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Introduction 

In this training module, we will cover the fundamentals duties in Customer Care. This will include 

creating service work orders, part sales orders, dispatching and all else that pertains to those functions. 

One of the key differences you will see between SyAcc and FSM is the language used. For example:  
 
Service Work Order  Request and Task 
Customer ID  Place ID 
Equipment  Product 
 
When you start up FSM, you will be presented with what is called a Lobby. This lobby will be your 
central hub to access all necessary functions and view current status throughout the day. New functions 
can be added to the lobby upon request to the Administrator. 

 

Alternatively, you may access many of the functions you require to complete your tasks via the Menu 

side bar by clicking the Menu icon  on the top left side of the window. 
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About Requests 

Requests can be accessed by clicking on Create a Request within your lobby or click  on 
the Menu side bar. 
 
Requests are used to record the following information during the call taking process:  

 The place where service is required 

 The products that require service 

 Contact information 

 Information that describes the problem 

 Information that classifies the request, such as the request type and priority 

The Summary tab provides a quick reference to the Task, Request Notes and Part Needs. You can input 

and alter information within these fields right from the summary tab, however, to thoroughly learn the 

FSM system, the training on each function will be done via its own respective tab. 

 

How to Create a Request 
To create a Request: 

1. Click Create a Request or Request from the lobby or the  button from the left side 

menu bar 

2. Click the button labeled New near the search field. 

 

 

3. In the Description field, enter the description for this request. This is a minimum 20 character 

limit field, to ensure the description provided is as detailed as possible. 

4. In the Place ID field, type in the customer number (aka the CustID) and move to the next 

required field. If you don’t know the Place ID, click the magnifying glass in order to do a 

customer lookup. 

Note: Any field in FSM in red text or identified with a red asterisk * is a required field and must 

been filled in to proceed further. 
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5. In the Request Type field, select the type of service from the dropdown menu. For a Service 

Work Order, you would select Reactive Service. For a Part Sales Order, you would select Over 

the Counter Sale. 

6. The next 3 fields are mandatory: Priority, Unit Down, and Source. Priority requirements have 

not changed and remain the same (P1, P2, and P3). You may use Other for Part Sales Orders. 

You must check or uncheck Unit Down. A solid black square means that a selection has not been 

made. The Source field indicates how you received the request (via Phone call, Email, Pick up 

counter, etc.) 

7. The Status field requires no input from you at this time, unless it is a part of a quotation. 

 

8. Initiated On is the date that the request is being created. Click  on the far right of this field to 

launch the calendar. Unless you are backdating your request, click the Today section on the 

bottom of the calendar, followed by Close. This will populate today’s date and the current time 

in this field. 

9. If this is a recall to a previous request, i.e., the same issue within 30 days of the previous repair, 

you would enter that previous request number in the Recall to Request # field. If the original 

request is still open, you can simply add an additional task, but if it is closed an entirely new 

request must be made and you must reference the original in the recall field.

 



Customer Care 

 

V e r s i o n  1 . 6 . 2  
D e c e m b e r  2 0 1 9   P a g e  | 4 

 

10. The Contact field indicates the person who placed the order. There will not be much data in this 

lookup window at first. It will be something that will develop as time elapses and as we continue 

to receive orders from customers and update the contact list.  

o Click the magnifying glass to launch the lookup window.  

o If there are contacts available for this customer, they will appear here.  

o If there are no contacts listed, click New to add a contact.  

o You MUST fill in the First Name, Last Name and Work Phone/Store Phone. If they 

provide you with an E-Mail and additional information you can also input that but the 

three fields above are required.  

o Click Save and then OK to move forward. 

 

 

 

 

Note: You cannot edit or remove a contact for a Place from this page, you will need to go into the 

account from the Place, go into Contacts and make adjustments there. If you try to do the adjustments 

from the request contact screen, it will duplicate the contact.  
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11. To add the model and serial number for the equipment that is to be serviced, click the magnifying 

glass to the far right of the Product Search, and choose the correct equipment from this lookup 

window. If a product cannot be found using the Product Search lookup, then add a new product 

record using the button labeled New on the Product Search window. If this is a Part Sales Order, 

no equipment will need to be selected. 

12. The fields below the Product Search, i.e., Serial #, Product ID, Model #, and Family, will auto 

populate based on the equipment you selected. Below those fields is the Symptom field. Enter 

the proper symptom from the dropdown list provided within the lookup window, which is 

launched by clicking the magnifying glass.  

13. Click the Save button on the top right corner. 

 

Note: If the product is specified on another request, for example a service request or preventative 

maintenance, an alert appears to notify you of this. Always check the information to ensure you are not 

duplicating the call then you can exit the screen.  
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Notes: After a service request is created, tasks MUST need to be created. If the task is not created the 

dispatch team will not see this request on their schedule board list to know it needs to be done. Always 

ensure you are making a task for every service request 

.  

If there are multiple pieces of equipment at 1 location, a separate request MUST be made for each piece 

of equipment to properly track the servicing. 

 

If you click the Products tab on the lower half of the window once your equipment has been added, a 

checkbox identifies whether or not the equipment is currently under warranty. 
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Replenishment of Inventory in a Consignment Warehouse  
When parts are used from inventory in a Consignment Warehouse and billed out, a Request needs to be 

generated to replenish these parts back into the Consignment Warehouse. The following provides the 

steps required to complete this type of request: 

1. In the Request, the Description field should read “Replenishment of parts used from 

Consignment Warehouse <Name> (e.g. TKOO).” 

2. In the Place ID field, add the warehouse Place ID (e.g. TKOO). 

3. In the Request Type field, select Replenishment from the dropdown list. 

4. Complete the Priority and Source fields based on the situation as with any Request. Ensure the 

Status field is set to Open. 

5. Ensure the Address ID field is set to the location of the warehouse, where the replenished 

consignment goods are to be shipped. 

6. Provide the Initiated On date. 

7. Click the Parts and Labor tab. 

8. In the Part Needs pane, click New. 

9. In the Line Code field, select Transfer Part from the dropdown. 

10. Add the part in the Part # field and desired quantity in the QTY field. 

11. In the Place ID From field, add 02, and in the Location From field, add GOOD. 

12. Click the green arrow to the left of the entry line to expand the entry. 

13. In the Place ID To field, add the warehouse Place ID (e.g. TKOO), and in the Location To field, 

add GOOD. 

14. Click the green arrow again to collapse the entry. 

15. Click New in the Part Needs pane to add more parts to transfer or Save. 
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Confirming Request Shipment Status 

Confirming Shipment Status for an OTC Request 

If a customer calls looking to confirm whether his/her order has been shipped, this information can be 

found on the Part Need Status on the request. This information is located by following these steps: 

16. In the Request, click the Parts and Labor tab. 

17. In the Part Needs pane, move your horizontal scroll bar to the right until you locate the Part 

Need Status field. If the part(s) on the OTC Request has shipped, the status will indicate 

Shipped. 

18. To identify the quantity that shipped, see the Shipped field. 

 

Locating the Tracking Number for a Shipped OTC Request 

If the customer would like to know the status of the order that has shipped by courier, you may provide 

this information by tracking the shipment with the courier. In order to do this, you will require the 

Tracking Number for the shipment. This may be obtained by completing the following steps: 

1. In the Request, click the Parts and Labor tab. 

2. In the Part Needs pane, click the corresponding Sequence hyperlink for the related part(s). 
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3. In the Part Need window, click the Shipment link. 

 

4. In the Shipment window, the desired information is presented in the Tracking # field. 
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About Tasks 

Tasks are the smallest unit that can record work. Tasks have the following characteristics:  

 Tasks record work that needs to be done of a certain type  

 Tasks have a defined duration  

 Tasks can be assigned to teams and persons (Example of Teams would be “Ottawa Techs”, and 

Persons would be the technician assigned) 

 Tasks can have associated skills (Skills will be used in the future to automate the dispatching 

process) 

 Tasks can be scheduled using Schedule Board or during the creation of the task itself. 

 Many tasks can be associated with one request 

 Tasks record the general information about the customer and details of the order 

 

 

How to Create a Task 
Below the main request fields, there is a row of several tabs. Amongst those tabs is Tasks.  

1. Click the Tasks tab to create and view the tasks on that request.

 
2. Click the button labeled New on the far right side of the Task pane. 

 

3. Select the Type dropdown menu to select what type of task the tech will perform. For an initial 

service call, select Repair – Initial Visit. For a return with parts or a recall, select Repair – Return 

Visit. 

Note: When using hyperlinks within a Request, such as a Task, FSM will create breadcrumbs for you to 

easily find your way back to the request once you have completed your action. This is located at the top 

left of the window. 
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4. The description entered on the Request window will auto populate in the Description field for 

the task. You can also add additional notes in the Task Description for the tech

 
5. The Plan Start field will automatically populate the date and time the task was created. This 

dictates the time frame location on the schedule board where the task is presented (placed). 

The dispatchers will then adjust the time/date according to the schedule and SLA.  

 

Note: The plan start date and time MUST be greater than the initiated time or the task will error 

out and error out on the technician. Example: Initiated 10/3/2019 11:30am Plan Start 10/3/2019 

11:35am, any time less than 11:30am or set for the previous date than the initiated will error.   

 

6. OT REQ and OT APPRV are both check boxes, which are checked (a solid black box is displayed 

when not yet checked) if overtime is required (requested) and if overtime is approved by the 

customer.  

 

If overtime is approved, click the green arrow on the left hand side to expand task options. In 

the middle of the task options, an OT Approved By field is located. Enter the name of the 

customer contact approving the overtime in that field. 
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7. The Technician field is used to assign service to a technician if you are dispatching directly from 

the Task pane. You may enter the technician’s name manually (the technician’s naming 

convention is the first initial of his/her first name followed by his/her last name) or access the 

lookup window to locate the proper technician by clicking the magnifying glass. You will be able 

to filter your search on the left hand side, when you select your technician press ok.   

 

8. Once the technician is assigned, the Team field will auto populate with the team, in which the 

technician is part. 

9. If the duration, in minutes, of the service repair is known, you may enter it in the Duration field 

 

Note: Additional Tasks can be created by the Customer Care Team or Technician as required. For 

example, a technician advised Customer Care that he requires a specific part to complete the 

service repair, an additional task may be created on the Request to retrieve the required part. 
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Adding PO Numbers 

Certain customers require a purchase order (PO) number be issued in order to issue payment for service 

provided or parts ordered. This PO number must appear on all associated documentation. These 

customers include (but not limited to): 

 Costco (the contact at the store should provide this at the time of the call)  

 Metro (if NTE is over $500) 

 Sobeys (if request is received from Verisae) 

 Joey’s Restaurants (via ServiceChannel) 

 Circle K/Mac’s (MIMS Ticket Number) 

 Wendy’s Blackstar (Corrigo WO Number) 

 A&W restaurants located at Petro Canada gas stations (CBRE via Corrigo WO Number) 

 Petro Canada (CBRE via Corrigo WO Number) 

 McDonald’s Corporate (First & Last Name of Manager) 

 PetSmart 

If a PO is required, you will not be able to save the request without entering a PO number. The PO 

Number field is located on the main request page under the Request and Product Info section.  
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Part Needs, Part Usage, Labor and Expenses  

These next functions are found in FSM under the Parts and Labor tab. 

 

Part Needs relate to a plan to consume a part(s). However, the part may not be in stock at your desired 

location. For example, you might require a part to complete a job, but it is not on the service truck; or, 

you may have zero quantity of a specific part in a particular stocking location and you may need to order 

more for the that warehouse. Part Needs can be associated with a Request, a Task, an RMA (pending 

feature), or a repair task. Part Needs is what you use to sell parts over the counter. 

Part Usage shows any parts used for any task completed in the request. This field won’t be actively used 

by Customer Care, it will be populated once the technician has input all parts they used to complete the 

service call. If you have multiple tasks for a request in the summary you will see all the parts used, you 

can then click on the direct task to see which parts were used for a specific occurrence or technician.  

Labor and Expense will include entries as the title suggests, labour and expenses, and includes Zone 

Charges, this information will be input by the technicians through their app but can also be modified by 

Customer Care should the situation arise.  
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Adding Part Needs 

Part Needs can be created in two ways.  

First, you can add Part Needs to a Request or Task manually.  

Second, requests with part needs are automatically created by certain processes, including:  

 Creating a task using task templates 

 Shipping request units from a repair center 

 Replenishment 

 Transferring parts 

 Creating part needs based on service bill of materials  

Part Needs are how FSM implements moving items between locations. For Part Needs that are not 

transfers from one location to another, the Part Needs automatically creates Part Usage after shipping. 

How to Add Parts to Part Needs 

The following pertains to placing a Part Sales Order: 

1. On the Part Needs row on the Parts and Labor pane, click the button labeled New. 

2. From the Line Code field dropdown list, select the appropriate code that corresponds to the 

activity you are completing. The options are Transfer Part, Billable Part, Manufacturer 

Warranty Part, and TFI Warranty Part. The majority of Part Needs will be for a Billable Part. 

 

 

3. If the part number is known, you may enter it in the Part # field. Otherwise, click the magnifying 

glass icon on the right side of the field to launch the Part Lookup. Alternatively, click the Stock 

Lookup button on the right of the Part Needs row to launch the Stock Lookup feature. It is 

located above the Bill Price field (next to the Delete button). 

 

Note: Line Code options are to be used as follows: 

 Transfer Part – use when transferring between warehouses or technicians 

 Billable Part – use when billing the customer for the part. 

 Manufacturer Warranty Part – use when part is to be billed to factory under warranty. 

 TFI Warranty Part – use when part is replaced under warranty and TFI holds the warranty. 
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Note: The Stock Lookup section is preferred for searching parts as it will show you the ON HAND and 

ALLOCATED quantities. If it shows we do not have any in stock then the parts need to be ordered. 

Stock lookup details can be found on page 20 of this manual.  

 

4. In the Stock Lookup window, you can search using multiple criteria. This works significantly 

different than SyAcc however. By default, this lookup only shows what is in stock. To change 

this, remove the data from the Qty On Hand field, which defaults to >0 (which means anything 

greater than zero). This will also default to our main warehouse. To check the stock from trucks 

or other warehouses, you must identify a specific warehouse location in the Location field. 

5. To start your search using the Searching by Description feature, click the Part tab located above 

the search field. If you’re searching for a part that starts with a word, you will need to add an 

asterisk (*) at the end of that word (Example: Compressor* will search for any part description 

that starts with the word Compressor). If you are searching for a part that has a specific word 

within the description, then you would add an asterisk (*) at the beginning and at the end of the 

search word. (Example: *Compressor* will provide a list of parts such as Start Relay 

Compressor). Serial ID only refers to parts that are serial specific. 

 
6. Once you have found the part, double click the line where it is presented to select it. 

Alternatively, you can select the line with a single click and press the OK button. 

7. Now add the quantity of the part you require in the Part Needs section. 

 

8. Next you will see the field for Place ID From, Location From and Promised Date.  

o Place ID Form – this is where you will select your Warehouse or Truck in which you will 

be removing the part from.  

o Location From – this should auto-fill once you’ve selected your place as GOOD. All of 

the place options should be labelled as GOOD, BAD would indicate bad stock. Example: 

returned broken product.  
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9. The field to the far right (use scroll bar) allows you to set the urgency level of the part so others, 

who must action the request, are fully aware of its priority level and will take action accordingly. 

 

10. Click the Save button at the top right of the window to save your record and apply the new part 

to the order. This will generate the Bill Price this is the customer’s price with their discounts (if 

applicable) already applied. Alternatively, if you click New from the Part Needs pane, it will save 

this information as your first entry and add a 2nd entry line, so additional parts may be added. 

11. Please remember the following essential factors;  

 Special Instructions field – is found when pressing the green drop down button 

of the first part you enter.  

 

 

 When adding the parts into the parts order you must specify if the items are 

being picked up by the customer in this field.  

 For shipping, you must indicate Air otherwise the shipping department will 

assume standard ground shipment.  

 If the customer wants to use their own shipping account you must obtain the 

carrier information along with the account number for processing.  
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 If there is an order and an item is backordered, you must have the customer 

approve of one of these two options; 

 1. Ship Complete - They can wait for all the items to come into stock and 

have it ship complete.   

 2. Shipping Partial – the customer will be responsible for both shipping 

costs and you will need to create 2 requests, one for the stock and the 

other for backordered items. This ensures that we never send out 

impartial shipments.  

 If the customer wants the product shipped at a later date this MUST be 

specified under in the Promised Date field. 

 

 

 



Customer Care 

 

V e r s i o n  1 . 6 . 2  
D e c e m b e r  2 0 1 9   P a g e  | 19 

 

Part Usage  

A part usage is an indication that a part was used during service. The part line code determines 

processing information, such as how the part is billed. In general, Part Usage is entered for each part 

that was used. If the part was obtained using a Part Needs, there is an option in FSM to indicate that the 

Part Needs also indicates a Part Usage. If you complete a Part Needs to sell a part, the Part Usage is 

automatically created when the part is shipped to the customer. If you delete a Part Usage, all related 

inventory transactions are reversed back to the state they were at prior to the completion of the Part 

Usage. 

Add Handling Charges 
For breading orders with an order quantity greater than 10, unless the Place Notes state not to charge 

this fee. To do so, follow the below steps; 

1. In the Labour and Expenses pane, click NEW 

2. In the Line Code field, select Handling Charge – Trans from the dropdown list 

3. Enter “1” in the Amount field 

4. Enter “25” in the Unit Price field 

5. Click SAVE  

Additional Function Tabs 
The following functions are not required to complete your request, but help provide a more complete 

resource of information. 

Stated earlier in this document, the processes listed thus far can be accessed via the Summary tab. This 

is the default tab that will identify that a request has been generated. However, performing these 

functions within the tab will show fewer details. In order to show more details in these fields (as well as 

any field within FSM), click the green arrowed circle next to the field on which you wish to expand more 

details. 

The Summary tab includes the following tabs (functions): 

Contacts – This tab will allow you add multiple contacts at the store level. Contacts can be added and 

modified within the Place as well.  (refer to Page 18 for contacts in the Place) (refer to Page 4 for 

contact in the Request). 

Notes – This tab will allow you to add notes to either the Request or the Task. The Line Code field is a 

drop down box that will specify the type of note you are adding:  

 Internal Only will be used for notes meant for only TFI Employees to view and not the customer. 

 Customer are notes that will be viewable by the customer on their invoice.  

 Work Performed is the line code that the technicians use 
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The Text Block fills the text field with pre-defined text to avoid manual input.   

The Text field is required and you must enter the note you wish to add, once you specify the Line Code. 

Alternatively, you can also enter notes using the Summary tab. However, entering a note here will not 

allow you to detail the type of note that is being added. This should be used more as a quick reference. 

Attachments – The process for attachments in FSM differs from that which has been done previously in 

SyAcc. Attachments are now stored on the Request/Task itself. This can be a photo, video or document. 

To attach a file be sure to click on the magnifying glass, this will then open up a small screen to search 

for the document you wish to attach. Once attached, the NAME will fill in with the name of the file on 

your computer, you can then add a description and select your TYPE. Once the attachment is uploaded 

to the ticket, all other users, who have access to the request (including technicians), will be able to 

download/open it.  

 

 

Escalations – A new feature for Customer Care. This will allow different levels of escalation to be added 

to the Request. By assigning an escalation to your request, you will be able to keep track of any service 

request that has been escalated to an Account Manager or Field Service Manager. This information will 

also show in your lobby for quick reference. 
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Place Notes – This houses notes that are made on the customer’s account.  These are specific to the 

customer’s account itself, versus the Request and/or Task. 

 

 

Place 

A Place in FSM is defined as any physical or virtual location used to support TFI. Place records are 

typically used to identify where products, parts, inventory, persons, suppliers, or customers (contacts) 

are located. The type of place is defined by the Whose Place field. 

Place can be accessed from your lobby as Customers or by clicking  in the Menu side bar. Once 

in the Place window for the customer you wish to view/edit, you can add information, such as adding 

Contacts, Products, Addresses or Notes. To add a new contact to the customer’s account, click New in 

the Contact pane and add the necessary information in the fields provided. 

 
A similar process is used to add equipment to the customer’s account via the Products pane and an 

address via the Addresses pane. 

Place records identify: 

 Customer sites for billing and equipment service 

 Product locations such as customer sites 

 Part stock locations such as warehouses and technicians’ trucks 

Note: The Summary tab can be customized to include different functions by the ADMIN (your 

administrator). 
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 Employee locations such as repair centers, warehouses, or field offices 

 Supplier locations 

 Partner or dealer locations 

Changing Currency 
Some customers require that transactions are made in U.S. funds. In FSM, you can change currency for a 

Request or for the entire account through Place,  

Through the Place goes as follows: 

1. In the Place window, click the Details tab. 

2. In the Details pane, click the Financials tab. 

3. Click the dropdown arrow in the Currency field to reveal the currency options from which to 

choose. 

 
Through the Request goes as follows; 

1. In the Request window, click on the Details tab. 

2. In the Details window, click on Financials tab. 

3. Click the dropdown arrow in the Currency field to reveal the currency options from which to 

choose. 
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Notes 

In FSM you have 3 different areas in which you can input notes, the Place, Request or Task; 

1. The Place – Notes in the place are for anything account related 

 Examples: Specific store is only open 10am – 4pm, the customer has requested that 

technician “A” be assigned to this location again going forward.  

2. The Request – Notes in the request are for anything pertaining to the request itself. The 

technicians do NOT see the notes from request. Therefore the notes in the request is a way to 

provide information between the intake call and dispatching.  

 Please ensure you communicate with your dispatcher any notes that need their 

attention as they do NOT see these on the scheduling board without going directly into 

the call to review.  

3. The Task – Notes in the task are what the technician sees, so any information you need the 

technician to know must be input within the task description or notes. 

 Examples: Access only between 10am and 4pm, Equipment must be addressed before 

12pm etc.  

 

Stock Lookup 
There are multiple parameters in which we can search for parts. The first way would be to type in the 

part number in the required field. If you can only recall a portion of the part number, as with the 

description search capability, by adding an asterisk (*) at the end of the portion of information you recall 

or an asterisk (*) at the beginning and at the end of the search information will affect the search results. 

In your main lobby, click on Stock Lookup, this will bring you to the look up window or, in the menu side 

bar through Client Care then the Parts drop down.  

  

Clicking anywhere on the blank space to the right of the New button will launch an advanced search 

function as shown below: 
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 Place ID is the Customer ID number  

 Location is the warehouse or stock place within which 

you would like to search. Leaving this blank will search all 

locations. 

 Bin ID will allow you search based on its location within 

our main warehouse. This can be used if you locate the part 

in a Bin within the warehouse, but is not labeled with a part 

number. 

 Ours & Usable are not functions currently used since all 

parts will be usable. The only exceptions would be 

discontinued or obsolete parts. 

 Qty On Hand – This field would be seldom used. 

However, if you wanted to search for products that are currently in stock or only have a stock 

quantity of 1, you would enter it here. To search for products that are currently in stock, you 

would type in >0. 

Quotes 

Submitting a Quote to a Customer 

In FSM, the Technician generates the quotation. The role of Customer Care is to review the quotation 

and forward it to the customer. In order to do so, complete the following process: 

1. From the menu, click Quotes the launch the Quotes window. 

2. The Quotes window will default to My Quotes. To change this view in order to see all open 

quotations, click the Search dropdown, and select from the list provided. 
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3. Select Open Quotes to see all existing quotes or Today’s Quotes to see those created today. 

4. Click on the Quote ID to launch the quotation you wish to review. 

 
5. The Quote will launch. The upper part of the window provides details of the Place, Quote Name 

(which should be the model and Serial Number), Quote Owner (which is the Technician who 

generated the quotation), etc. The lower part of the window provides details pertaining to the 

quotation, such as parts and labour located on the Lines tab, pictures of the serial plate of the 

unit located on the Attachments tab, and information from the Technician pertaining to the 

diagnosis, including Request ID, or quotation on the Notes tab. The Part and Non Part tabs 

provide information presented on the Lines tab, but segregated by Usage Type. Any tab with a 

numbered box to the right of the tab name indicates the number of entries presented on that 

tab. 
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6. Click the Description field in the upper part of the Quote window to provide a description that 

will be presented on the quotation. Make sure to include the equipment model and serial 

number information. 

 

7. Add an expiration date 30 Days from the date of the quotation was generated in the Expiration 

Date field by clicking the calendar icon just right of the field. 
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8. Click the Details tab. From the Details pane, set the Quote Type to Service from the dropdown 

list. Other options available are Contract, Quote, Repair, Sales. Sales would be used for a Parts 

Sales quotation. 

 

9. Click Save to save changes that have been made.  

10. Once the quotation is reviewed and deemed complete, click the box with the three dots to the 

right of the Save button. Then click Print.  
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11. The Quotation document will launch. Click the Send by Email  dropdown, and select PDF. 

 

12. The Send Report By Email window launches. Send this quotation to your email address so you 

can create a proper email to the customer with a salutation, body (using the standard Quotation 

email template), and close with signature. Click OK.  
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Note: The quotation is sent to your inbox. You can save the attachment to the desired folder and 

attach it, or drag it from this email, to the email you have created for the customer and send that 

email. 

 

13. Close the Quotation document, which will return you to the Quote window. 

14. Add an Internal Only note stating that “Quote has been sent to 

customeremailaddress@servername.com.” 

 

15. Change the Quote Status to Pending from the dropdown list and the Approval Status to 

Submitted and Quote Stage to Open.  

 

16. Click Save. 

mailto:customeremailaddress@servername.com
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Converting an Approved Quotation to a Request 

Once a quotation is approved by the customer, Customer Care must update the Quote and Approval 

Status and generate the Request for Service. 

1. Access the approved quotation by clicking the corresponding Quote ID link. 

2. In the Approval Status field, select Approved from the dropdown list. If the customer rejects the 

quote, select Rejected.  

3. In the Quote Status field, select Accepted from the dropdown list. If the customer rejects the 

quote, select Rejected. Click Save. No other action required if quotation is rejected. 

 

4. If the Quote Status is set to Accepted, the Request for service will automatically generated 

when you click Save. 

 

 

5. Click on the Place Name to launch the Place window. Click Service History tab to view open 

requests on the Service History pane. The most current Request is the one automatically 

generated from the Quote.  

6. Click the corresponding Request ID link to launch the Request. Complete all required fields as 

you normally would for a Service Request, including creating Tasks. The Parts and Labor 

information will automatically populate, based on the data on the Quote. Click Save. 

 

Note: All request mandatory fields MUST be completed manually. Moving a quote to a request does NOT 

populate those fields and no more prompts will be created to fill them out.  
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Rescheduled and Return Visits 

Using Reschedule Status in a Task 

When a technician does not attend a scheduled service appointment for reasons such as he/she didn’t 

make it due to time constraints, sick, etc., the Task must be rescheduled. The following steps need to be 

followed: 

19. Search for the Task and click the corresponding Task ID hyperlink for the related task. 

20. Change Status from Assigned to Reschedule from the dropdown list. 

21. Clear the Owner (or Technician if working in the Task pane in the request window) field. 

22. Click Save. 

 

Return with Parts Task 

When a technician is unable to complete a service repair due to the mere reason that he/she does not 

have the necessary part(s) within his truck stock, the technician will submit a request to return with 

part(s). It is TFI’s standard practice that the original technician will be the returning technician whenever 

feasible. The process identified will assume that the same technician is being dispatched to the return 

service call; therefore, the process will be completed by a Parts Administrator within the Inventory and 

Logistics team, not Customer Care. However, it is important that the Customer Care Team are aware of 

the process and steps taken to complete a Return with Parts Task. 

The following steps are completed by the Parts Administrator: 

5. From your lobby, click Tasks with Parts Pending tile.  

6. Click the hyperlink for the Task ID. 

7. In the top right corner, click the box with the three dots (or copy button). 

8. Click Copy. 
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9. Take note of the Task ID number that pops up. This is the new Task ID where you print pick.

 
 

10. Click Save in the new pop up. 

11. It will automatically launch the new task (if it does not take you into the new task, go out and 

put yourself in the new task) 

12. Go to Part Needs. 

13. Change Line Code from Billable Part to Transfer Part.  

14. Click green arrow and enter Place ID To and Location To information. 

15. Click Print Picks. 

16. Follow shipping process. 

17. Click Request ID hyperlink to go back into the request. 

18. In the Task ID pane, change the Status field to Parts Shipped from the dropdown list. 

19. Click Save. 

 

The following steps are completed by the Dispatcher: 

1. From your lobby, click Parts Shipped & Ready To Dispatch tile.  

2. Click the corresponding Task ID hyperlink. 

3. Edit the Description field if necessary. 

4. Set the Owner field to the assigned technician returning to conduct the service repair. 

5. Ensure Type field is set to Repair – Return Visit. 

6. Change Status to Assigned from the dropdown list. 

7. Set the Plan Start to reflect the scheduled date and time of the return visit. 

8. Set the service visit expected duration in the Duration field. 

9. Click Save. 
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Other Return Visits 

When a technician attended a service appointment, but needs to return for any reason other than not 

having the required part, such as the customer requested another appointment time or need a 

technician with other skill set to conduct the service repair, the Technician would change the Status of 

the Task to Reschedule and provide the reason. Customer Care would create the return task. The 

following steps need to be followed: 

1. From your lobby, click Tasks To Be Rescheduled tile.  

2. Click the corresponding Task ID hyperlink for the related task requiring a return visit. 

3. Change the Status from Reschedule to Completed from the dropdown list. Click Save. 

 

4. Click the Request ID hyperlink to bring you back to the Request window. 

 

5. Click the Tasks tab to access the Tasks pane.  
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6. Click New to create a new task. 

7. In the Type field, select Repair – Return Visit from the dropdown list. 

8. Status field will default to Open. Leave this as Open, unless you are assigning it to a technician. 

9. The description entered on the Request window will auto populate the Description field here. 

You can edit this field if necessary. 

10. The Plan Start field will automatically populate the date and time the task was created. This 

dictates the time frame location on the schedule board where the task is presented (placed). 

11. OT REQ and OT APPRV are both check boxes, which are checked (a solid black box is displayed 

when not yet checked) if overtime is required (requested) and if overtime is approved. 

12. If overtime is approved, click the green arrow on the left hand side to expand task options. In 

the middle of the task options, an OT Approved By field is located. Enter the name of the 

customer contact approving the overtime in that field. 

13. The Technician field is used to assign service to a technician if you are dispatching directly from 

the Task pane. This will generally be done by the Dispatcher via the Schedule Board. However, 

in the odd case you are dispatching a technician directly within the Task pane, you may enter 

the technician’s name manually (the technician’s naming convention is the first initial of his/her 

first name followed by his/her last name) or access the lookup window to locate the proper 

technician by clicking the magnifying glass.  

14. Once the technician is assigned, the Team field will auto populate with the team, in which the 

technician is part. 

15. If the duration of the service repair is known, you may enter it in the Duration field, preferably 

in minutes. 

16. Click Save. 

 

 

 

 

 

 

 

Note: This entire process listed above can be completed using the COPY feature at the top right hand 

corner.  
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Escalations 

In our efforts to migrate away from E-Mailing when dealing with questions or issues pertaining to a tasks 

we are going to be using the Escalations tab in FSM to document, track and resolve issues. This will 

ensure all relative information is part of the on-going task and anyone opening the task will be able to 

see all the correspondence without having to forward E-Mail threads.  

1. On the main pane, you will see the Escalation tab, click on that then click on NEW 

 
2. Clicking on the Green Arrow, fill in the drop down information required; 

 
 Type: dropdown list provided 

 Reason: dropdown list provided *if the reason exists in FSM  

 Priority: P1, P2, P3 – this should always match the task/request you are escalating 

 Owner: The person you are assigning the escalation to 

 Due Date: When you need the escalation actioned by 

 Notes: This is where you will provide a detailed description of the issue/what you need 

 



Customer Care 

 

V e r s i o n  1 . 6 . 2  
D e c e m b e r  2 0 1 9   P a g e  | 36 

 

RMA 

The RMA module in FSM does not work in the same manner as with SyAcc. It is meant more as a 

spot to log the RMAs, rather than processing them. The information presented here will not affect 

stock. The history of the RMAs will show under the Service History tab within the Place record. 

Creating the RMA (Customer Care Responsibility) 

1. To start, select RMA from your lobby options. 

 
2. Click New. The RMA window will launch. 

 

3. Enter the customer in the Customer field by clicking the magnifying glass and searching for 

them. 

4. In the RMA type field, select Over The Counter Sale from the dropdown list. 

Skip the next fields until you reach the Source field. Treat this field in the same manner as 

you do when creating a Request and select from where the RMA request came. 

Note: Customer Care will be E-Mailing the RMA directly to the customer to have the customer add it to 

the package they are returning.  
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5. In the Description field, enter all information pertaining to the return. 

i. Reason for return 

ii. Reference the request number 

iii. The quantity & part number that is being returned 

6. Click Save. 

7. Notify the Logistics & Inventory Management team (Elna/Nancy) via email of the RMA so 

that the credit and manual adjustment to inventory may be made in FSM and NAV once the 

part is received. – Don Hogg to confirm w/ Elna 

Credit Memo (Logistics and Inventory Management Responsibility) 

Once the returned product has been received, a credit may be issued to the customer. To do this, pull 

up the invoice and prepare a credit memo. 

1. The Invoice module is located within the Billing folder, located under the Financials section 

within the menu. (This will be added to the lobby at a later date). 

 
2. An invoice may be located in more ways than one. For this particular process, the best course of 

action is to search by the request number on which the original sale was made. Click the blank 

space next to the search bar to open an Advanced Search window. 
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3. Here, select the Request tab to launch the Request pane. In the Request ID field, enter the parts 

order number from the invoice related to the return. It should automatically take you to the 

invoice screen if that is the only invoice associated with that Request ID. 

 
4. Once within the invoice itself, click Credit/Rebill at the top right corner of the window. This will 

create a voucher that you will review in order to credit the customer. Take note of the Voucher 

Run ID that is provided within the popup window. 

5. To access the My Vouchers window, click on Voucher located within your lobby (to be added). 

You may also find it within the Billing folder, under the Financials section of the menu. 
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6. Search for your Voucher Run ID within the selection list. If you just created it, then it would be 

the one at the bottom of the list. 

 
7. All the amounts in the voucher screen will be negative. Since this is a credit/rebill, we will have 

to ensure the items that we want credited remain with a negative dollar amount, and the items 

that need to remain billed (known as rebill) have the negative symbol removed.  

 

8. Unless you know the item you’re crediting based on the price, you will need to select the 

specific Voucher Detail ID (on the left side) to confirm which part you are crediting. Clicking any 
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of the IDs will launch the voucher details for that line. This shows the Bill To Place, the Place ID, 

the Request ID, Quantity, Bill Price and Part #. 

 

9. If the item you viewed is meant to be credited, you can leave it as is. If the item presented is not 

to be credited, then remove the negative symbol (–) from the number (-$72.50 in this example). 

Once complete, click Save and return to the previous window either through the breadcrumb or 

the 3 Line Menu button           on the left hand side of the window. 

 

10. Once you have completed all changes, ensure there are no errors on the error status column. 

11. To rebill this, click Post to Invoice on the top right hand corner of the window. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Note: The items that were not returned on an invoice, where an item has been returned, need to be re-

invoiced, known as Rebill in FSM. 
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Inventory Adjustment (Logistics and Inventory Management Responsibility) 

Once the product has been received from the customer, it must then be adjusted back into inventory. 

This is a process done through the Logistics Manager module. 

1. To launch Logistics Manager, accessed it through a link from your lobby. 

 
2. Click Miscellaneous Adjustments.  

3. From the Adjustment Reason dropdown list, select NAV Credit Memo.  
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4. Enter Part # and Quantity values. 

 
5. Enter the Original Reference ID. Use the Invoice ID from the completed Credit/Rebill here. 

6. In the To Place field, enter 02 (03 is non-existent in FSM) and To Location field, enter GOOD. 

 

7. Click Submit. This adjusts the part back into inventory. 

Schedule Board 

FSM Dispatch is managed through the Schedule Board by Team ID (e.g. GTA or Southeastern ON) for 

each area. Depending on the Dispatchers assigned areas, these will be accessed in the Schedule Board 

by selecting the respective team(s) they manage (using the regional service model) in the Team ID field. 

There are four (4) views to choose from: 

 Timeline 

 Day  

 Week 

 Month 
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Each view shows you the respective format, as the name indicates, with timeframes based on 2-hour 

intervals. 

Sorting & Assigning Technicians 

The core concept of the schedule board is to show you a snapshot of everything you require for that 

technician and specific view without having to hover or open separate tickets. 

Looking at the Timeline view, the upper half of the board shows all the service calls that are scheduled 

at their associated times. On the left side, you will see a list of technicians under the Team ID you have 

selected. During the initial training period, all technicians will be listed under the GTA team. However, by 

the time we go live with FSM, technicians will be assigned to their specified region. Please ensure the 

relative Team ID is selected. 

 

The lower half of the board shows all Requests and Tasks. It is not required to see all requests so your 

next step would be to filter this list for exactly that which you want to see. The following screen shot is 

the result of clicking Search without having any search criteria entered. It displays all requests. 

Clicking the green arrowed circled  will expand details of the Schedule Board. 
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Task Status shows all Tasks that are open, assigned, dispatched, enroute, etc. Click the drop down menu 

to view the full list of Task Status options. If you do not set any criteria, it will show all requests that are 

requiring action and not yet completed or closed. This will include parts orders (or as FSM calls them, 

Over the Counter Sale). You can also sort by Task Type, Priority, Place ID, Global Name (which is the 

Customer Group [Example: McD (F) is McDonald’s Franchisee]). 

Once you have defined your search a full list of requests that meet that criteria will show. This includes 

all necessary information pertaining to any particular request. To assign a technician to a service call: 

1. Click the Request ID found in the 2nd column. This hyperlink will open the Request window. Back 

in familiar territory, you will see all Tasks listed under the Summary tab.  

2. Under the Technician tab, click the magnifying glass or type in the name of the technician to 

assign the task.  

3. Change the Task Status from Open to Assigned. 

4. Click Save and return to the Schedule Board by clicking the schedule board breadcrumb.  

 

 

Adding a Second Technician to a Task 

Until advised otherwise, we will no longer be making an additional task within a request for a second 

technician. The technicians are all aware this has stopped and they are required to submit their hours in 

the FSM app separate from a task. You can use the Calendar Exceptions to block them off and input “2nd 

rep to [insert name here]”.  

Searching Capabilities 

In FSM, you can use the Advanced Search functionality to search customers from the Place window, and 

products by serial number, by location, customer group (Global Name), etc. from the Product window.  

To search a product by serial number: 

1. Click the Menu side bar and then search for Product, or click the Product link on your shortcut.  

2. Click anywhere on the white space to the right of the New button (a hand icon will appear as 

you hover over the area). This will launch search filter options. 

3. Added the serial number to the Serial # field. 

Note: In the Schedule Board, if you hover over the schedule call you will briefly be able to see the details 

of the call without having to go directly into the request/task windows. Also, if you right click on a task 

you will have options appear to change the task by reassigning, assigning etc.  
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4. Click Search. 

 

5. The Product window will launch with product details pertaining to this serial number. 

You would follow a similar process in the Place window to launch search filter options in order to search 

for a customer. 

Service and Part Usage History 

You are able to review history on a Place or specific Product in FSM, which allows you to see both 

service history and part usage/purchase history. 

Service History 

1. In the Request, click the Product tab. 

2. In the Product pane, click the Product ID link to launch the Product window. 
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3. In the Product window, click the Service Visit History tab. This will launch the Tasks pane, where 

you can view a summary of service history on the Product, and review specific details of any task 

by clicking the Task ID link associated with that task. 

 

Part Usage History 

1. In the Place window, click the Service History tab. 

2. Click Part Usage History button on the far right of the History pane. 

 

3. The Part Usage window launches, where you can search for specific parts or view what parts 

have been used or purchased by this customer. 

Creating Calendar Exceptions 

FSM allows you to block periods in which Service Technicians are unavailable for reactive service calls. 

This is done as a Calendar Exception. The following provides the steps to follow in order to create a 

calendar exception in FSM: 
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1. From your lobby, click Technicians. 

 

The Active Employees window launches, which shows all active technicians within FSM. 
 

2. Click the Person ID link for the technician to which you wish to add the exception. 

 

3. Within the specific user record, click the Calendar Exception tab. 
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4. Within the Calendar Exception pane, click New. 
5. A blank line will appear. In the Except Type field, select the type of exception to be applied. 

Once selected, the Description filed will automatically populate.  
6. Work your way across the line, from left to right, and add the Start and End dates and times the 

exception will be active by clicking  on the far right of each field. 
7. Click Save. 

 

Invoice Look Up 

Within FSM there are a few different ways for you to look up an invoice. Through the Invoice section, 
Request or Place.  
 
Invoice, to get to this section;  

1. Go into your left side Menu  
2. Select the Client Care drop down if it’s not already open.  
3. Select the drop down section for Billing  
4. Click on Invoice   
5. You will then be brought to a page with the title of My Invoices where you can search 

through the drop down list of various criteria to find the one you are looking for by clicking 
into the blank space next to the search button.  
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Request, if you know the request you need to invoice for you can go to that request and follow these 
steps; 

1. Go into the Request 
2. On the lower menu bar where Summary etc. are located you will find Invoices, click.   
3. Any invoices created under this request will be listed in this section. 

 
Place, if you know the customer but are unsure of the invoice or request, you can go into the Place; 

1. Search for the customer in the Place  

2. In the menu bar, click on Service History 

3. From here, you can see the list of requests, status and a brief bit of the description to help you 

locate the correct one. Select the corresponding request and follow the above instructions.  
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Step-by-Step Reference Guides 

Creating a Service Work Order Request and Task 

17. From your lobby, click Create a Request. 

 
18. In the Request window, click New. 

 
19. Enter the description of the issue in the Description field. The description text must be at 

minimum 20 characters. 

20. Enter the customer number in the Place ID field. If you don’t know the Place ID, click the 

magnifying glass in order to do a customer lookup. When you are searching for a Place ID that 
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starts with a specific name or store number, you will need to add an asterisk (*) at the front of 

that word (Example: *8342 will search for any customer that has 8342 in its name). 

 
21. In the Request Type field, select the type of service from the dropdown menu. For a Service 

Work Order, you would select Reactive Service.  

22. Identify the Priority level from the dropdown list. These have not changed and remain the same 

(P1, P2, and P3).  

23. You must check or uncheck Unit Down. A solid black square means that a selection has not been 

made.  

24. The Source field indicates how you received the request (via Phone call, Email, Pick up counter, 

etc.) 
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25. The Status field requires no input from you at this time, unless it is a part of a quotation.  

 

26. Initiated On is the date that the request is being created. Click  on the far right of this field to 

launch the calendar. Unless you are backdating your request, click the Today section on the 

bottom of the calendar, followed by Close. This will populate today’s date and the current time 

in this field. 
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27. The Contact field indicates the person who placed the order. Click the magnifying glass to launch 

the look up window. If there are contacts available for this customer, they will appear here. If 

not, you will need to add a contact (see Adding a Contact to a Request for details). 

 
28. To add the model and serial number for the equipment that is to be serviced, click the 

magnifying glass to the far right of the Product Search, and choose the correct equipment from 

this lookup window by double-clicking the Product ID pertaining to the correct equipment. If a 

product cannot be found using the Product Search lookup, then add a new product record using 

the button labeled New on the Product Search window. 
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29. The fields below the Product Search, i.e., Serial #, Product ID, Model #, and Family, will auto 

populate based on the equipment you selected.  

 
30. Below those fields is the Symptom field. Enter the proper symptom from the dropdown list 

provided within the lookup window, which is launched by clicking the magnifying glass. Double-

click the appropriate Code Value figure will populate the Symptom field. 
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31. Click the Save button on the top right corner. 

 
32. Click the Tasks tab. 

 
33. In the Task pane, click New. 
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34. Select the Type dropdown menu to select what type of task the tech will perform. For an initial 

service call, select Repair – Initial Visit. For a return with parts or a recall, select Repair – Return 

Visit. 

 
35. The description entered on the Request window will auto populate the Description field here 

but you are able to make adjustments as needed to the Task Description.   

36. The Plan Start field will automatically populate the date and time the task was created. This 

dictates the time frame location on the schedule board where the task is presented (placed). 

 
37. OT REQ and OT APPRV are both check boxes, which are checked (a solid black box is displayed 

when a selection is not yet made) if overtime is required (requested) and if overtime is 

approved. 
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38. If overtime is approved, click the green arrow on the left hand side to expand task options. In 

the middle of the task options, an OT Approved By field is located. Enter the full name of the 

customer contact approving the overtime in that field. 

 
39. The Technician field is used to assign service to a technician if you are dispatching directly from 

the Task pane. You may enter the technician’s name manually (the technician’s naming 

convention is the first initial of his/her first name followed by his/her last name) or access the 

lookup window to locate the proper technician by clicking the magnifying glass.  
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40. Once the technician is assigned, the Team field will auto populate with the team, in which the 

technician is part. 

 
41. If the duration of the service repair is known, you may enter it in the Duration field, preferably 

in minutes. 

42. Click Save. 

43. Additional Tasks can be added to the Request by following steps 17 to 25 while still working in 

the Task pane. 

Creating a Part Sales Order Request and Task 

1. From your lobby, click Create a Request. 

 



Customer Care 

 

V e r s i o n  1 . 6 . 2  
D e c e m b e r  2 0 1 9   P a g e  | 60 

 

2. In the Request window, click New. 

 
3. Enter the description of the issue in the Description field. The description text must be at 

minimum 20 characters. For a Part Sales Order, type Part Sales Order Request. 

4. Enter the customer number in the Place ID field. If you don’t know the Place ID, click the 

magnifying glass in order to do a customer lookup. When you are searching for a Place ID that 

starts with a specific name or store number, you will need to add an asterisk (*) at the front of 

that word (Example: *8342 will search for any customer that has 8342 in its name). 

 
5. In the Request Type field, select the type of service from the dropdown menu. For a Part Sales 

Order, you would select Over the Counter Sale. 

6. Identify the Priority level from the dropdown list. You may use Other for Part Sales Orders. 

7. You must check or uncheck Unit Down. A solid black square means that a selection has not been 

made.  

8. The Source field indicates how you received the request (via Phone call, Email, Pick up counter, 

etc.) 
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9. The Status field requires no input from you at this time, unless it is a part of a quotation.  

 

10. Initiated On is the date that the request is being created. Click  on the far right of this field to 

launch the calendar. Unless you are backdating your request, click the Today section on the 

bottom of the calendar, followed by Close. This will populate today’s date and the current time 

in this field. 
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11. The Contact field indicates the person who placed the order. Click the magnifying glass to launch 

the look up window. If there are contacts available for this customer, they will appear here. If 

not, you will need to add a contact (see Adding a Contact to a Request for details). 

 
12. Click the Save button on the top right corner. 

 
13. Click the Parts and Labor tab. 

14. On the Part Needs row on the Parts and Labor pane, click the button labeled New. 

15. From the Line Code field dropdown list, select the appropriate code that corresponds to the 

activity you are completing. The options are Transfer Part, Billable Part, Manufacturer 
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Warranty Part, and TFI Warranty Part. The majority of parts entered on a Part Sales Order fall 

under the Billable Part code. 

 
16. If the part number is known, you may enter it in the Part # field. Otherwise, click the magnifying 

glass icon on the right side of the field to launch the Part Lookup. Alternatively, click the Stock 

Lookup button on the right of the Part Needs row to launch the Stock Lookup feature. It is 

located above the Bill Price field (next to the Delete button). 

 
17. In the Stock Lookup window, you can search using multiple criteria. This works significantly 

different than SyAcc however. By default, this lookup only shows what is in stock. To change 

this, remove the data from the Qty On Hand field, which defaults to >0 (which means anything 

greater than zero). This will also default to our main warehouse. To check the stock from trucks 

or other warehouses, you must identify a specific warehouse location in the Location field. 
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18. To start your search using the Searching By Description feature, click the Part tab located above 

the search field. If you’re searching for a part that starts with a word, you will need to add an 

asterisk (*) at the end of that word (Example: Compressor* will search for any part description 

that starts with the word Compressor). If you are searching for a part that has a specific word 

within the description, then you would add an asterisk (*) at the beginning and at the end of the 
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search word. (Example: *Compressor* will provide a list of parts such as Start Relay 

Compressor). Serial ID only refers to parts that are serial specific. 

 
19. Once you have found the part, double click the line where it is presented to select it. 

Alternatively, you can select the line with a single click and press the OK button. 

 
20. Now add the quantity of the part you require in the Part Needs section. 
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21. The field to the far right (use scroll bar) allows you set the urgency level of the part so others, 

who must action the request, are fully aware of its priority level and will take action accordingly. 

 
22. Click the Save button at the top right of the window to save your record and apply the new part 

to the order. This will generate the Bill Price. Alternatively, if you click New from the Part Needs 

pane, it will save this information as your first entry and add a 2nd entry line, so additional parts 

may be added. 

 
23. Continue to add parts by clicking New on the Part Needs row as necessary.  

 
24. Click Save at the top right on the Request window after your last part entry. 

25. Click OK. 
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To Verify the Over the Counter Sale Total 

1. In the Request window, click the Details tab. 

2. In the Details pane, click the Billing tab. The information is presented in Total Quote Price field. 

 

Adding a PO Number to a Request 

1. In the Request window, the PO # input field is in the Request and Product Info section;  

 
2. Click Save on the Request window to save to PO number to the Request. 
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Adding a Contact to a Request 

1. In the Request window, click the magnifying glass to the right of the Contact field. 

 
2. Click the Contact tab, click New to add a contact. 
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3. Fill out all required fields, including phone number, email address, and role, and click Save. 

 
4. Click OK to populate the Contact fields on the Request window. 
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Adding a Note to a Request/Task 

1. In the Request window, click the Notes tab. 

 
In the Notes pane, you have the option to create a Request Notes or Task Notes.  

 

Adding Request Notes 

2. In the Notes pane, click New. 

 

3. In the Line Code field, click the type of note you wish to add from the dropdown list.  

 

4. The Text Block fills the text field with pre-defined text to avoid manual input.   

 

5. In the Text field, type the note you wish to add. 

 

6. Click Save on the Request window to save your note, or click New to save and add another note 

to the Request. 
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Adding Task Notes 

 

 

2. Click the Task hyperlink on the Request window to launch the Task window. 

 

3. In the Task window, click the Notes tab. 

 

4. In the Notes pane, click New. 

 

5. In the Line Code field, click the type of note you wish to add from the dropdown list.  

 

6. The Text Block field allows you to provide additional information about the note from a set list 

of items on the dropdown menu. This is an optional field. 

 

7. In the Text field, type the note you wish to add. 

 

8. Click Save on the Task window to save your note, or click New to save and add another note to 

the Task. 

 

Adding Credit Card Information to a Request for a C.O.D. Customer 

1. In the Request, in the lower pane next to Summary click on Details 

 

2. Click on Billing 

 

3. You will then see the Moneris Data Key field to input the information 

Adding a Part to a Request/Task 

1. In the Request window, click the Parts and Labor tab. 

 

Note: This activity is usually only conducted by a service technician, as they do not have access to the 

Request window from their mobile devices. However, the process is provided here in the odd case you 

need to add a note to a specific task. Otherwise, follow the process for Adding Request Notes. 
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2. On the Part Needs row on the Parts and Labor pane, click the button labeled New. 

 

3. From the Line Code field dropdown list, select the appropriate code that corresponds to the 

activity you are completing. The options are Transfer Part, Billable Part, Manufacturer 

Warranty Part, and TFI Warranty Part. Use the Billable Part code as a default, unless you’re 

certain that that part will be covered under warranty by who holds the warranty (either factory 

or TFI) or the part has to be transferred between warehouses (i.e., main warehouse to 

technician’s truck). 

 

4. If the part number is known, you may enter it in the Part # field. Otherwise, click the magnifying 

glass icon on the right side of the field to launch the Part Lookup. Alternatively, click the Stock 

Lookup button on the right of the Part Needs row to launch the Stock Lookup feature. It is 

located above the Bill Price field (next to the Delete button). 

 

5. In the Stock Lookup window, you can search using multiple criteria. This works significantly 

different than SyAcc however. By default, this lookup only shows what is in stock. To change 

this, remove the data from the Qty On Hand field, which defaults to >0 (which means anything 

greater than zero). This will also default to our main warehouse. To check the stock from trucks 

or other warehouses, you must identify a specific warehouse location in the Location field. 

 

6. To start your search using the Searching By Description feature, click the Part tab located above 

the search field. If you’re searching for a part that starts with a word, you will need to add an 

asterisk (*) at the end of that word (Example: Compressor* will search for any part description 

that starts with the word Compressor). If you are searching for a part that has a specific word 

within the description, then you would add an asterisk (*) at the beginning and at the end of the 

search word. (Example: *Compressor* will provide a list of parts such as Start Relay 

Compressor). Serial ID only refers to parts that are serial specific. 

 

7. Once you have found the part, double click the line where it is presented to select it. 

Alternatively, you can select the line with a single click and press the OK button. 

 

8. Now add the quantity of the part you require in the Part Needs section. 

 

9. The field to the far right (use scroll bar) allows you set the urgency level of the part so others, 

who must action the request, are fully aware of its priority level and will take action accordingly. 

 

10. Click the Save button at the top right of the window to save your record and apply the new part 

to the order. This will generate the Bill Price. Alternatively, if you click New from the Part Needs 

pane, it will save this information as your first entry and add a 2nd entry line, so additional parts 

may be added. 

 

11. Continue to add parts by clicking New on the Part Needs row as necessary. 

 

12. Click Save. 
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Adding a Part to a Specific Task 

 

 

1. Click the Task hyperlink on the Request window to launch the Task window. 

 

2. In the Task window, click the Part Needs tab. 

 

3. In the Part Needs pane, click New.  

 

4. From the Line Code field dropdown list, select the appropriate code that corresponds to the 

activity you are completing. The options are Transfer Part, Billable Part, Manufacturer 

Warranty Part, and TFI Warranty Part. Use the Billable Part code as a default, unless you’re 

certain that that part will be covered under warranty by who holds the warranty (either factory 

or TFI) or the part has to be transferred between warehouses (i.e., main warehouse to 

technician’s truck). 

 

5. If the part number is known, you may enter it in the Part # field. Otherwise, click the magnifying 

glass icon on the right side of the field to launch the Part Lookup. Alternatively, click the Stock 

Lookup button on the right of the Part Needs pane to launch the Stock Lookup feature. It is 

located to the right of the Delete button. 

 

6. In the Stock Lookup window, you can search using multiple criteria. This works significantly 

different than SyAcc however. By default, this lookup only shows what is in stock. To change 

this, remove the data from the Qty On Hand field, which defaults to >0 (which means anything 

greater than zero). This will also default to our main warehouse. To check the stock from trucks 

or other warehouses, you must identify a specific warehouse location in the Location field. 

 

7. To start your search using the Searching By Description feature, click the Part tab located above 

the search field. If you’re searching for a part that starts with a word, you will need to add an 

asterisk (*) at the end of that word (Example: Compressor* will search for any part description 

that starts with the word Compressor). If you are searching for a part that has a specific word 

within the description, then you would add an asterisk (*) at the beginning and at the end of the 

search word. (Example: *Compressor* will provide a list of parts such as Start Relay 

Compressor). Serial ID only refers to parts that are serial specific. 

 

8. Once you have found the part, double click the line where it is presented to select it. 

Alternatively, you can select the line with a single click and press the OK button. 

 

Note: This activity is usually only required when a service technician must return to an open service 

request with a specific part in order to complete that service work. Otherwise, follow the process for 

Adding a Part to a Request/Task. 
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9. Now add the quantity of the part you require in the Part Needs pane. 

 

10. The field to the far right (use scroll bar) allows you set the urgency level of the part so others, 

who must action the request, are fully aware of its priority level and will take action accordingly. 

 

11. Click the Save button at the top right of the window to save your record and apply the new part 

to the Task. Alternatively, if you click New from the Part Needs pane, it will save this 

information as your first entry and add a 2nd entry line, so additional parts may be added. 

 

12. Continue to add parts by clicking New on the Part Needs pane as necessary. 

 

13. Click Save. 

 

Adding an Attachment to a Request 

1. In the Request window, click the Attachments tab. 

 

2. On the Attachments pane, click New. 

 

3. Click the magnifying glass on the right of the File Path field to launch the file location and file 

name lookup window.  

 

4. Once you locate the file you wish to attach to the Request, either double click the file or click the 

file and then click Open. 
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5. Click Yes on the message popup window. 

 
The Name and Size fields will automatically populate with the respective information. 

6. In the Description field, type a description to help identify the attached file to others accessing 

the Request. 

7. In the Type field, identify the type of file attached by choosing the correct type of file from the 

dropdown list, such as a document, picture, product manual, etc. 

8. Click Save on the Request window. 

 

Escalating a Request 

1. In the Request window, click the Escalations tab. 

 

2. On the Escalations pane, click New. 

 

3. In the Type field, choose the escalation type from the dropdown list, such an approval, customer 

dispute, manager review, service escalation, etc. 

 

4. In the Reason filed, choose the escalation reason from the dropdown list, associated with the 

escalation type you have chosen. 
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5. In the Escalation Status filed, choose the options provided. When creating a new escalation, the 

status is Open. 

 

6. In the Priority field, choose the priority level of the escalation from the dropdown list, such as 

P1, P2, etc. 

 

7. Click on the magnifying glass to the right of the Team ID field to launch the Team Lookup 

window. From here, choose the team to which the request is escalated, such as Customer 

Service Manager. 

 

8. In the Owner field you can change the owner by clicking on the magnifying glass on search for 

the person you are switching over to.  

 

9. You will need to add detailed notes into the escalation  

Creating a Return Service Work Order on an Open Request 

1. In the Request window of the existing request, click the Task tab. 

 

2. Click New. 

 
3. Select the Type dropdown menu to select what type of task the tech will perform. As this is a 

return with parts or a recall, select Repair – Return Visit. 

4. The description entered on the Request window will auto populate the Description field here. 

You can edit this field if necessary. 
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5. The Plan Start field will automatically populate the date and time the task was created. This 

dictates the time frame location on the schedule board where the task is presented (placed). 

6. OT REQ and OT APPRV are both check boxes, which are checked (a solid black box is displayed 

when no selection has been made) if overtime is required (requested) and if overtime is 

approved. 

7. If overtime is approved, click the green arrow on the left hand side to expand task options. In 

the middle of the task options, an OT Approved By field is located. Enter the name of the 

customer contact approving the overtime in that field. 

8. The Technician field is used to assign service to a technician if you are dispatching directly from 

the Task pane. You may enter the technician’s name manually (the technician’s naming 

convention is the first initial of his/her first name followed by his/her last name) or access the 

lookup window to locate the proper technician by clicking the magnifying glass.  

9. Once the technician is assigned, the Team field will auto populate with the team, in which the 

technician is part. 

10. If the duration of the service repair is known, you may enter it in the Duration field, preferably 

in minutes. 

11. Click Save. 

Adding Information to a Customer’s Account 

1. From your lobby, click Customers to launch the Place window. 

 
2. Type the customer number for the customer you wish to view/edit, and click Search.  

 
The Place window will launch for this customer. Here you can view/edit information pertaining 

to the customer’s account, such as adding/removing Contacts, Products, Addresses or Notes.  
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Adding Contacts to a Customer’s Account 

1. To add a new contact to the customer’s account, click New in the Contacts pane and add the 

necessary information in the fields provided. 

a. Always capture the customers First Name, Last Name, Role and Phone Number when 

taking down the information. 

 
2. Click Save on the Place window. 

 

Adding Products to a Customer’s Account 

3. To add equipment to the customer’s account, click New in the Products pane and add the 

necessary information in the fields provided. 
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4. Click Save on the Place window. 

 

Adding Addresses to a Customer’s Account 

3. To add an address to the customer’s account, click New in the Addresses pane and add the 

necessary information in the fields provided. 

 
4. Click Save on the Place window. 
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Adding Notes to a Customer’s Account 

3. To add a note to the customer’s account, click New in the Notes pane and add the necessary 

information in the fields provided. 

 
4. Click Save on the Place window. 
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