is repaired? Do you choose not to refurbish and ship back
only new items? Do you ship areplacement item to your customer before the return is shipped to
you? These decisions depend on your products and how critical they are to your customer.

Service Requests

SSM offers service request capabilities. Service requests report service experience to the rest of an
organization. Typically, service requests record engineering changes and other suggestions from
the customer base and from the service organization.

Service experience is then used for product improvement, process improvement, marketing
adjustments, and strategic product decisions. In thisway, service and support provide both revenue
and valuable product experience.

Organization of the SSM Module

Service/Support Management sets up and manages the interactions required for supporting,
maintaining, or repairing items, whether they are covered by warranty or service contract. The
User Guide isorganized around the primary functions of service and support: setup, warranties and
contracts, calls, and service activity.

Setup

Setting up SSM depends on your implementation decisions. The three main areas are:

« Installed Base. Whether or not you maintain an installed base and how much detail you
maintain in it impacts service activity.

« Control Codes. You manage the flow of service activity with combinations of control codes
defined prior to using SSM. You tailor SSM functions with these codes and various control
program settings.

« Price Lists. Service price lists determine prices for contracts and call invoicing.
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Warranties and Contracts

Service types and warranties define basic relationships with your customers. The terms and
conditions associated with service types drive service activity. Limits and levels of coverage
determine how much you charge for service.

Service contracts define a particular relationship with an individual customer. The terms and
conditions of the contract are based on a contract type, but you can tailor them for an individual
customer. The contract’s life cycle may begin with a quote, move to the contract, involve billing
and invoicing, and continue with contract renewal or delete/archive functions. Contracts control
the automatic scheduling of preventive maintenance calls.

Call Tracking

The service organization typically uses callsto manage customer contact and track service activity.
Call management functions include engineer scheduling, escalation sequences to ensure timely
response, and creating service requests for managing long-term product design issues.

Designing a pending call system and managing call quotes can also be part of the call process.
Managing Service Activity

Product Structures and Routings

Service product structures and routings specify the components required in a service activity and
the sequence of steps to follow. You can define multiple service BOMs and routings for different
activities, such asinstallation, preventive maintenance, and repairs. BOMs and routings streamline
the process of recording activity for a call and can be used to manage repairsin arepair center.

Call Activity Recording and Invoicing

Call Activity Recording tracks the service activity that results from response to a call. Material
orders (MOs) manage inventory consumed on acall. Once activity is complete, Call Invoice
Recording creates billing for service activity.

RMAs and RTSs

Service organizations can manage the return, replacement, and shipment of items using return
material authorizations (RMAS). You can release the RMAsto arepair work order to be completed
inarepair center. Returns to suppliers (RTSs) manage items that must be repaired by another
organization.

General Service Workflow

Thefour functional areasillustrated in Figure 1.1 determine anatural flow and logical progression
from:

1 Defining the codes controlling service limits and variables to...

2 Defining the service relationship with the customer to...
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3 Managing the contact that results through acall to...

4 Managing the physical response to a customer need, including repairs, installation, preventive
maintenance, and returns.

Fig. 1.1
General Workflow in SSM
2. Warranties and Contracts
Define customer relationships
1. Setup (level of service, duration,
billing).
Define behavior of module.
Y
l 3. Call Management
. L Manage interactions with
Implement business decisions.
customer.
Y
el U @l Leisd D @S — 4. Service Activity and Repairs

functions.

(preventive maintenance,
installation, repairs, returns).

Manage after-market services I

All service activity is driven by the relationships defined in the warranty, contract type, or service
contract supplying the terms of coverage for a particular activity.

Interactions with Other Modules

Service/Support Management relies heavily on information that is set up and managed in other
business areas and modules. Figure 1.2 illustrates how SSM draws on data from other modules. In
the figure, striped modules are optional; solid modules are required to run SSM. Arrowsindicate
the direction of data flow.
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SSM and Other Business Areas and Modules

Accounts

Payable Addresses

Accounts
Receivable

Inventory
Control

Purchasing
(RTS)

Multiple
Currency

Sales
Orders/
Invoices

General
Ledger

Product
Structures

Routings/
Work
Centers

Work
Orders

Table 1.1 summarizes these relationships. SSM uses the data listed in the second columnin
various service functions. The column labeled Data Output by SSM indicates ways that service
functions may modify data managed in other modules.

SSM interactions with other business areas and modules are discussed in in detail in the relevant

topics.

Table 1.1
SSM Interaction with Other Modules

Menu Data Used by SSM Data Output by SSM
1. |Itemg/Sites Item records, item/site records, | Item service attributes
locations, location statuses,
product lines, product line
accounts, price listsfor RMAs
and RTSs, master comments,
units of measure, Regulatory
Attributes features
2. | Addresses Customers, suppliers, End users (type of
salespersons, trailer codes customer record), engineers
(type of employee),
customer open balance.

3. | Inventory Control Inventory balances Inventory transactions:
issues, transfers, unplanned
receipts, unplanned issues,
ORD-S0, ISS-SO,
ORD-PO, RCT-PO,
ISSWO

5. | Purchasing None RTSsareatype of purchase
order
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printer setup, batch processing,
SSM Accounting Control
settings

Menu Data Used by SSM Data Output by SSM
7. | Sales Source for contract quoteand | Coverage for quoted item
IQuot.atl ong/Orders | contract line items RMAs and MOs are atype
nvoices Installed base updates from of sales order. Call and
Invoice Post and Print contract invoices represent
Installation calls from sales types of sales order
order shipments INVOICes.
Sales Order Control settings Invoices for cals,
(RMAs and material orders) co_ntracts and RMAsare
) printed and posted here.
Credit hold/removal for RMAs
8. | Configured Source for information in Installed base records
Products installed base created from posting sales
Can be used in RMAs orders for configured
products
13. | Product Structures | Standard BOM as source for Service BOMs
service BOM
14. | Routings/Work Standard work center Service work centers
Centers (for labor rate)
16. | Work Orders CAR reports
RMA release to work order
22. | Forecast/Master Forecast Forecast consumption from
Plan RMA issuelines and
expensed MOs
23. | Materia Gross requirements from
Requirements Plan RMAs, CAR, MOs
25. | General Ledger Accounts, sub-accounts, cost GL transactions from call,
centers, projects RMA, and contract
invoices, MO shipments
between sites
26. | Multiple Currency | Currencies, exchange rates, and
rounding methods
27. | Accounts Customers, ship-tos, end users | Amounts from call, RMA,
Receivable and contract invoices; new
end users and ship-tos
28. | Accounts Payable | Suppliers RTS payables
29. | Tax Management Tax setup data, Intrastat Tax transactions for
reporting codes reporting, Intrastat data for
RMASs, RTSs, and material
orders
36. | System Default accounts, generalized
Administration codes, language codes, security,
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Chapter 2

Installed Base

Service/Support Management (SSM) enables service organizations to maintain information about
the products they sell or service and the individuals who own them. Collectively, this information
istheinstalled base (ISB). This chapter introduces business considerations related to the installed
base and describes how to manage it.

Understanding Basic Terms 12
Describes the installed base and its functions.

Business Considerations 13
Explains which decisions must be made when implementing Service/Support Management.

End Users 15
Explains how to set up and define end usersin End User Create (27.20.3.1) and End User Data
Maintenance (11.9.1), maintain schedules, and delete end user records.

Implementing the Installed Base 24
Explains prerequisite decisions that lead up to tracking the installed base and how to useit.

Service Item Maintenance 35
Explains how to use Service Item Maintenance (11.3.7) and certain data frames associated with it.

Service Iltem by Site Maintenance 40
Explains Service Item by Site Maintenance (11.3.9) the order in which the system determines sites.

Creating Installed Base Records 41
Describes the installed base and illustrates how to create records and maintain the installed base,
create | SB records.

Installed Base Utilities 52
Describes how SSM provides three utilities for installed base needs.

ISB Item Tracking History Report 60
Describes the functions of the ISB Item Tracking History (11.3.22.5) and ISB Item Tracking
History Report (11.22.3).
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Understanding Basic Terms

Theinstalled base is arepository of information about items and the organizations that own and
use them. Aninstalled base record links three essential elements: an item, the customer who
purchased it, and an end user. It also maintains details about an item, including serial number,
installation date, warranty coverage, and how often maintenance is required.

The customer is the organization that purchased the item, and represents the parent record to which
end users and installed items relate. Each end user must be linked to a customer and, in turn, each
installed item must be linked to an end user. As shown in Figure 2.1, the customer can also be an
end user.

Fig. 2.1
Installed Base Records

Universal Industries
of Los Angeles

Customer 1005000

X

[
Universal Industries Universal Industries
of Chicago of Los Angeles
End User 1005A End User 1005000
v v v
Installed Item A Installed Item B Installed ltem A
Serial No. Serial No. Serial No.
112993-1 112993-2 112996-5
Installed Base

When the installed base is updated from sales orders, the customer is the sold-to address in Sales
Order Maintenance. If you do not sell directly to customers but market your products through
retail outlets, you can define a single customer record to use as a place holder in this relationship.

End users are the people who most often use an item, request maintenance for it, and report
problems. When the installed base is updated from sales orders, the end user is the ship-to address
in Sales Order Maintenance (7.1.1). The end user is not necessarily the customer.

Each customer can have many end users, but a given end user is linked to only one customer.
Typicaly, the end user possesses the item, even though it might have been purchased by the main
office.

Example A parent company buys aforklift and shipsit to awarehouse. The parent company is
the customer. The warehouse is the end user. The warehouse did not buy the forklift, but usesit at
that location. Someone at the warehouse usually reports service problems.

A customer can also be the end user, but an end user cannot exist by itself—it must be linked to a
valid customer record. The end user is always connected to the customer who purchased the item
that the end user possesses.
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Business Considerations

When implementing Service/Support Management, you must decide if you need to track an
installed base. If you decide to track an installed base, you must further consider:

« How detailed should the installed base records be?
« What is the relationship between the installed base and service call policy?

Your answers to these questions affect many other business decisions.

Should You Track an Installed Base?

The installed base consists of records that combine an item with an end user. To maintain the
integrity of these records, items must be uniquely identified in the installed base. Tracking an
installed base is best suited for items controlled by serial or lot numbers. If you add an item that is
not serial number or lot number controlled to the installed base, the system creates unique
identifiers by using an installed base reference number. However, this may not effectively identify
the item when you provide service for it.

Example Two warranted air conditioners are installed simultaneously at an end-user location,
and identified with 1SB reference numbers 1 and 2. When the end user calls with a problem, the
caller cannot easily identify which of the air conditioners requires service. This makesit hard for
the service organization to tie the request to a particular item.

You do not need an installed base to use Service/Support Management. However, most service
activities refer to and can derive important information from it. Figure 2.2 illustrates how the
installed base is central to service functions.

» Service contracts can be built itemsin the installed base.
« Warranties apply to itemsin theinstalled base.

« Call Maintenance and Call Activity Recording derive coverage information from installed
base data.

« RMAs and RTSs can reference specific serial numbersin the installed base.

Fig. 2.2
Service Functions Referencing the Installed Base

Call

Service Installed Base Mainter:jance
Data ' an
contracts Call Activity
* Customers Recording

* End Users
* Installed Items
« Item Data:

« Serial No.

Warranties « Warranties RMAs and
* Dates RTSs

A

Answering the following questions can help you decide if you should implement an installed base:
 Can you identify the items you service with a unique serial or lot number?
- Do you offer aftermarket services of any kind for items sold?
Do you register products? Do you service only registered products?
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Do you offer warranties?

Do you offer product upgrades?

Are your products subject to recall?

Do any of your products require scheduled maintenance?

Do you need a complete audit trail for a government or supervisory agency, common in the
medical market?

A yesto any of these questions indicates that you need to track an installed base in some way.

Important If you offer warranties, you must track itemsin the installed base. Warranties only
apply to installed base items.

What ISB Details Are Required?

The answers to the previous questions also indicate how detailed the installed base records should
be and which details are important.

For example, if you offer warranties from the date of purchase, your installed base records need a
date of purchase for each item sold. If you limit the warranty to customers who register the
product, you need to track which items are registered.

Detail also addresses coverage of the components of an item. Especially with configured products,
certain options may have warranty coverage distinct from the parent item.

How Large an ISB Do You Plan to Have?

The primary way to find information in the installed base is by end-user address, item number,
seria/lot number, or 1SB reference number. When a database includes many 1SB records and the
serial number and end-user code are not known, it isdifficult to find the exact item you are looking
for.

If you expect to have alarge number of itemsto search, you should consider creating a hierarchical
classification of installed base data. Thislets users limit the number of records returned from
installed base searches by narrowing the search criteria based on user-defined item classifications.

How Should the ISB Affect Service Policy?

Apart from the obvious advantages of knowing what you have sold and to whom, you can use the
installed base to control service activity. For example, you can refuse service calls for itemsnot in
the installed base. The installed base serves as a validation database, since certain programs, such
as Call Maintenance, Contract Maintenance, and RMA Maintenance, depend on what is there.

A primary business decision when implementing SSM is determining how the installed base
should relate to service policy. Other decisions flow from this major one. There are three basic
approaches:

- Limit service callsto an installed base of items you manufacture, distribute, or sell—items
aready in your item master.

« Limit service callsto an installed base, but include itemsin the installed base that are not in
your item master.
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Do not consider the installed base when taking calls.

Each service organization must set up SSM according to one of these three practices.

End Users

Define end usersin End User Create (27.20.3.1); use End User Data Maintenance (11.9.1) to
create an operational address record for each user and specify addition data used in service
functions.

The existence of two programs related to setting up end users supports segregation of duties
required by many organizations. Address details are maintained in one place and updated by one
group. Customer and end-user creation is part of the Accounts Receivable module. The system
supports an automatic e-mail feature that lets service users that belong to a designated role know
whenever anew end user is created so that the record can be completed in the service organization.

Each end user must be associated with avalid customer. Both customer and end user are specified
on service quotes, contracts, and RMAs. The end user only isreferenced on calls. Although service
is performed for the end user, the customer (or customer bill-to address) receives the invoice.
End-user information helpsidentify itemsin the installed base. You create end users:

« Directly with End User Create

« Indirectly through the interface between service and the Sales Orders/I nvoices module

« From other service functions such as Call Maintenance, Call Quote Maintenance, RMA
Maintenance, and Contract Maintenance

Note To create end usersindirectly, the user must have appropriate permissions for both the
current function, such as Call Maintenance, and for End User Create.

Regardless of which approach you use for creating end users, use End User Data Maintenance to
specify detailed service information.

The engineer scheduling function in Call Maintenance awards points to engineers based on how
certain attributes of the engineer match the end-user record. Area and primary and secondary
engineer are important for scheduling. If you plan to use engineer scheduling, it isimportant to
define these attributes correctly for each end user.

This section first discusses creating end users directly with End User Create and End User Data
Maintenance, and then creating them indirectly.

End User Setup

Use End User Create to define an end-user record and link it to a customer. You also define end
user contacts and their related information in End User Create or Modify in Accounts Receivable.
This address and contact information then displays in End User Data Maintenance.

See User Guide: QAD Financials for complete information on setting up end user records.
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Fig. 2.3

End User Create (27.20.3.1)
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Customer Code | 57Custd :'
End User Code 57User [
Link To End User Address

Address Information
| 57ER2 "

: 5700 Business Relation et

| 5700 Ultimate Road

[so3 [ carpineria

[ea - [
[se ) [ Sants Barbara
us " United States of America

If you choose to use a customer or ship-to code as the end user code, the address information
defaults from that record and only the sort name can be changed. Use Customer Modify
(27.20.1.2) and Customer Ship-To Modify (27.20.2.2) to maintain these addresses. If you define a
new code for the end user, you can maintain the address, tax, and contact information.

Use End User Data Maintenance (11.9.1) to compl ete the end-user setup by specifying details used
in SSM functions

Fig. 2.4
End User Data Maintenance (11.9.1)

End User Data Maintenance: Go To - ACTIONS «

Customer Address
Customer: 57CustA Business Relation: 57BR2
Name: 57 Business Relation 2
Sort: 57BR2
Address: 5700 Corporate Road
Address:
City: Carpinteria County: SB State: CA
Country: USA Post: 93013 Country Code: US
End User

End User:|57UserA1| 22 Name: 5700 Business Relation

Sort: 57BR2

Address: 5700 Ultimo Road City: Carpinteria

Address: County: SB

Address: State: ca

Country: USA us Postal Code: 93013
Attention: [2]:
Telephone: 21: Format:
Fax/Telex: [2]: Language: us

Customer Address and End User Frames

Specifying a customer in End User Data Maintenance displays the customer’s address fields in the
Customer Address frame.

In the End User frame, select an end user from those that have been created and linked to the
customer in End User Create.
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End User Detail Frame

The End User Detail frame displays next, where you specify details related to this end user that
affect other service activities.

Fig. 2.5

End User Detail Frame

EndUserDetad

Modem Phone: | Operating Schsdule.
Lagin: I:l Edit Schedule:
Tupe Cal Prioity|___0]
Comments: Time Zone:
Message]
End Date: lﬁ

Modem Phone and Login. Specify an optional phone number for the end user’s modem and a
login user ID. These fields are for reference and may appear on some reports and inquiries.

Note Enter amodem number for companies that provide software or hardware support.
Performing remote diagnostics via modem can save time and expense of an on-site visit.

Type. Enter an optional code set up with Generalized Codes Maintenance for field eu_type.
End-user type codes group end usersin categories. You define warranty types and default
charge codes based on the end-user type: You might have one warranty for priority end users
and one for regular end users. Or you might categorize foreign and domestic end users using
the end-user type field.

Operating Schedule. Specify amaster schedulefor the end user. End user master schedules are
defined in End User Master Schedule Maintenance (11.9.13). If required, you can customize
the schedule for the end user’s needs using the Edit Schedule field. See *End User Schedules’
on page 22 for more information on defining end user master schedules.

Edit Schedule. Select thisfield and click Next to edit the schedule specified in the Operating
Schedule field. The End User Schedule frame opens.

If the Operating Schedule field is blank, you can create a new schedule for the user using the
End User Schedule frame.

See “Creating a Personal Schedule for an End User” on page 23 for information on the End
User Schedule frame.

Call Priority. Priority indicates the importance of calls from this end user. Lower numbers
indicate a higher priority. If you specify anonzero value, it displays as the default in Call
Maintenance (11.1.1.1). The end-user priority takes precedence over the priority associated
with any contract or warranty in effect for this end user, or the priority defined as a user
preference.

Time Zone. Thisfield displays when Multiple Time Zonesis active. It defaults from the end
user’s customer if avalue has been defined there; otherwise, it defaults from the Time Zone
field in the domain record. Enter atime zone defined with Multiple Time Zones Maintenance
(11.21.22.1).

Thisfield determines how times are displayed and stored in Call Maintenance when a call for
this end user istaken. The end user’s time zone al so affects engineer scheduling, service
coverage, and service pricing.
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You can only update this field when you create an end user. After an end-user record exists,
change the time zone with the End User Time Zone Change Utility (11.21.22.20). This utility
updates calls for the end user to reflect the new time zone.

See Chapter 4, “Multiple Time Zones,” for details.

Message. Enter an optional, brief message regarding this end user that displaysin various
call-related programs for calls associated with this user. For example, when you create acall or
record service activity, the message displays at the bottom of the window. It also appears on
printed calls, which the engineer often uses as akind of work order.

End Date. If the message becomes obsolete after a certain date, enter that datein thisfield.
When the system date matches or exceeds the end date, the message no longer displays.

Service Office Detail Frame

The Service Office Detail frame stores information for assigning and scheduling engineersfor this
end user, aswell as managing calls.

When you associate a primary or secondary engineer with an end user, the system checks settings
in Engineer Schedule Control. A warning displays under these conditions:

- If Limit by Service Areais Yes and the engineer’s service area does not match the end user’s
area

- If Limit by Time Zoneis Yes and the engineer’s time zone either does not match the end
user’sor is outside the range in Range of Hours to Consider

Note To limit by time zones, MTZ must be active.

Fig. 2.6
Service Office Detail Frame

Service Office Detail
Engineer Code: | = Escalation Number:
Secondary Eng: Travel Distance: |0
Engineer Group: Travel Time:|000:00
Service Area:

Engineer Code. This code specifies the engineer usually assigned to calls for this end user—
perhaps the one closest to this end-user site, or the one preferred by the customer. The engineer
scheduling function in Call Maintenance awards points to this engineer based on twice the
Primary Eng Points field in Engineer Schedule Control.

Secondary Eng. The engineer scheduling function in Call Maintenance awards pointsto this
engineer based on the Primary Eng Points field in Engineer Schedule Control.

Engineer Group. Enter an optional code to group engineers. Set up code valuesin Generalized
Codes Maintenance for field fsgroup. You might, for example, group engineers who do only
telephone support separately from those who work in the field.

Service Area. Enter the code you set up with Area Maintenance to identify the geographical
area of this end user. Usually the arearelates to a service center. For example, a service center
may service North America, Canada, or just the province of Ontario. You can define call
gueues and assign engineers for each service area.

The engineer scheduling sequence in Call Maintenance awards points to engineers with an
area matching the end user initiating the call.
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Escalation Number. Enter an optional code indicating the escal ation sequence for calls
initiated by this end user. Any sequence here overrides escalation defaults set in Call Default
Maintenance, Service/Support User Preferences, or the standard escalation in Escalation
Control. Specifying unique escalations lets you give extra priority or special handling to
certain callers.

Travel Distance and UM. Enter the distance, in the travel unit of measure, from the service
center to this end user. The unit of measureis M (miles) or K (kilometers) and defaults from
Call Management Control. Values specified here display in the Travel and Estimated Time
frame of Call Maintenance.

Travel Time. Thisvalue designates the number of hours required to travel between an end-user
installation and the service office. It also sets the default for the Travel Timefield in the Travel
and Estimated Time frame of Call Maintenance, and can help calculate the estimated time for
the call. Note that the system does not include travel time when calculating engineer load; itis
only for reference.

Processing Defaults

The next frame of End User Data M aintenance defines defaults for an end user that are used by
other functions.

Fig. 2.7
Processing Defaults Frame

Create ISB: Auto Renew Contracts: []
PO Required: [J

Create ISB. Thevalue of Create |SB in End User Control determines the default for anew end
user. Thisfield indicates whether to create installed base records for this end user. The setting
inthisfield and the value in the Installed Base field of Service Item Maintenance must both be
Yes for the system to add an item to the installed base.

These two fields affect the default value for the Update Installed Base field in the Installed
Base Detail frame of Sales Order Maintenance, Pending Invoice Maintenance, and RMA
Maintenance. They also affect the Update I SB field in Call Maintenance, Call Quote
Maintenance, and Call Activity Recording.

PO Required. Yesin thisfield indicates that you cannot record service activity for this user
without apurchase order. Thisfeature isfor organizationsthat do not use service contracts, but
purchase service on a case-by-case basis. The value for the end user defaults from the
associated customer. This field affects the following:

« RMAs and Service Contracts. If a PO isrequired, you must enter it before the line items
can be updated.

« Contract Quotes. If no purchase order exists, awarning states that a PO isrequired. You
cannot release the quote to a contract without a PO number.

« Call Quote Maintenance and Call Maintenance. You can create calls and quotes without a
PO, but awarning displays.

« Cdll Activity Recording. If the end user requires a PO, you cannot get past the header
without entering it.
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« Call Quote Release to Recording. If an end user requires a PO and none is specified, the
quote cannot be released.

Auto Renew Contracts. The value in this field determines the default displayed in Contract
Maintenance (11.5.13.1) for the Auto Renew field when you add this end user to a contract.
Renewal Process/Report (11.5.13.10) examines this field to determine which contract lines
should be renewed.

Invoice Format

The Invoice Format frame of End User Data Maintenance defines the level of detail displayed on
printed invoices for this end user. You define the level of detail initially when each invoice sort is
set up. The detail level you specify for an end user overrides the level associated with the invoice
sort.

Fig. 2.8
Invoice Format Frame

Invoice Format

Line Invoice Sort Det
1 Expense r
2 Labor] il

Ln. Line number created by the system.

Invoice Sort. Enter the name of an invoice sort. You can specify alevel of detail for this
invoice sort for this end user that is different from the default for thisinvoice sort in general.

Det. The Det (detail) column determines whether detailed or summarized invoice information
is printed on invoices for this end user. The value here is the default for the Invoice Detail
column in Call Invoice Recording when calls for this end user are reviewed.

Contacts Frame

Contacts are created for the end user in End User Create or End User Modify; you cannot add them
here. You can only display details defined in the other functions. Primary contacts display with a
Name Type of P. Each contact name hasits own title, telephone, and fax numbers.

Note To determine which end user acaller is associated with, search by contactsin the End User
Selection frame of Call Maintenance.

The first primary contact and associated phone number display by default in the Caller and Phone
fields when you create a call for this end user. This information prints on the call for the engineer.

Fig. 2.9
Contacts Frame

Contacts
MName: John SMith
Mame Type:p Phone: B05-708-2133
Title: mr Fax Number:
Function: Prasident Last Update: 07/02/2007
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Creating End Users Indirectly

You can also create end users during other service functions or when updating the installed base.
You may know little about the end user, basically the name and address. Use End User Data
Maintenance later to specify details about end users the system creates.

Creating End Users During Invoice Post

If Ship to Installed Baseis Yesin Service Management Control, Invoice Post and Print can create
installed base records for items shipped. If you have not already defined the ship-to on the sales
order as an end user, Invoice Post and Print also creates an end-user record.
Update Installed Base defaults to Yesif both:

« Installed Base for theitem in Service ltem Maintenance is Yes.

» Create |SB for theend user is Yes.

If aship-to addressis not an end user, the item is an installed base item, and Create I|SB in End
User Control is Yes, Update Installed Base defaultsto Yesin Sales Order Maintenance.

If SO Edit ISB Defaultsis Yesin Sales Order Control, a pop-up window lets you update this value.
Otherwise, it takes effect when Invoice Post and Print adds the item to the installed base and
creates the end-user record.

See “Creating |SB Records During Invoice Post” on page 47.

Note Invoice Post and Print (7.13.4) adds records to the system as customer ship-to addresses.
You cannot change the address information with End User Data Maintenance but you can add end-
user details. Change address details in Customer Ship-To Modify (27.20.2.2)

Creating End Users from Other Service Functions

When a business sells only to retailers or distributors, direct knowledge about end users may be
unavailable. To identify end users, the business might use product registration cards, phone-in
registration, or a contest registration.

Even with these mechanisms, such a business often finds out about end users when they call or
attempt to start a service contract or return an item. Service personnel making the first contact are
likely to be using one of the following:

- Cdl Maintenance

« Call Quote Maintenance

 Contract Maintenance and Contract Quote Maintenance
* RMA (Return Material Authorization) Maintenance

Since service personnel can add end usersin these functions, the process is streamlined.

Note Whether you can create end usersin Contract Maintenance and Contract Quote
Maintenance depends on the setting of Bill End Users. When you are billing end users, they must
be set up previously in Customer Data Maintenance. See “Billing Customers or End Users’ on
page 233.
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Figure 2.10illustrates the frame that displaysin Call Maintenance when you leave End User blank
and indicate that you want to add one.

Fig. 2.10
Customer for End-User Frame
Temporary Customer For End User
customer __ Customer: 00010000
defined in Name: 10000 Customer Sort: 10000 Customer
Address: .
Contr()l Address:
program. City: City State:

Country: X United States us County:
Tax Zone:

By default, the first frame displays information about the temporary customer, as defined in Call
Management Control. This lets you define an end user, and you can define an end user without a
valid customer. Thisis essential if you service items sold through distributors or retailers and end
users contact your company for service.

Figure 2.11 illustrates the frame for specifying end-user information.

Fig. 2.11
End-User Frame

End User Selection
End User:
Company:
Name:
Address:
Address:

City: State: Postal:

Attention:

Phone:

You can specify minimal information for the new end user.

End User Schedules

Setting Up End User Master Schedules

Use End User Master Schedule Maintenance (11.9.13) to set up end user schedules. You can
define a schedule to use as a company-wide default, which ensures that engineer visits are
scheduled at times that are appropriate for the end user.

You can define asingle break in the end user’s daily schedule, such as alunch break, using the
End Mid and Start Mid fields. The system considers the interval between the times defined in the
End Mid and Start Mid fields to be non-working time. If you do not define a break, the system
assumes that the end user is available all through the working day.

Fieldsin End User Data Maintenance (11.9.1) enable you to assign a schedule to an end user. You
can also modify an existing schedule or create a new schedule for the end user’s needs. See
“Creating a Personal Schedule for an End User” on page 23.

Use End User Control (11.9.24) to set a particular end user master schedule as the company-wide
default. If no scheduleis assigned to auser in End User Data M aintenance, the end user will follow
the default master schedule defined in End User Control. See “End User Control” on page 660.
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Fig. 2.12
End User Master Schedule Maintenance (11.9.13)

‘End User Master Schedule Mai. |

4 GoTo ~ Actions ¥

Copy 7| 5 Print 4] Preview

Schedule: standard

Day Start End Mid Start Mid End
Sunday] | .00 [oo00 | [o000 ]
Monday, ¥ 0330 [11:30 ] [12z30 ]

Tuesday, ¥ 0330 [11:30 ] [12z30 ]
Wednesday v 03.30 [11:30 ] [1z30 |
| |

| |

Thursday ¥ 09:30 [1130 [1230

Friday 09.30 [11:30
Saturday 00:00 [g0:00

[1230
[ o200

Schedule. Enter an eight-character code to identify the end user master schedule.
Day. Select the days for which you want to define an end user schedule.
Start. Enter the start time for the end user’s working day.

End Mid. Enter an end time for thefirst period of the end user’s day. Usethisfield to define the
start of a non-working period, such as alunch break. If you do not define a break, the system
checks the Lunch Duration field in Engineer Schedule Control (11.13.15.24). If the Lunch
Duration field contains avalue, the system deducts this value from the total daily time
available for scheduling calls. If the Lunch Duration field is aso blank, the end user will be
available for the entire working day.

Start Mid. Enter astart time for the second period of the end user’s day. Use thisfield to define
the end of a non-working period, such as alunch break. If you do not define a break, the
system checks the Lunch Duration field in Engineer Schedule Control (11.13.15.24). If the
Lunch Duration field contains a value, the system deducts this value from the total daily time
available for scheduling calls. If the Lunch Duration field is aso blank, the end user will be
available for the entire working day.

End. Enter the time at which the end user’s working day ends.

Creating a Personal Schedule for an End User

If you assign a master schedule to an end user in End User Data Maintenance, you can edit the
schedule using the Edit End User Schedule frame. To open the Edit End User Schedule frame,
select the Edit Schedule field in End User Data Maintenance and click Next.

Note You can aso define a personal work schedule for an end user, even if you have not
specified a master schedule in End User Data Maintenance. Leave the Operating Schedule field
blank, select the Edit Schedule field, and click Next to display the Edit End User Schedule Frame.
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Fig. 2.13
Edit End User Schedule Frame

Day Start End Mid Start Mid
Sundap] || 00,00 [o0oo [oo:00 ]

Mondap, 09:30 [1200 [1200 | 00
Tuesday ¥ 09:30 [1130 [1230 | 00
wednesday ¥ 03.30 [11:30 [1230 ] 200
|
|
|

Thursday ¥ 09:30 [1120 [1270 00
Friday ¥ 03:30 [1120
Saturday 00:00 | oo:on

ol[=|=[=]=][=][g] m
= =13
= =1
= =]

[1230 200
| ocoo

You can edit the fields as described in “ Setting Up End User Master Schedules’ on page 22.

Deleting End User Records

You can delete obsolete end user records with End User Delete (27.20.3.4). The system checks for
service contracts, service quotes, calls, service requests, or RMAs associated with the end user. If
any of these exist, an error displays. If call history exists, awarning displays.

When you delete an end-user record, the system removes all installed base records associated with
the end user, aswell as end-user contact information, and any comments associated with the end
user.

Note If end user records are associated with a customer record, you cannot delete the customer in
Customer Delete until you delete the end users using End User Delete.”

Implementing the Installed Base

If you decideto track the installed base, you must make a number of other business decisions such
asthe following:

« Do you want items added to the installed base when they are sold, or will you manually add
them, perhaps when registration cards are returned?

« Will items you do not manufacture be added to the installed base?

« Will you support only those items recorded in the installed base? Do you normally support
only a special subset of items marked as system level ?

« Do you have different installed base requirements for items that you cover on service
contracts?

« Of theitems you manufacture, which ones do you want included in the installed base?

« Do you want to track itemsin the installed base for all end users, or only for certain end users
with special requirements?

« Do you need to track parent items only or also componentsin the installed base?

» Do you want to classify installed base items to facilitate searchesin related functions?

« Will you track replacement parts when an item is repaired and add them to the installed base?
Do you want to keep an audit trail of manual updates to the installed base?

Your decisions regarding the installed base are implemented in through control program settings.
Figure 2.14 illustrates settings in Service Management Control that affect the installed base.
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Fig. 2.14
Service Management Control (11.24)

Service Management Cantrol

. W GoTo ™ Actions ~ Copy ™ Print 4] Preview
Settings | I
affectlng the Tteris in Irestalled Baser | | Ship to Installed Base: V.

installed base. Items Must Exist ¥ Installed Basse History: 7

Uoad Awailable Stucture: ¥

System Level Travel UM
Huliple Time Zones: v

ane: PST/PDT

o GMT-B .

Service Diata in ltem Master ¥ Server
Filter ISE by Classification
Suppress AP Wamings

Restricting Support to the Installed Base

If you want to use the installed base as a validation database, set Itemsin Installed Baseto Yes.
This prevents the creation of call quotes and calls referencing an item not in the installed base.
When set to No, only awarning displays in these functions. When you take calls for items not in
the installed base, the installed base record is created before you record activity or when you close
the call.

If you do not know your end users until they call the support department, you should set thisfield
to No.

A similar field also existsin Contract Control (11.5.24), which determines how items added to
contract and contract quotes are validated. The contract value defaults from Service Management
Control. The two fields support a flexible approach to managing the installed base. For example,
you can set the field in Service Management Control to No so that you can take calls for any item.
Then set the field in Contract Control to Yes so you provide coverage for itemsin the installed
base only.

You can define any combination of Yes and No values for the two Items in Installed Base fields.
However, setting Itemsin Installed Base to Yes at the system level and No at the contract level can
create problems if you do not ensure that covered items are added to the installed base | ater.
Otherwise, you will not be able to create acall for an end user with valid contract coverage.

See*“ltemsin Installed Base” on page 654.

Restricting the Installed Base to Inventory Items

When implementing SSM, you must decide which itemsto include in the installed base. When
Items Must Exist is Yes in Service Management Control, the installed base includes only
inventory items.

For installed base records to be created when you ship inventory items on a sales order, you must
also use Service Item Maintenance (11.3.7) to set Installed Base to Yes.

See “ Service Item Maintenance” on page 35.
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Effect of Setting Items Must Exist to No

When Items Must Exist is No, service personnel can take calls for items not in your item master.
This means you service items that you do not manufacture and sell. Consider carefully servicing
third-party items and the consequences of having items that you do not manufacture or stock in
your installed base.

Items not in the item master are memo items. | SB records for memo items are the same as
inventory items. You can add records in Installed Base Item Maintenance (11.3.1) or indirectly in
programs such as Call Activity Recording. Invoice Post and Print does not create 1SB records for
memo items through sales orders, since they are not items you manufacture and sell.

Example A customer purchases a disk drive from another vendor and adds it to the system they
bought from Ace Computers. The customer wants Ace Computers to service the disk drive. Ace
Computers wants this service business, so they set Items Must Exist to No and add this component
to the installed base.

Effect of Setting Items Must Exist to Yes

If you usually service only items you produce, you can restrict the installed base to items defined
in the item master by setting Items Must Exist to Yes. Then you cannot take calls or provide other
service such as RMAs or contract coverage for an item unlessit is set up in the item master. This,
in turn, prevents items that are not in your item master from being entered into the installed base.

Note You can still leave the [tem Number field in Call Maintenance blank when Items Must Exist
isYes. Thislets you take cals such as telemarketing inquiries when an item number is not
applicable. You can aso take a call when the item number is not initially known but will be
recorded later.

Tracking Manual ISB Updates

When updates are made to the installed base automatically during invoice post, an audit trail is
available through standard audit mechanisms such asinvoice and call history records.

The Installed Base History field enables you to maintain a separate audit trail of manual updates to
the installed base. This can provide an important element in tracking additions, changes, and
deletions performed through Installed Item Maintenance, Installed Item Move, and Installed
Configuration Maintenance.

When thisfield is set to Yes, the system creates history records whenever an 1SB record is
manually added or deleted, or when the serial number is changed. ISB history records contain the
following information:

» The address code of the end user who owns the item.

The effective date of the event. For installed base moves, this may be different than the system
date.

The date the record was created.
The ID of the user performing the update.
The number, serial number, and model of the item.

« A transaction number and transaction type (either ISB-ADD, ISB-MOVE, ISB-DLET, or | SB-
SERL).
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When a serial number change occurs, both the old and new numbers are recorded. When anitemis
moved, the old and new end-user codes are recorded.

Installed base history records can be displayed with ISB History Browse (11.3.22.2), ISB History
Report (11.3.22.3), or ISB Item Tracking History Report (11.3.22.5 or 11.22.3). They can be
deleted and archived with 1SB History Delete/Archive (11.3.22.23).

Including Product Structures in the Installed Base

You must decide whether to include both components and parent items in the installed base. There
are several advantages to having the product configuration in the installed base:

« Customer service can determine exactly what is in the configuration.
- If you move the item to a different end user, the entire configuration moves.

- If you replace one or more components during a service activity, you can update just those
componentsin the installed base.

Tracking components is common in two situations:

- If theitemsyou sell are subject to recall or contain components whose failure presents
potential hazards, you may need to track individual components. Companies subject to
government regulations often must keep detailed records about items and their components.

- If you sell configured products, you may want to keep track of which options an end user has.
Some of the options may also be sold separately, and may have warranty termsthat differ from
the parent item. A persona computer is agood example of a configured product that can
contain items also sold as products. For example, monitors and disk drives may be sold
separately and tracked separately in the installed base.

The system can add product configurations to the installed base automatically if Load Available
Structure is Yesin Service Management Control. This update occurs during invoice post or from
Call Activity Recording.

Adding as-built configurations to the installed base automatically is possible only for items you
manufacture or configure. If you track third-party items, use Installed Configuration Maintenance
(11.3.5) to add configuration information for them.

Note When you add items to the installed base while you are recording servicein Call Activity
Recording, the system always adds them asfirst-level components of the call line item with which
they are associated.

If SO Edit ISB is Yesin Sales Order Control, you can also indicate that an item sold isa
component of aparent by specifying the parent item’s serial number and item number. The system
then adds it as part of that item’s installed base configuration. The sameistruein RMA
Maintenance if Edit Installed Baseis Yesin RMA/RTS Control.

Load Available Structure

The Load Available Structure field determines whether Invoice Post and Print adds product
structuresto the installed base. Setting thisfield to Yes only has an effect if certain other
conditions are also true:

 Theitem must be one you manufacture or configure.
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« Ship to Installed Base must be Yes.

- Installed Base must be Yes and the parent and each component to be added to the installed
base must be service itemsin Service Item Maintenance.

 Theitem must be added to the installed base with a quantity of 1. The shipment quantity for
configured items must be 1 and the work order quantity for serialized or lot controlled items
must be 1 for the system to uniquely identify the as-built structure. Since lots seldom have a
quantity of 1, Load Available Structure usually does not affect lot-controlled items.

 The parent item must be serial-number controlled, unlessit is a configured product. A
configured product on afinal assembly work order can be identified without a serial number if
it is shipped with a quantity of one.

If the product structure contains subassemblies, the parent item of the subassembly must be serial-
number controlled for the system to attempt to find and add its components to the installed base.

If these conditions are met, the system attempts to add components of the parent item to the
installed base as derived from the sales order BOM or the work orders used to build it and its
components. Thisinformation is derived from the transaction history.

If Load Available Structureis No and Ship to Installed Base is Yes, only the parent generates | SB
records. The components generate no details.

Transfer of Item Information from Sales and Work Orders

The installed base inherits item information based on the way the item was made or sold. This as-
built configuration information comes from records generated in the Sales Orders/Invoices and
Work Orders modules.

You can use either afinal assembly process or a discrete work order to create configured items.
Either process creates the transactions necessary to update the installed base with the actual
components.

Note Use Sales Order Release to Work Order (8.13) to create discrete work orders.
Components can only be added to the installed base when transaction history uniquely identifies
the parent and components:

« A single work order for multiple parent items does not provide enough information in the
transaction history to determine which serialized components belong to which parent.

« Transaction history is ambiguous if the work order for acomponent item is for a quantity
greater than that required by the parent. The system |oads components until the history
becomes ambiguous.

Setting ISB Unit Quantity

The ISB Unit Quantity field of Service Item Maintenance affects how non-serial-controlled items
are added to the installed base on an item-by-item basis. Thisfield does not affect serialized items,
which are always added with a quantity of one.

« When the field is No and you ship a quantity greater than one on a sales order line, the system
creates only one ISB record for the shipment quantity. If you ship threeitems, the system
creates one |1SB record for a quantity of three.
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« When thefield is Yes, the system creates unique | SB reference numbers for each item shipped
and each record has a quantity of one. The shipment line with a quantity of three creates three
records for the same item number (and lot) but with three reference numbers.

Recording Call Activity for Multiple ltems

ISB Unit Quantity affects how itemsin the installed base can be repaired in Call Activity
Recording. If the quantity of the item to be repaired does not match the I SB record, components
issued and returned in CAR do not update the installed base.

If ISB Unit Quantity is Yes and you always create acall line for each item to be repaired, you will
not encounter quantity mismatches in CAR. Otherwise, change the quantity on the line item to
match the installed base record if you want components to update the installed base.

Using the System Level Setting

One other setting helps manage information in the installed base. Each service item can have an
item type code in Service Item Maintenance. Set up the codes in Generalized Codes Maintenance
for field pt_sys_type. In Service Management Control, the System Level field designates a code
indicating a system-level item.

Normally, system level refers to the parent or top-level item in a configured product structure.
However, you can use this attribute in any way that is meaningful to your organization.

Select System Level Only inthe Installed Base Report (11.3.3) to view only system-level installed
baseitems.

Call Management can handle system-level items differently. When System Level on Callsin Cal
Management Control is Yes, using Next/Previousin the Item Number field in Call Management
displays only items with a system type that matches the value in System Level in the control
program.

Use thisfeature if your service department takes calls only for certain kinds of items, or to ensure
that calls aways refer to top-level parent items, not components.

Setting a Default Value for Creating ISB Records

The Create I SB field in End User Control, illustrated in Figure 2.15, also affects installed base
updates.

Fig. 2.15
End User Control (11.9.24)

End User Control - X

End User Control: Go To -+ ACTIONS -

End User Control

Create ISB:

Create | SB sets the default value for the Create | SB field for new end users. Create | SB for an end
user determines, in turn, whether the system normally adds items associated with the end user to
the installed base.
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Thisfield gives you more control over how items are added to the installed base. If you usualy
add items to the installed base regardless of the end user, set Create ISB to Yes and this value will
flow to the functions that create | SB records. To more tightly control 1SB updates so that records
are created only for a predefined set of end users, set thisfield to No and change the field in End
User Data Maintenance.

This setting is especially important if you are shipping sales order line itemsto the installed base.
The system looks at Create | SB in the control program whenever a ship-to addressis not defined as
an end user. If you want to add items by default to the installed base in this situation, make sure
Create ISB is Yesin the control program.

See " Creating End Users During Invoice Post” on page 21 for additional details.

Classifying ISB Records

To facilitate finding items in the installed base, you can use user-defined item classifications. To
do this, follow these steps:

« Create classification codes that are meaningful to your own business needs using
Classification Maintenance (11.3.18). Order classifications in a hierarchical structure by
linking child classifications to parent classifications.

- Enable ISB filtering for the entire system in Service Management Control (11.24) and then
tailor the system setting for individual usersin Service/Support User Preferences (11.21.23).

- Associate a default classification code with the items you typically track in the installed base
using Service Item Maintenance (11.3.7), described on page 35.

 Update any existing installed base records with the correct classification code using Installed
Base Item Maintenance (11.3.1), described on page 42.

After this setup is complete, you can choose a classification code from any level of the hierarchy
before using | SB lookups in the programs listed in Table 2.1. The system finds and displays only
the records that have the specified classification or any classification linked below it in a hierarchy.

Table 2.1
Programs with ISB Lookups

Menu Number Description Program Name
711 Sales Order Maintenance sosomt.p
11111 Call Maintenance fscamt.p
11117 Call Quote Maintenance fscgmt.p
11.1.1.13 Call Activity Recording fscarmt.p
11.1.31 Pending Call Maintenance fspcmt.p
11.1.6 Call Queue Manager fsgquemg.p
11.1.8 Call Generator fscagen.p
1131 Installed Base Item Maintenance fsisbomt.p
11.35 Installed Configuration Maintenance fsbmismt.p
113121 Field Notification Maintenance fsfnmt.p
11.3.12.2 Field Natification Inquiry fsfnig.p
11.3.13 Installed Item Move fsisbmv.p
11511 Contract Quote Maintenance fsgomt.p
115.131 Contract Maintenance fssamt.p
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Menu Number Description Program Name
11711 RMA Maintenance fsrmamt.p
11.7.1.13 RMA Receipts fsrmais.p
11.13.15.8 Engineer Assignment Maintenance fsegtmt.p

Use Classification Inquiry (11.3.19) to view the hierarchical relationship of classifications. You
can also use classification code to select records to display in Installed Base Inquiry (11.3.2),
Installed Base Report (11.3.3), or 1SB by Classification Inquiry (11.3.20).

When itemsin the installed base are classified, you can optionally generate calls based on
classification code in Call Generator.

Additional reference information about the fields that support classification filtering and
alternative browses is provided in “Installed Base Classification” on page 636.

Plan a Classification System

The way you set up classifications depends on your manufacturing environment, how many
different product types you want to track and their relationships with each other, and how many
users have access to your | SB.

Begin your analysis by first considering and listing which parent items need to be tracked. From
thislist, identify which parent items require further definition. Continue this identification process
until you identify all the items you want information about.
When you design your coding system, keep the following guidelinesin mind:

« You can have up to 999 classification hierarchies.

+ One parent can have 99 children.
One classification can have 80 subordinate levels.

- A classification code cannot have more than one parent.
Parent and child classification codes cannot be the same.

Blank classification codes are not allowed.

Note Additional technical details about classification codesisincluded in Chapter 26,
“Reference,” on page 677

Figure 2.16 illustrates the hierarchy concept.
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Fig. 2.16
Classification Code Hierarchy
Level 1
Class 1 Class 2 o o o Class 999
|
Level 2
Class 1-2 Class 2-1
Class 1-1 : :
Class 1-99 Class 2-99
Level 3
Class 1-1-2
Class 1-1-1
Class 1-1-99
Level 80

Classification Example

You manufacture meters and electronic controls. Use Classification Maintenance to create
classifications for all meters (001) and one for electronic controls (002).

In have two types of meters, so you create two additional classification codesthat are lined to code
001:

« Turbine meters (00101)

« Low-flow meters (00102)

Because your turbine meters can be packaged with T-fittings or weld fittings, two more codes are
needed linked to 0010101 and 0010102, respectively.

Figure 2.16 illustrates this classification hierarchy.

Fig. 2.17
Classification Code Example
Level 1 Electronic
Meters
001 Conrols
002
Level 2
Turbine Low-Flow
Meters Meters
00101 00102
Level 3
A A,
T-Fitting Weld Fitting
0010101 0010102

Note While 80 subordinate levels are supported, it is unlikely that you will need more than afew.
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Create Classification Codes

After you have planned your hierarchy, use Classification Maintenance (11.3.18) to create and
maintain codesfor classifying installed base records. Define the hierarchical relationships between
classifications by entering parent classification codes.

You can also use this program to delete codes, with the following restrictions:
« The codeis not referenced in an installed base record.
« The code is not associated with a service item in Service Item Maintenance.
When you delete a code that isin a parent relationship to other codes, the child codes are then

associated with the deleted code’s parent. If the deleted code has no parent, the child codes become
top-level codesin the hierarchy.

Fig.2.18
Classification Maintenance (11.3.18)

assification Maintenance - x

Classification Maintenance: Go To ACTIONS

Classification: classi-1

Description: Classi-1
Parent Classification: Class1 Pl

Classification. Enter a classification code (maximum 12 characters) you want to use to classify
ISB records.

Description. Enter the description (maximum 24 characters) of the classification code.
Description displays in the lookup and prints on reports and inquiries as space permits.

Parent Classification. Enter an existing classification code to create a hierarchical relationship
between codes. The parent code cannot be the same as the code entered in the first frame.

Parent code is optional. Each code can have only one parent.

Set Filtering Default

Use Service Management Control (11.24) to enable or disable I1SB filtering by classification code
at the system level. The value of this setting affects all programs that have a field with an
associated installed base lookup.

Fig. 2.19
Service Management Control (11.24)
Service Management Control
® GoTo ™ éctions 7| Ll Copy 7| (5 Print 1 Preview
Jtems in Installed Base | | Ship o Installed Base
Iterns Must Exist: ¥ Installed Base Histary, ¥
Laad fvailshls Stucture: 7
Enable System Level Travel UM
L Mulple Time Zanes.
fllt(?ljlng‘ by Service Data in ltem Master ¥ Sewver Time Zane: PST/FOT
classification Fiter 1SB by Classification: Diomain Time Zone: GMT-
Code_ Suppress AP Warnings:

Filter ISB by Classification. Specify whether you want to filter 1SB records based on
classification codes before displaying 1SB lookups.
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No: All ISB records are displayed.
Yes: You can select a classification code to limit records included before an | SB |ookup
displays.

Thisfield defaults to Service/Support User Preferences (11.21.23) where you can specify a
different value for individual users as needed.

Using the Classification Lookup

When a service program includes afield that references installed base items, lot/serial numbers, or
I SB references, the system checks the value of Filter ISB by Classification for the user in
Service/Support User Preferences. If thisis Yes, a classification lookup displays.

If no user preference exists, the system checks the value of Filter ISB by Classification in Service
Management Control. Again, if thisis Yes, the classification lookup displays.

When you select avalue from the Classification lookup, I1SB dataisfiltered using that code. When
you press Help to request alookup on any of the fields related to the |SB, only records associated
with the selected classification code or any child codes beneath it display in the lookup.

See “User Preferences’ on page 91.

Figure 2.20 illustrates the Classification lookup in Installed Item Move (11.3.13). The lookup is
the same in all supported programs.

Fig. 2.20
Classification Lookup

Installed Base Ttem Mainte

Installed Base Item Maintenance: Go To - Actions -

End User Address

End User: 57User Customer No:57CustA
Name: 5700 Business Relation Sort Name: 57BR2
Add :
eses 5700 Classification
City: i o e g State:
ity: Carpint, Classification Description LA
Country: United TZone:

<Done= Done
Installed Base I{* Commercial Commercial units
Home Home cooling units

Item Numb

Description: Reference:

All top-level codes (those without parents) initially display. If a classification has codes beneath it
in ahierarchy, an asterisk (*) displays next to it in the lookup. You can drill down to see codes at
the next level by pressing Enter with the code selected. Press Enter with <Done> selected to use
the selected code as afilter.

When you press Enter with a selected code and no lower codes exist, that classification isused as
the filter.

To bypass filtering, press <Done> when the lookup first displays. The system will display al 1SB
records without filtering by any classification code.

You can move quickly to aparticular value in the lookup by typing the first letter of the code you
want to use. Then press Enter to select it. You can aso type < to move to the <Done> selection.
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Service Item Maintenance

If you typically provide service for awell defined set of items, you can define service attributes for
them with Service Item Maintenance (11.3.7). First define the itemsin Item Master Maintenance,
evenif Items Must Exist is No in Service Management Control. Use Service Item Inquiry (11.3.8)
to review item service data.

If you set Service Datain Item Master to Yesin Service Management Control, these same frames
display in Item Master Maintenance (1.4.1) and in Item Master Inquiry (1.4.2).

Fig. 2.21

Service Item Maintenance (11.3.7)

Gerice T |

Service Item Maintenance: Go To ~ ACTIONS -
Item Engineering Data
Item Number: 20104 Item Rewvision:
Description: SA20104 Drawing:
Description: Item Type:
Unit of Measure: EA Status: ac
Prod Line: 1000 Group:
Routing Code: Size: 0.00
Item Service Data
Warranty Code: W90 P Days Between PM: 365
System Type: /0 A7 Usage Code:|P M|
Installed Base: Service Group:
1SB Unit Quantity: Service Category: Item
Coverage:[C &/ Mean Time Between Failures: 9,999
Supplier Warranty: [] Mean Time to Repair: |1.00|
FRU: MFG MTBF: 0.00
Model: &) MFG MTTR: 0.00
Installation Call: Standard Time to Repair:|10.00
Repairable: Classification:

Service Item Maintenance influences key service activities including managing the installed base,
recording service activity in Cal Activity Recording, determining coverage for itemsin the
installed base, the creation of installation calls, and definition of standard service BOMs and
routings.

For example, to add inventory items automatically to the installed base during sales order
shipment, set them up with the Installed Base field in Service Item Maintenance set to Yes. This
indicates to the system that the service organization supports this item and prevents cluttering the
installed base with items the organization does not service.

If Ship to Installed Base is Yes (11.24), many service attributes are used when Invoice Post and
Print creates an installed base record. If SO Edit ISB Defaultsis Yesin Sales Order Control
(7.1.24), you can change the default values when you generate the sales order. Otherwise, the
system creates the record in the background using default values. To make changes later, use
Installed Base Item Maintenance (11.3.1).
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Item Engineering Data Frame

After you enter or select avalid part number, the system fillsin the fields in this frame from the
item record, for display only.

Item Service Data Frame
In this frame, specify information the system uses during service of thisitem.

Warranty Code. Enter a warranty code set up with Warranty Type Maintenance. This code
supplies the default for new installed base records for thisitem.

You can modify the default in the Installed Base Detail pop-up in RMA Maintenance, Sales
Order Maintenance, and Pending Invoice Maintenance if control program settings permit
editing of the installed base record. If not, the system applies the defaults. For 1SB records
created during invoice post, the warranty start date defaults from the ship date. For installation
calls, the warranty start dateis the call closure date.

System Type. Validated against generalized codes for pt_sys type. Three values are supplied:
software (SW), System (S), or Other (O). You can set up additional codesin Generalized
Codes Maintenance.

The System Level field in Service Management Control determines which system type codeis
considered system level. You can choose to see only system-level items on the Installed Base
Report (11.3.3). If System Level on Callsisalso Yesin Call Management Control, Call
Management is affected. During next/previous processing in the Item field, only items with
this system type display.

Note System level normally indicates the top-level item in an installed configuration, but it
can have any application suitable for your system.

Installed Base. Yesindicates you want thisitem in the installed base. The system considers
thisfield in conjunction with the Create | SB field for an end user for new sales orders or calls,
or when arepair uses the item. If both are Yes, the system assumes the item should bein the
installed base.

Depending on the function, the system either creates an installed base record in the
background, or supplies a default you can change.

Note The system looks at the value of Create ISB in End User Control for a sales order ship-
to address not yet defined as an end user.

ISB Unit Quantity. The system reviews this field when it adds items to the installed base—
when you post sales orders or RMAS, close calls, or record activity in Call Activity Recording.
Thefield is effective only when Installed Base is Yes and the item is not serial-number
controlled. Records for serialized items always have a quantity of 1.

No: The system creates one installed base record for multiple items on a line using the line-
item quantity.

Yes: Each installed base record has a quantity of one. If agiven sales order or RMA shipped
more than one item or a call line contains more than one item, the system creates multiple
installed base records, each with the same item number (and lot), but with adifferent installed
base reference number.

Coverage (S/C/N). Indicate whether the same warranty covers both the parent item and
components of thisitem.
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- If S (subassemblies covered), the same warranty covers the finished product and its lower-
level subassemblies.

- If C (covered), thiswarranty covers only thisitem. You can associate different warranty
information with separate installed items for each of the components.

« If N (not covered), there is no warranty coverage.

Supplier Warranty. A reference-only field indicating whether thisitem normally comes with a
supplier warranty. Yesindicates that if a problem with this item occurs during the supplier
warranty period, the original supplier will repair the item.

FRU. Indicate if thisitem is a field-replaceable unit. Yes meansthat if this unit is defective,
you can replace wit. Thisfield is for reference only and appears on reports and inquiries to
help the engineer handle a service call.

Model. Enter the model number associated with thisitem. Many organizations service
products by model. In Call Default Maintenance (11.1.21.10), you can create separate call
defaults for each model you service. Thisis useful if calls associated with various product
models follow different paths.

Installation Call. Specify Yesif thisitem must be installed by a service engineer. Thisfieldis
used with the Auto Install Callsfield in Call Management Control (11.1.24). If both are Yes,
the system creates an installation call during invoice post of sales orders and RMAS.

The system uses the Install Work Code in Call Management Control and the installation BOM
and routing in the Service Structure Data frame for the call.
Repairable. Indicate whether thisitem isrepairable. Yes has the following effects:

« You can attach arepair BOM and routing to thisitem in the Service Structure Data frame
without awarning.

« When arepairableitem isissued in Call Activity Recording, the system assumes one will
be returned and defaults a value into the quantity returned field of the Item Usage frame.

« Thevalue of repairable affects the default return locations suggested by the system during
return processing in CAR.
Days Between PM. Specify the length of the preventive maintenance (PM) cycle for thisitem
in calendar days. A nonzero value has the following effects:

 The system adds this value to the install date to determine the initial Next PM Date value
in Installed Base Item Maintenance (11.3.1).

» When thisitem is added to a contract, the PM Item field defaults to Yes.

« You can attach aPM BOM and routing to thisitem in the Service Structure Data frame
without awarning.

« The system uses this value when you close aPM call lineto calcul ate the next PM date for
the item. The Days Between PM is added to the last PM date, which is set to the call close
date. This update occurs for each line with a PM work code, regardless of the work code
on the call header.

Usage Code. Specify an optional code you set up in Generalized Codes Maintenance for field
pt_svc_type. Thisfield isfor reference only and displays on some reports and inquiries.
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Service Group. Specify an optional code you set up in Generalized Codes Maintenance for
field pt_svc_group to group types of service costs. You can use Service Group in setting up
call defaults, default sites, price lists, and charge and revenue product lines.

Service Category. Enter a service category defined with Service Category Maintenance
(11.21.9) for items, exchanged items, or consumable items.

Service categories support detailed tracking of invoice costs and service coverage levels. If
you do not associate a service category with an item, Call Activity Recording uses the default
item service category defined in Call Management Control.

MTBF, MTTR, MFG MTBF, MFG MTTR, STTR. These fields record optional statistics.
Possihilities include the mean time to failure and mean time to repair this item; the standard
manufacturing mean time to failure and to repair thiskind of item; and the standard time to
repair thisitem. The standard time may not aways be the same as the mean time to repair,
since the mean is an average of actua times, and the standard isagoal.

Classification. Enter the unique classification code you want to use to classify thisitem in the
installed base. Define classification codes in Classification Maintenance (11.3.18).

You can leave this field blank, in which case the item does not belong to any classification.

When installed base records are created through posting sales orders, as part of call or RMA
processing, or by other service functions, the item is added to the installed base with this
classification.

When | SB filtering is enabled in Service Management Control, users can choose a
classification code before an 1SB lookup displays to filter the number of records.

See“Classifying ISB Records’ on page 30.

Service Structure Data Frame

Service structures and routings are important for streamlining data entry in call functions. They
enabl e the system to load the items normally consumed in the service of an item and the sequence
of operations performed into the detail of call quotes and Call Activity Recording.

See Chapter 21, “ Service Structures and Routings,” on page 557 for details on how to set up
routings.

You can associate three BOMs and routings with an item that the system uses under different
circumstances:

 The system uses the repair BOM and routing for calls you created with work codes other than
PM or Install with Call Maintenance, Call Quote Maintenance, and the Call Generator. The
system also uses the repair routing on work orders created by RMA Release to Work Order. A
repair BOM and routing normally apply only if Repairableis Yes; otherwise, awarning
displays.

 The system uses the PM BOM and routing for calsit creates during PM scheduling in
Contract Maintenance or with the PM work code in Call Maintenance, Call Quote
Maintenance, or Call Generator. A PM BOM and routing normally apply only if the Days
Between PM field is not zero; otherwise, a warning displays.
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 The system uses the installation BOM and routing when it creates a call with the Install work
code in Call Maintenance, Call Quote Maintenance, or Call Generator or when Invoice Post
and Print creates an installation call for a newly sold item. An installation BOM and routing
normally apply only if Installation Call is Yes; otherwise, awarning displays.

The printed call can include the component structure of the BOM and the routing stepsin the form
of thelist of parts and procedures relating to the call item. The system can load these items and
operations into the detail frames of Call Quote Maintenance or Call Activity Recording.
Automatic loading streamlines the recording of operations and items consumed.

See Chapter 21, “ Service Structures and Routings,” on page 557.

Fig. 2.22
Service Structure Data Frame

Service Structure Data
Repair BOM: REPFG100
Repair Routing: REPFG100
Repair Supplier: .

PM BOM: PMFG100

PM Routing:|PMFG100

Installation BOM: INFG100

Installation Routing: INFG100

Repair BOM. Enter a service structure defined in Service Structure Maintenance (11.19.5).
This BOM code defines the items typically used to repair thisitem. The system uses the repair
BOM when it creates a call with any work code other than Install or PM.

A printed call can include the items on the BOM in the form of alist of items needed during
the service activity. You can also load the items on the BOM into the Item Usage frame in Call
Activity Recording and Call Quote Maintenance. If Repairable isnot Yes for the current item,
awarning displays when you specify arepair BOM.

Repair Routing. Enter a service routing defined in Service Routing Maintenance (11.19.17).
This code defines the normal sequence the engineer follows in repairing thisitem. It isthe
default when the system creates a call with any work code other than Install or PM.

A printed call can include the operations on the routing in the form of alist of proceduresto be
executed during the service activity. You can aso load the operations on the routing into the
Labor/Expense Usage framein Call Activity Recording and Call Quote Maintenance. The
system also uses the repair routing when RMA Release to Work Order creates awork order. If
Repairable is not Yes for the current item, awarning displays when you specify arepair
routing.

Repair Supplier. Identifies the supplier of repair parts. Thisfield isfor reference only.

PM BOM. Enter a service structure defined in Service Structure Maintenance (11.19.5). This
BOM code defines the items an engineer typically uses during preventive maintenance of this
item. The system uses the PM BOM when it creates a call with the PM work code.

A printed call can include the items on the BOM in the form of alist of items needed during
the service activity. You can also load the items on the BOM into the Item Usage framein Call
Activity Recording and Call Quote Maintenance. If Days between PM is zero for the current
item, awarning displays when you specify a PM BOM.

PM Routing. Enter a service routing defined in Service Routing Maintenance (11.19.17). This
code defines the normal sequence of steps an engineer takes during a PM visit. The system
usesit when it creates a call with the PM work code.
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A printed call can include the operations on the routing in the form of alist of proceduresto be
executed during the service activity. You can aso load the operations on the routing into the
Labor/Expense Usage frame in Call Activity Recording and Call Quote Maintenance. If Days
between PM is zero for the current item, awarning displays when you specify a PM routing.

Installation BOM. Enter aservice structure defined in Service Structure Maintenance (11.19.5).
This BOM code defines the items an engineer typically uses during installation. The system
uses the installation BOM when it creates a call with the Install work code.

A printed call can include the items on the BOM in the form of alist of items needed during
the service activity. You can also load the items on the BOM into the Item Usage frame in Call
Activity Recording and Call Quote Maintenance. If Install Call isNo for the current item, a
warning displays when you specify an installation BOM.

Installation Routing. Enter a service routing defined in Service Routing Maintenance
(11.19.17). This code defines the normal sequence of operationstaken by an engineer to install
the item. The system usesit when it creates a call with the Install work code.

A printed call can include the operations on the routing in the form of alist of proceduresto be
executed during the service activity. You can also load the operations on the routing into the
Labor/Expense Usage framein Call Activity Recording and Call Quote Maintenance. If Install
Cdll is No for the current item, awarning displays when you specify an Installation routing.

Service Item by Site Maintenance

If you perform service activities at more than one site, the procedures you follow and the items you
use may vary. For example, work centers names may be different or alternate parts used

Use Service Item by Site Maintenance (11.3.9) to tailor service BOMs and routings based on the
site of the service activity. Where BOMs and routings apply, the system checks first for an
item/site record. If thisrecord does not exist, it usesthe BOMs and routings for theitemin Service
Item Maintenance.

Before setting up service-structure data for items at different sites, consider how service functions
determine a default site. For call-related functions, the system searches in the following order to
determine a default site for an item being serviced.

1

2
3

4

5

The site associated with the assigned engineer in Engineer Maintenance
If the engineer does not have a site, the site associated with the engineer’s area

If these values are blank, a default spares site in Default Site Maintenance using the product
line and service group of the item, and work code, item number, and area of the call

See “ Search Algorithm” on page 75 for details on how default sites are found.
The site defined in the item master

The site associated with the end user’s customer in Customer Data Maintenance

In RMA Release to Work Order, the system uses the RMA receipt site.
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Fig. 2.23
Service Item by Site M

[tem by

aintenance (11.3.9)

LD e

Service Item by Site Maintenance: Go To - ACTIONS ~
Item Number:FL4800 Site: 10000
Description:Electronic Switch Drawing:
Item Type:
unit of Measure:ea Status:aAC

Service Structure Data

Repair BOM: REP10- 100003
Repair Routing: REP10- 100003

Repair Supplier: P

PM BOM: PM10-10000a

PM Routing: PM10-10000a

Installation BOM: IN10-10000a

Installation Routing: in10-10000a

Item Number. Enter anitem code from Item Master Maintenance. The BOMs and routings you
specify here apply to this item when you service it at the associated site.

Site. Enter the code that identifies a site for defining unique BOMs and routings for the current
item. Since items and procedures may vary by site, the system uses these BOMs and routings
by default in call functions associated with this site.

After you enter or select avalid part number and site, the system fillsin the other fieldsin this
frame from the item record, for display only.

The fields for BOMs and routings are exactly the same as those in Service Item Maintenance.

See “ Service Structure Data Frame” on page 38.

Creating Installed Base Records

The installed base consists of records tying items with the end users who use them. Figure 2.24
illustrates ways you can create these records:
« Manually, using Installed Base Item Maintenance (11.3.1) and Installed Configuration
Maintenance (11.3.5).
- Automatically, when you post invoices for sales order shipments and RMA issues and
receipts.
 Automatically, from call tracking functions. When you close a call in Call Maintenance, you
can update the installed base. Otherwise, Call Activity Recording can update the installed base
for theitem on the call and for itemsissued to repair it.
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Fig. 2.24
Updating the Installed Base

Manually, with
Installed Base Item Maintenance

ase Posting invoices
Posting invoices \\66 © for F;NII?A ISS_utes
for sales orders o and Receipts

Call Maintenance and
Call Activity Recording

Installed Base Item Maintenance

Use Installed Base Item Maintenance (11.3.1) to enter new items directly into the installed base or
modify data associated with existing I SB records. Thisfunction is particularly helpful for
companies that manually add items and configurations to the installed base.

Example A company sold products for several years before implementing the Service/Support
Management module. They have several thousand units in the field without corresponding
installed base records. They have a choice: either backfill the installed base as end users call with
questions and problems, or enter installed base records from existing sales order or service
contract records.
Other typical usesfor Installed Base Item Maintenance include:

 Extending the warranty expiration date

« Changing the revision level of theitem

- Entering and updating preventive maintenance (PM) dates and setting the interval between
last/next PM dates

- Deleting obsolete records
« Correcting mistakes such as incorrect serial numbers or wrong classification codes

If an open call, acall that has been moved to history, or an unexpired service quote or contract
references an installed base record, you cannot deleteit.

Changing ISB Serial Numbers

You can use Installed Base Item Maintenance to modify the serial number of an item in the
installed base. Thisis useful, for example, if the installed base was updated during shipment of a
sales order and the wrong serial number was specified on the order. You can simply correct the
data here.
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However, if anitem in the installed based is referenced on an open contract, call, or RMA,
changing the serial number is more complex. For open contracts, open calls without call reports,
and RMA shipment lines without a quantity shipped, the system updates the reference to the
existing serial number to reflect the new number you enter in Installed Base Item Maintenance.

Note A contract is considered open if the current date is before the contract end date. A call is
considered open if it does not have the closed or cancel status specified in Call Management
Control.

When an open call with reports exists, an engineer has aready begun working on the call item.
Typically the engineer verifies the serial number before beginning work. In this case, when you
attempt to change the serial number, the system displays awarning and prompts you to continue. If
you respond Yes, the serial number is changed on the call and in the installed base record. The
system also checksto seeif the new serial number is on any open contract and applies the contract
coverage if appropriate.

Similarly, if the old serial number isreferenced on an RMA line with aquantity shipped, awarning
displays and you are prompted to continue.
End User Address Frame

After you enter or select avalid end user, the system fillsin the fields in this frame from the end
user record, for display only.

Fig. 2.25
Installed Base Item Maintenance (11.3.1)
Tnstalicd Base Tem Manten: | - X
Installed Base Item Maintenance: Go To - Actions +
End User Address
End User: 57User Customer No:57CustA
Name: 5700 Business Relation Sort Name: 57BR2
Address: 5700 Ultimate Road
City: Carpinteria County:sB State:ca
Country: United States of Ame Postal Code:g3012 TZone:
Installed Base Item Data
Item Number: 57-0001 Serial:
Description: Cooling core Reference: 3
Model: Rev Level:
Install Date: 06/08/2007 Parent: I
Item Type: O Component: ™
Warranty Code: Last PM Date:
Warranty Expiration: Next PM Date: 06/08/2007
Quantity: 1.0 PM Days: 0
Sales Order: Ln:o Comments: [
Ship Date: Invoice:

Installed Base Iltem Data Frame

In thisframe, you specify or update information related to the installed base item. The Sales Order,
Line, Ship Date, and Invoice Number fields are display only. The system updates them when the
item is added to the installed base during invoice post or from Call Activity Recording.

The Parent and Component fields are also set by the system when components are added beneath a
parent during invoice post, from Call Activity Recording, or from Installed Configuration
Maintenance.
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If MTZ isactive, the end user’s time zone can affect dates.
See Chapter 4, “Multiple Time Zones,” for details.

Item Number. Identify an item installed at this end-user location. This may be afinished
product, such as a computer, or a component, such as a disk drive or memory board.
Validation depends on Items Must Exist in Service Management Control. If Yes, theitem
must be in Item Master Maintenance. If No, you can enter any item number. Use next/previous
processing to see the itemsinstalled at an end-user site.

Serial. Specify the lot or serial number uniquely identifying the installed item. If the item is
defined in the item master to require lot/seria control, thisfield is required. Invoice post adds
serial numbersto the installed base. To change the serial number of an installed base item, use
the New Serial field on the pop-up window that displays after you click Next.

Description. Defaults from the first line of the description in Item Master Maintenance.

Reference. You can only update this field for items not serial number controlled. For
seridized items, Reference is always zero, since the serial number must be unique. If anitem
isnot seria controlled, the ISB reference number uniquely identifiesit in the installed base.
The system checks for the last reference number for this item and serial number, increments
this by one, and displays this value.

Note If you add installed items manually, enter a question mark (?) in the Ref field to see the
next available reference number.

The ISB reference number is not an inventory reference number. Although each provides a
unigue pointer to a particular item, one ident