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Partner Management System (PMS)
User Guide V 0.1

ServiceO portal designed to manage customer-specific requirements. It combines best in class solutions
providing partners the ability to submit, track, and manage service cases online.

The System is capable of meeting customer-specific requirements for reliability, responsiveness, agility
and cost. It also features industry-specific functionality allowing you to identify and keep track of

customer assets throughout your network of global facilities.

Service Manager Features:

The Serviceo portal provides our partners with the ability to submit, track, and manage service cases

online.

serviceo

S = a O n

Home Message MNofifications Help Me »

PMS t Home

Orders ~

Service Manager ~ Setup -

Serviceo (PMS) supports following key features:

Programs ~ Billing =

Menu ‘ Sub Menu Features Supported
1 Orders Create Case (Dispatch FSE— | Web Form, Submit a new service
Customer Site) incident request.
2 Service Manager Console All Cases List View, List of all open
service cases.
Service Manger Dashboard
Activity Feed Console Case Activity view from a centralized
console, monitor updates across all
. open service cases.
Service Manager
Service Manager Console: Case Order Details
Case Details View -
Case Messaging
Case Order Status (Job Manager >
Summary)
Case Activity Feed (Job Manager)
3 Setup Manage Jobsite (PMS) List of all “Active” Program Jobsite
Locations.
Add a new Jobsite Location to Program.
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User Management (PMS) Create any number of additional login
user accounts in the PMS Portal.
4 Program Profile Lists details of Programs, Project
Vendors, and Project Workers.
Service Catalogue (Price List) | Program = Service Catalog (Price List)
Programs (PMS) (PMS).
Service Global Standard price list
Iron Global Service Locator Program - IRON Global Service Locator
(PMS) (PMS)
5 Billing PMS Billing (Invoice) Invoice Details
Dashboard -
Program = PMS Billing (Invoice)
Dashboard.

1.1 Intended Audience

This document is primarily indented for the Partner Users only. The information contained in this
manual is intended to be used only by the authorized members with proper rights and privileges.
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2 Getting Started

In this section, you will find instructions and other information useful for evaluating the Serviceo and
getting to know it when you are starting out.

Program Setup: Portal User Login Credentials

Please contact your Account Administrator (Site Manager) for Login information:

Portal Login Information

PMS Partner Portal URL: https://.
Google Chrome (recommended)

Login Information

Login (Email): Your email address

Account Name: Your company’s account name
Account ID: Your company’s account ID
Password: Your password

Web2Case Login Information
(Please use this option in case if you are unable to access Portal)

Web2Case Portal URL: http://

Login Information

IRON Service Global Account Name: Your company’s account name
IRON Service Global Account ID: Your company’s account ID
Program Reference Code: Program Code

To access the PMS menus, the user you log on as must have rights to run the module. If you want access
to the PMS and the System will not allow you to log on, contact your System Administrator to verify that
your user name has been granted appropriate rights.

To use Serviceo portal, you need to open PMS Partner Portal URL (Https://.), select Partner (PMS) User
option, and then enter your Email and password at the login screen. This process only takes a few
seconds and ensures the privacy and security of your product information.

1. Loginto to the Serviceo portal.

The Login page is displayed as shown in Figure 2.1.
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Figure 2.1: Login page

Password

[C] Rememberme]  [& Forgat password?]

LOG IN

Tip: Select the Remember me check box to store your credentials in the cookies and enables
you to sign back automatically if you close the site without logout. Click the Forgot password? to
reset your password. You will be taken to the Reset screen where you need to enter your Email
and then click Reset button. The instructions to reset password will be sent to the entered
Email.

2. Type your correct Email in the Email field.

3. Type your password in the Password field and then click the LOG IN button to access home
page.
The PMS home page is displayed as shown in Figure 2.2.
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Figure 2.2: PMS home page

serviceo
PMS @ Home Orders ~ Service Manager ~ Setup ~ Programs ~ Biling ~
Programs
Sarvice Type
ALL Account Program # Program Name Price Book Name Program # of Job Last Modkfied
Status Sites Date
Account Magichink Global Services ~ PROJ001T  Magiclink (American Bank) Field Servica MagicLink Active 29 308 41318
Magichnk Global Services (ITO Partner Deme (ITO Partner Demo) FUC Deskside Support (Delivery Master) Customer Pricel ist
Piogrin Magichnk Global Services PROJ-0012  Magichink Network Field Service (Master Magiclink Actve o o 4118
g (ITO Partner Demo) Project SOP) Customer PriceL st
ALl
Magichink Global Services PROJO0I3  Magicink Network Storage Field Servico MagcLink Actwe 1 0 4118
Jobsite (ITO Partner Demo) (Master Project SOP) Customer Pricel.ist
Non Magiclink Global Services ~ PROJ-0060  MS Break/fix Storage Appliances B0DO MagicLink Planning 0 0 4118
(ITO Partner Demo) (Master Project SOF)- Magiclink tomer PriceList
Service Catalog (Price List)
Magichnk Global Services PROJ.O076  MS Break/fix Storage Apphances 7000/5000 MagicLink Planning 0 0 418
ALl (ITO Partner Demo) (Master Project SOP)- Magiclink Customer PrigeList
Quotes
S Service Catalog (Price List)
Last Modified
Sales Order
ALl MagicLink Customar Pricelst Active falsa o
Wyndalco Customer Pricelist (PROJ-0007) Active false 83
Timecard
ALL
Invoice
. Quola Quole Program #  Program Name Quoto Quote
ALl Version Crested on Site Currency Amount
Payment A 1218017 PROJO0YT  Magiclink (Amencan Bank) Field Service EUC Deskside o usp 0
i Support (Delivery Master)
Al
QM-0000171 B 12817 PROJ-00T1  Magiclink (Amencan Bank) Fieid Servica EUC Daskside 0 uUso 0
Support (Delivery Master)
c 121817 PROJ.0011  Magiclink (American Bank) Field Service EUC Deskside 0 usp 0
Support (Delivery Master)
QM-0000175 D 12817 PROJ-00T1  Magiclink {Amencan Bank) Fieid Service EUC Deskside Y uso 0
Support (Delivery Master)
B 1218117 PROJ.0011  Magiclink {American Bank) Field Service EUC Deskside 0 uso 1]
Support (Delivery Master)
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3 Manage User

In the Serviceo, user type ‘Case Dispatch Lead’ is a designated Administrator with privileges to manage
users by default. An Admin has special access/rights to create any number of user accounts in the
Serviceo. The Manage User module makes it easier for administrator to configure users.

Specifically, an administrator can:
e Add new user
e  Edit existing users
e Activate/Deactivate existing users

e Reset password

Here, each person using the Serviceo is known as a user. When a new user is added, Email Id of that user
must be unique (It can’t be the same as any other user name in the system even associated with
different Account)

If the User Name (Email Id) already exists in the system associated with any Account, the system displays
a message telling that the Email Id already exists.

Manage User module is designed to add a new user, edit user details, activate/deactivate existing users,
and reset users’ passwords on the request of users.

A user with the necessary rights can access the Manage User Module. In the Serviceo, only Case
Dispatch Lead user type has rights to configure users.

To access Manage User module, perform the following steps:

The PMS home page is displayed as shown below:

www.ironsystems.com

I Corporate Headquarter: 980 Mission Court, Fremont, CA 94539, USA. Phone: +(1) 408-895-8000, Fax: +(1) 408-943-8101



r Management System (PMS)
User Guide V 0.1

SYSTEMS

serviceo 6 B B a2 @

Home Al Orders  Message  Nobficstions  Help  Me

Go Back Taylor Nolan
PMSA » Home Program Manager ~ Service Configurator v Work Order Manager ~ Service Manager ~ Partner Billing Manager ~
S, My Profile
PMS @ Home Orders Service Manager ~ Setup ¥ Programs ~ Billing ~ File Manager » !

Programs 2 Manage User Il

Service Type

ALL Account Program Name Price Book Name
Sites Dale

Account

agichin ¢ Services (ITO Partner Demo link Global Services Magiciink (Amencan Bank) Field Service EUC MagicLink Active 29 305 411318

(ITO Pariner Dema) Deskside Support (Delivery Master) siomer

Program

ROJ-N K (American Bank) Fleld

Service Catalog (Prlcc List)

Jobsie

Service Catalog (Price List) Name

MagelLink Customer Pricelist Active faise 91
Service Catalog (Prce List)
ALL
Quotes
Quote Quote Guolte Program  Program Name # of Job Quote Quote
ALL Numbes Version Created on Sites Cumrency Amount
Sales Order A 12817 Mapiclink (American Bank) Field Service EUC Deskside Support 0 uso 0

(Delvery Master)
ALL

1. Click the Logged User icon in the top right corner of the home page and then click Manage User
icon to access Admin page.

The Admin page appears as shown in Figure 3.1.

Figure 3.1: Admin page

n @ 8 o

Home AllOrders Message Nofifications Help Me ~

a

Q. Search by email
Frat Name Lgst Mar Emai Typs Oreatad Dt I |
newton user sameaccount@magiclink us Actve Custamer Billing Contact £24/18, 1151 AM E
Edit
Guarav Kumar test gauravku@ironsystems com Active Case Dispatch Lead 4727118, 10.44 AM
Inactive
test [ -5 1D40S@est com Inactive Sales and Solution Member (PMS) 4/9118, 9.01 PM Resat password
PMS Demo User 2 pmsdemauser2@magiclink u Inactive Sales and Sokution Member (PMS) 4/5118 429 AM i
s
PMS Demo User-1 pmsdemouser1@magicink u Inactive Sales and Solution Member (PMS}) 455118, 421 AM i
s
derfg digh elgbnhelgth@trghem com Inactive Sales and Solution Member (PMS) 41118, 204 AM i
test user pms 30-3 tesipmsuser 1@test com Inactive Sales and Solution Member (PMS) 2/31/18, 645 AM 1
Service Desk service desk@magiclink com Inactive Case Dispatch Dept 3/28/18, 1120 PM 1
Bruce Peel bpesi@magciink com Inactive Partner Confact (Program Manager, 32818, 11 27 PM i
Admin)
Mie Gibson mgibson@magicknk.com Inactive Customer Technical Contact 328118, 11:22PM i
1 > » Load More
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3.1 Adding User(s)

Here, you can add users by selecting an appropriate user type. All added users of all types will be in
active state by default.

1. Click the Add User button on the Admin page to add new user into the system. Refer Figure 3.1.

A Create new user pop-up displays as shown below:

Create new user X
First Name * Last Name *
Email * Password * Generate password
Confirm Password * User Type *

Send a notification to user

Password reset

Note: Fields marked with an asterisk are mandatory.

2. Type the first name of user in the First Name field.

3. Type the last name of the user in the Last Name field.

4. Type the correct email address of the user in the Email field.
Note: The entered Email Id must be unique as it only be used to create login credential in the
system.

5. Type the password for the user in the Password and Confirm Password fields, respectively or
click the Generate password link to generate machine generated password in the fields.

6. Select the relevant user type in the User Type drop-down list.
Tip: You can select the Send a notification to user check box, if you want to send user creation

notification to the respective user in the form of email.

www.ironsystems.com
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If you want to send the password reset link to the user, select the Password reset check box. In
this case, the user receives a password reset link and can reset default password of his/her
choice.

7. Click the Save button to create user.
Note: The created users will appear in the User List on the Admin page. To view the added user

in the User List, you need to refresh the Admin page.

3.2 Editing User Details

To edit user’s details, perform the following steps:

1. Click the m icon in the Action column and then select the Edit option to edit the user’s details.
Refer Figure 3.1.

An Update user pop-up appears as shown below:

Update user X
First Name ~* Last Name *
newton user
Email * User Type *
sameaccount@magiclink.us Customer Billing Contact v
Password reset

Note: Here, you can modify values in all fields, except Email Id of the user.
Tip: Select the Password reset check box to send password reset link to the user.

2. Make the changes in the fields you want to modify and then click the Update button to save the
changes.
A message “User update successfully!” displays at the top of the Admin page and the updated
user will appear in the User List.
Tip: Click the Cancel button to close the Update user pop-up and cancel user’s details

modification.
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3.3 Inactivate User

To inactivate user, perform the following steps:

1. Click the EI icon in the Action column and then select the Inactivate option. Refer Figure 3.1.

A Warning pop-up is displayed asking if you want to deactivate user as shown below:

Warning!! X

Do you want to deactivate "newton user” (sameaccount@magiclink.us) ?

2. Click the OK button to confirm the deactivation of the user.
A message “User newton user deactivate successfully!” displays at the top of the Admin page.
Note: As you click the OK button, the user will be deactivated but still appears in the User List as
‘Inactive’ state and can be Activated in future, if required. Once a user is deactivated, it can’t be
edited.

Tip: Click the Cancel button to cancel changes.

3.4 Reset Password

This option allows you to reset users’ password on their request.

To reset password, perform the following steps:

1. Click the m icon in the Action column and then select the Reset password option.

A Warning pop-up is displayed asking if you want to reset password as shown below:

Warning!! x

Do you want to reset password of "newton user” (sameaccount@magiclink.us) ?

2. Click the OK button to confirm the reset password.

A message “Reset password E-mail has been sent to sameaccount@magiclink.us” at the top of

the Admin page.

www.ironsystems.com
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Note: Once you click the OK button, a password rest link is sent to respective user enabling

them to change their password.

Tip: Click the Cancel button to cancel changes.

3.5 Activate User

To activate inactive users, perform the following steps:

1. Click the EI icon in the Action column of the Inactive user and the select Active option.

A Warning pop-up is displayed asking if you want to activate this user as shown below:

Warning!! X

Do you want to activate "newton user” (sameaccount@magiclink.us) ?

Note: As you click the OK button, the status of this user changes as ‘Active’ and appears in the

2. Click OK button to activate the user.

User List on the Admin page.

Tip: Click the Cancel button to cancel the changes.
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4 Order Management

This module provides key functionalities overview related to service catalog, jobsite location, and new
case creation web form section and fields.

The created orders can be used to efficiently track or manage different types of services.

Here, you can also view progress bar showing the different stages of order completed during the
process. The progress bar will run a colored bar showing the complete or incomplete stage. It also
provides lots of flexibility for order handling while providing visibility for users to better understand the
status.

This module provides key functionalities overview related to new case creation web form section and
fields.

To access Create Case (Dispatch FSE — Customer site) screen, perform the following steps:
1. Click the Orders located next to the PMS Home icon and then click the Create Case (Customer
site) option. (Orders = Create Case (Customer site)

The New Dispatch FSE Order Request Form (Customersite) screen displays as shown in Figure

4.1.

www.ironsystems.com
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Figure 4.1: New Dispatch FSE Order Request Form (Customersite) screen
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Note: The New Dispatch FSE Order Request Form (Customersite) screen shows progress bar on
the top, the Account section at the left and the Order Summary section at the right side of the
screen.
The Account section displays a list of partners including their Login, ID and other details.
The Order Summary section is composed of six tabs:
e The Case Information tab holds case related information.
e The Program Information tab displays program details.
e The Jobsite Information tab holds jobsite related details.
e The Standard Service Profile tab holds standard service profile details selected for case.
o The Global Program Instructions tab holds instructions for Service Deliverables.
e The Pricing: Service Catalog Item Selection tab holds price details.
o The IRON (Internal): Program Vendor Routing Summary tab holds the details of vendor
routing summary.
The partner, which was selected when user last logged, is selected by default in the Account
section.
Fields marked with an asterisk are mandatory.
Tip: Click the Tab Heading or down arrow on the tab to minimize or maximize the tab.
2. Click the Partner name link in the Account section to view account details.

An Account Detail pop-up displays as shown below:
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Account Details

Account Name

Price Book Name

Webcase Account
Name

Billing Street

Billing City

Billing
State/Province

Billing Country

Billing Zip/Postal
Code

Billing country
Code

Advanced Technology
Services, Inc.

Wyndalco Customer Pricelist (PROJ-

AT
7z

Wynndalco

8201 N. University

Peoria

United States of America

61615

AX Account
Number

Master Project

IRON Service
Global Account ID

Shipping Street

Shipping City

Shipping
State/Province

Shipping Country

Shipping
Zip/Postal Code

Shipping country
Code

101805

Lenovo Desktop EUC Field Maintenance
(Master Project SOP)
SGO01667

8201 N. University

Peoria

United States of America

61615

USA

Close

Tip: Click the Close button or X (cross sign) to close this Account Details pop-up.

4.1 Create Case Web-Form Overview

This option allows you to create case (Dispatch FSE — Customer Site) using appropriate values in the

required fields available in case creation web-form sections.

Below is the list of case creation web-form sections:

New Dispatch FSE Order Request Form (Customersite)

. anONOBOONONGO

©

Contact Case Details  Service ltem  Appointment Files Confirm Submit
1) Account & Program Information
a. Account Information
b. Program Information
2) Case Contact Information
a. Jobsite Selection
I Corporate Headquarter: 980 Mission Court, Fremont, CA 94539, USA. Phone: +(1) 408-895-8000, Fax: +(1) 408-943-8101
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b. Case Contact Information
3) Case Details
a. Case Information
b. Case Additional Instructions (optional)
4) Service Catalog Selection: Incident Options
a. Standard Incident Type
b. Customer Incident Type
5) Appointment Setup
6) File Upload
7) Review/Confirm

8) Submit

Jobsites Selection: Understanding Jobsite Location Activation Status:

Each Jobsite needs to be registered in the portal prior to creating a new case. The list of registered
lobsites is available as a drop down by accessing: (2) Case Contact Information tab = Jobsite Location
(Select Name)

1) Pre-Registration: These Jobsites are made available as “Activation Approved”.
a. Activation Approved: These Jobsites meet standard SLA guidelines.

2) New Registration Request: Users can create a new jobsite from within the portal. For more
information on the process to create a new Jobsite, please refer to section “6.1.3: Create, a New
Jobsite Location”.

a. All Newly Created Jobsite Locations are automatically added to the Jobsite selection list
and made available for new case order request selection.

b. All Newly registered jobsites are marked and made available as “Activation Pending.”
For more information on upgrading the status to “Activation Approved” and SLA
management for New Jobsites, please refer to Section “Case Order Configuration

Options”.

Service Catalog Selection: Incident Options:

This form supports two types of create case requests using Service Catalog “Service Item Profile”
selection.

e Standard Incident Type

e Customer Incident Type
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Service Item Standard Custom Incident Example 1 Example 2
(Ordering) Incident Profile Profile o o
1 | Service Profile, | Default (Fixed) Configurable Field Services EUC Field Service
Talent Type Deskside Support Network Support
2 | Service Profile, | Default (Fixed) Configurable L1 L2
Talent Level
3 | Service Profile, | Default (Fixed) Configurable Next Business Day | Same Business
Service Priority (NBD) Day (SBD-4HRS)
4 | Service Profile, | Default Configurable Business Hours Weekend Hours
Coverage (Configurable)
Hours
5 | Event, Duration | Default Configurable 2 Hours 4 Hours
(PPM) (Configurable)

Standard Incident Profile: This is the “default” service profile as per the statement of work, created at
the time of program jobsite registration.

o All pre-registered Jobsites are presented as status “Jobsite Activation Approved” for new “Case
Creation”.

e Users can add new Jobsites via this portal. These Jobsites are presented as “Jobsite Activation
Pending” for new “Case Creation”.

e All jobsites Pre-Set Default: uses Standard SLA Service Item Profile.

Custom Incident Profile: This option allows you to create your own “custom service profile” per
incident. Here you can select Talent Type, Talent Level, and SLA Priority differing from the Program’s
Standard Incident Profile and specific for this case. A custom incident is processed as a special request,
and all service SLAs are quoted and processed as best effort. Please review Section B4(b/d): “Case Order
Configuration Options, “for additional information.

4.2 Create Case (Dispatch FSE — Customer site)

To create case (customer site), perform the following steps:
Select Orders - Create Case (Dispatch FSE — Customer site):
The New Dispatch FSE Order Request Form (Customersite) screen is being displayed. Refer Figure 4.1.

1. Complete the following fields in the (1) Account & Program Information tab.
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Field

Instruction

Account ID This field is prepopulated.
Note: This field displays the Account ID of the Partner. This

will remain same for all programs.

Account Name This field is prepopulated.

Note: This field displays the partner name of the company.

Program Reference Code e Select the appropriate program reference code in
the Program Reference Code drop-down list.
Note: This is a unique code that corresponds to a
specific Program as every Program has its own

unique Program Code.

2. Complete the fields in the (2) Case Contact Information tab:

Field Instruction

Jobsite Location (Select Name) e Select jobsite location name for dispatch in the
Jobsite Location (Select Name) drop-down list.
Note: Each Jobsite needs to be registered in the
Serviceo prior to creating a new case. The list of

registered Jobsites is available as a drop down.

Jobsite Contact (Name) - End e Type the name of End User or Ship-To in this field.
User or Ship To Note: This person will be first point of contact with

whom IRON Service Global will coordinate arrival.

Jobsite Contact (Email) - End e Type the E-Mail ID of End User of Ship-To in this
User or Ship To field.
Note: This E-Mail ID is used by IRON Service Global

to coordinate arrival.

Jobsite Contact (Phone) - End e Type phone number of End User or Ship-To in this
User or Ship To field.
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Note: This phone number on which IRON Service
Global will reach out to coordinate arrival of

engineer.

3. Enter reference case number (Client Case Number or Purchase Order Number) in the Case
Reference (Partner Case Number) field in the (3a) Case Details tab.
Note: This number will be used for reporting and billing references.

4. Type the short summary related to the case in the Case Title (Summary) field in the (3a) Case
Details tab.

5. Type the detailed case description in the Case Description (Details) text box in the (3a) Case
Details tab.

6. Type special instruction related to the case, if any, in the Special Instruction for Service
Engineer (Private Message) text box in the (3a) Case Details tab.
Note: Here, users can type instructions for “Field Service Engineer”, which are not part of
Custom Work Instructions.

7. Choose the next step:

If you want to... Then...

Create Standard Service Profile 1. Select the Create Default Incident: Standard
(Default) Service Profile option.

Note: When you select the Create Default
Incident: Standard Service Profile, the
standard service profile is selected against this
case. Stand Service Profile uses preset Program

Default.

Create Custom Service Profile 1. Select the Create Custom Incident: Custom
Service Profile Request option to create your
own “custom service profile” per incident.
The Create Case screen updates with Create
Custom Incident: Custom Service Profile

Request fields allowing you to select Talent
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Type, Talent Level, and SLA Priority differing
from the Program’s Standard Incident Profile
and specific for this case.
2. Select the required service type in the Service
Type drop-down list.
Tip: You can any of the following type of
services:
e Desk-side Support
e [IMAC
e Break/Fix Service
3. Select the relevant talent type in the Service
Engineer (Talent Type) drop-down list.
Tip: You can select following talent types,
subject to availability for a given jobsite
location:
e Field Services EUC Deskside Support
e Field Service Server/Storage HW B/F
Support
e FTE-FEEUC-TEC-MSFT
e Field Service Network Support
4. Select the appropriate expertise level of
engineer in the Service Engineer (Expertise
Level) drop-down list.
Tip: You can select the following levels of
technical expertise, subject to availability for a
given jobsite location:
e Levell(L1)
o Level2(L2)
5. Select the correct SLA in the Service Dispatch

Priority (SLA Requested) drop-down list.
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Tip: You can select the following dispatch
priorities, subject to availability for a given
jobsite location:
e P1(SBD4H), Same Business Day - 4
Hours
e P3 (NBD), Next Business Day
e P4 (2BD), 2 Business Days
e P5(3BD), 3 Business Days
e P6 (5BD), 5 Business Days
6. Select the duration of event application for
maintenance in the Maintenance Event
Duration (PPM* Hours) drop-down list.
7. Select the required number of service
engineers in the Number of Service Engineers?

drop-down list.

8. Choose the next step:

If you want to... Then...
Request for Customer Appointment Select the Customer Appointment Setup Request
Setup (Call Customer) (Iron Service Global to Call Customer) option.

Note: Here, a request is sent to Iron System to call

End-Customer and setup an appointment.

Request for SLA Priority: SBD Select Dispatch Now (SLA Priority: SBD) option for
same business day dispatch. This is a Same
Business Day (SBD) premium service contract

option.

Pre-Schedule an Appointment Select the Pre-Scheduled Appointment (Enter
Date/Time (Local Time Zone) below) option if
your Service Desk has already setup an

appointment with End-Customer.
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To pre-schedule your appointment, follow the
below steps.

1. Type or select the Customer Appointment
Schedule (Start) Date in the Pre-Schedule
Customer Appointment Schedule (Start)
Date field.

Tip: Click anywhere in the field and then
select the date from the calendar that
displays.

2. Type or select Customer Appointment
Schedule Start Hour in the Pre-Schedule
Customer Appointment Schedule (Start)
Hour field.

3. Type or select Customer Appointment
Schedule Start Minute in the Pre-Schedule
Customer Appointment Schedule (Start)
Minute field.

9. Click the File Upload button in the File Upload tab to upload any relevant document required in
this case.

10. Click the Review & Confirm button to review and confirm the details before case creation.
Note: Review the Order Summary section on the right side for accuracy prior to new case

submission before confirming the case creation.
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5 Service Manager

The purpose of Service Manager is to make the service management easier and efficient. This module of
the PMS....... More information will be added at a later stage.

5.1 Service Manager Console (PMS)

The Case List view provides a single unified listing of all cases created for a given partner in the Serviceo
system.

Here, users can perform text-based case searches, and can filter the case list by Program Name, Region,
Country, Jobsite Location, Order Type, and Date Range.

To view the Order List (PMS), perform the following steps:

1. Click the Service Manager located next to the PMS Home icon and then click the Service
Manager Console (PMS) to access the order list.
Service Manager - Service Manager Console (PMS):
The Service Manager Console (Order List) screen appears with auto-populated Account Name in

the Account drop-down list as shown in Figure 5.1.

Figure 5.1: Service Manager Console (Order List) screen

m 8 A

Home  Messape  Notificabors

o

Help Me v

PMS @ Home Orders ~ Programs ~ Biling
Sarvica Manager Consola (Order List)
N eed
Account Program &5 Country Jobsite Order List Type PMS Case Status
Service Manager [
Magichink Global Sery Al Programs Al Countries All Jobsites All Ovdors Al

To search, enfer value & hittab &

PMS Case Job Resolution ¢ Partner Reference Case Summary Program Name® Jobsife Locaton ¢ Country TypaiLevel B Worker Name {
ID(Status} (Case | PO) s Phone

e x " x = x x x h x x n x x
DISP-FEEUC Magiclink
4+ [Closed 1234 TECMSFT.L1.  (American Bank) P1 (SED4H)
AUS-NBD _.» Fiel ..»
00017781 Test Case Magichnk San Franosco Unded States of
- \ Aziztest case01 A Network Fieid (©4107)- USA S S i P1(SBD4H)
Closod Summary Amenca )
Servic ..» “
Magiclink San Franasco
2 r
+ Aziz'test casodt Testoane Nebwork Fieid (©4107)-USA-g  Uned Stalaso P1 (SBDA4H)
Summary America
Senvic ..» -t
FTE - Demo -7
+ New P0123456 Feb 2017 - First P3 (NBD)
Magichnk
5 New York (10018) - Unated States of
: > Ci S804
+ Closed Closed 12345 WMPQC Case 1 (American Bank) USA .SGO017 .2 Ansice P1(SBD4H) =
< >
© 2017-2018 ServiceQ App Version. 0.1.3 (20180411.2050
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Note: The Account name (Company name) in the Account drop-down list is auto-selected.

|
Tip: Click the %’ icon to refresh the Orders-list screen. Click the E icon in the upper right-

corner to select or clear the Column Name check boxes as per requirements.

2. Select the relevant program in the Program drop-down list for which you want to view order list.
The Order List gets updated on the Service Manager Console (Order List) screen for the
corresponding “Program” if the selected Program has orders.

3. Select the appropriate values in the different search fields to narrow down your search results.

4. To further narrow down your search results and viewing options, click the More Filters button.
The Service Manager Console (Order List) screen updates with more search fields as shown in

the below figure:

a B & @ w

Home Message Notfications Help Me w
PMS @ Homo Orders ~ Sarvice Manager ~ Setup ~ Programs ~ Billing ~
Service Manager Console (Order List)

Account Program Region Country Jobsite Order List Type PMS Case Status

Magiciink Global Serv Al Programs All Regians All Countries Al Jobsilas AR Orders Al

Date Range| From

To search, enter value & hit tab &

5. Select Date Range in the From and To Date fields and then click the Search button for viewing
orders within the purged date range.
Tip: Click anywhere in the From and To fields and then select date on the calendar that appears.
Click the Less Filters to hide extra fields that appear after clicking on the More Filters button. If
you want to reset search criteria, click the Reset Search Filter button.
The Service Manager Console (Order List) screen updates with records as per selected date

range as shown in Figure 5.2.
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Figure 5.2: Service Manager Console (Order List) screen — Search Results

m B8 LA O

Home  Message  Notficators  Help  Me v

serviceo

PMS & Home Orders ~ Sarvice Manager ~ Selup * Programs ~ Biling *

Searvice Managar Consola (Ordar List)

Account Program Region Counlry Jobsite Order List Typa PMS Case Stalus
Magiciink Global Servi Al Programs All Regions Al Countries Al Jobsites All Orders Al
Date Range:| W1/2017 472772018 -
To seareh, enter value & hittah 2 [ asstsoxch e | Loz s |

Job Resoluton & Partner Referance Case Summeary Program Names Jobsie Locabon Country - TypeaflLevel H Pronty s Worker Name /

(Casa | PO) Phone

Search x Searcr = Search x Search x Search x Search x Search x Searen L Searth = Sea =
DISPFEEUG-  Magiiink
+  [Closed 1224 TECMSFTL1-  (American Bank) P1 (SBD4H)
AUSNBD.»  Fiol.»
’ Magiclink San Francsco
00017781 est Case Inted States of
. o Aziztest case0t Jogt b NeworkField  (94107)-USA.S e Staleso P1 (SBD4H)
Closed Summary 3 Amenca
Servic ..» »
Magiciink San Francisco
i/ S f
+ Aziztest case0t o e NetwokFiold  (04107)-USA.§  Lned Staleso P1 (SBD4H)
Summary America
FTE - Demo -7
4+ INew PO123456 Feb 2017 - First P3 (NBD)
Magichnk
+ Glosed 12345 WMPOC Caso 1 (American Bank) 1o Yk (10018) - United States of P1 (SBDAH)

USA .SG0017 .0 America

o v
Displaying’ 1- 107190 et 10 i mmun

© 2017-2018 ServiceO App Version. 0.1.3 (20180411-2050

Tip: You can search any specific order by typing the relevant values in the different search fields.

Click the Clear Search button to clear the fetched records on the screen. Click the E icon in
the upper right-corner to select or clear the Column Name check boxes as per requirements.
6. Click the + (plus sign) to view order details in expanded form.

The Order Details appears in expanded form as shown in the figure below:

FTE - Dema -7
= L New P3 (NBD) PO123456 Feb 2017 - First
i
CazeMumber: PO123456 Account Mame : Magiclink Global Services Status: Case Origin:
{ITC Partner Dema)
Case Summary : FTE - Dema -7 Feb 2017 - Case Subject : FE Case Request (Created) IRON PMS Case Number : PCFTECO0011415  Program :
First Test [PO123456VEUC L1/P3 (NBDNMagicLink
Bank Branch - San Frandisco (USAYFTE -
Demo -7 Feb 2017 - First Test
Pariner Case Number : Case RecordType : WO Summary - WO Health Status ;
3PSIFTE/Customersite/Custom Case (ICG)
Create Case : NIA Case Health Status : NiA Create Job : N/A Job Health Status : N/A

Tip: Click the — (minus sign) to close the expanded form.

7. Click the PMS Case ID (Status) link next to the + (plus sign) to view case details.
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The Case Details screen appears as shown in Figure 5.3.

Figure 5.3: Case Details screen

Home  Message  Notficabors  Help  Me v
PMS @ Home Orders =~ Sarvice Manager ~ Selup ~ Programs ~ Biling *
Program Name#. Maguclink EUIC Fetd Service (Master Project SOP) (PROJ-0011) | Work Order £ WORKO000388 | Job Order # S-1405 | Service Type # Technical
Support Onsite | Service Level # L1 | SLA# P1(SBD4H) | Partner # Magiclink Bank Corporation Client Demo | Vendor & Iron Systems (Vendor & Vendor Sites)-
Test | Case Job test naveen summary
= B3 Job Manager
Hardware Ship Logistics Service Contract Billing Worker Messaging Activity Receipt Summary
Foad
Govemnamce
v Order (PMS Case Deltaits) IEBRLEENS
¥ (1) Account & Program Informaton
Account Name Program
¥ (2) Case Conlact
JobSite/Ship Contact (Name) JobSitel Ship Contact (Email
Address)
JobSite/Ship Contact (Phone JobSite/Ship to Company Name
Number)
Case Number Status
Case Origin Case Summary
Case Subject Custom work order instructions
IRON PMS Case Number Partner Case Number
Work Order# Jobsite #
Jobsite Country Talent Type
Service Technical Level Service Dispatch SLA Priority
Service 1D Service Description PPM Hours
¥ Sales Order Line Details
Order Line Numbet Sales Order Number Product
© 2017-2018 ServiceO App Version: 0.1.3 (20180411-2050)

Note: The Case Details screen displays with Order Details, Hardware, Ship Logistics, Service
Contract, Billing, Worker, Messaging tabs. The Order Details tab display by default. The Order
Details tab comprises of PMS Case and Work Order tabs. In the left side of screen, under Job

Manager section, there are three tabs, namely Activity Feed, Receipt, and Summary tabs appear.
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Case Details screen supports the following key features:

Service Manager Details View — Standard Features List

Partner Management System (PMS) Case, the
master reference number used for all

1 Order Details PMS Case L . .
communications with IRON Service Global
service agents, and Billing.

Work order, available only for “custom
Work Order o )
incidents”.
Field Service Engineer (FSE) Name and Phone
Worker Info
2 Worker Number.
Appointment Worker Scheduling Information.
3 Messaging Case Messaging Console.

Case Activity Update: (1) New Case Creation (2)
Order Activity Feed Case Comment Update (3) Case Status Update
(4) Appointment (5) Worker (FSE) Assignment.

4 Job Manager
& . Copy of the original “create case” web form for
Receipt
reference.
Summary Overview of Service Delivery Status.

8. Click the Messaging tab to open case messaging console. Refer Figure 5.3.

The Case Messaging Console appears as shown below:
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PMS & Home Orders ~ Service Manager ~ Setup ~ Programs ~ Biling *
Program Name#: Magiclink ELIC Fetd Service (Master Project SOP) (PROJ-0011) | Work Order # WORKO00388 | Job Order # S-1405 | Service Type # Technical
Support Onsite | Service Level # L1 | SLA# P1(SBD4H) | Partner # Magiclink Bank Corporation Client Demo | Vendor & Iron Systems (Vendor & Vendor Sites)-
Test | Case Job test naveen summary
= m Job Manager
Order Details Hardware Ship Logistics Service Contract Bilting Activity Recegpt Summary
Feed
Govemamcs
¥ Add New Case Commeant Activty Fead
Select Case/Job "
Crealed By Himanshu O
Enter Message
Text Only (1000 characiers remamning)
Please enter message!
Sutmd Case Comment
» Case Comments
¥ Standard Cases
Case Comments (PIS)-00038549 (PMS - 1) (MSP - )
Partner Case Comments Service Agent Case Comments
MagicLmk PMS Demo User
04/26/2018 04:47 AM
Durs mollis, est non commodo luctus, nisi erat porttitor liguia
MagicLink PMS Domo User
04/26/2018 04.47 AM
Duis molks, est non commodo luctus nesi erat porttitor bgula
v Bilng Casos
Billng/S: YTS08738(0)
¥ Work Order and Case Details
Work Order # Case#
Partner PMS ID (WO) / Partner PMS Case Summary
PMS ID (Case)
PMS Case Description
©2017-2018 SetviceO App Version: 0.1.3 (201804 11-2050)

9. Select the relevant case/job in the Select Case/Job drop-down list in the Add New Case
Comment tab.

10. Type your comment for Iron Service Agent in the text box.
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Note: This text box supports up to 1,000 characters per comment.
11. Click the Submit Case Comment button to send the comments.

Tip: Click the Reset button to change/modify entered comments.

5.2 Activity Feed Console (PMS)

The Activity Feed Console logs the consolidated list of all activities/events. It provides centralized view of
all cases updates in the PMS System.

The list of activity includes any updates to PMS case status, case messages, appointment date, worker
Contact information.

To view the Activity Feed Console (PMS), perform the following steps:
1. Click the Service Manager located next to the PMS Home icon and then click the Activity Feed
Console (PMS) option to access the Activity Feed Console.
Click Service Manager = Activity Feed Console (PMS)
The Service Manager - Activity Feed Console (PMS) screen appears with auto-populated Account

Name in the Account drop-down list as shown in Figure 5.4.

Figure 5.4: Service Manager - Activity Feed Console (PMS) screen

w B8 A O n

Home Message  Notficatons  Help  Me v

PMS @ Home Orders ~ Service WU’ Setup ~ Programs ~ Biling

| Senvice Manager - Activity Fead Console (PMS)|

Account Program Region Country Jobsite Order List Type

Magiclink Global Servicas (I Al Programs Al Rogons All Countnos Al Jobsitos Al Orders

To search, enter value & hit tab & m

PMS Case Job Resolution$  Partner Reference Program Names  Jobsite Locstion ¢ Partner Nama / Worker Name / Appotmeant PMS Case
ID(Status) (Case/PO) Customer Name $ Phone Adtivity
search x earct x eacch * Search x Search x ear x earch x x
Magiciink Magiclink Global DISP-FEEUC
+ Closed 1234 {American Bank) Senvices (ITO NA TEC-MSFT-L1 NA
Fiel .» Partner Demo) AUSNBD ..»
O0ATI81 Magichnk San Francisco Magiclink Global Tost Case
A Aziz'tost caso1 Network Fiold (94107) - USA -S Sorvices (ITO NIA 3 " NA
slosed Summary
Servic ..» " Partner Demo)
00017780 Magchnk San Francisco Magiclink Global Tosl Gese
+ o Aziztest case0t Network Field (94107)-USA-S Services (ITO NIA 2 NA
Closed Summary
Servic ...» » Partner Domo)
Maguciink Global FTE - Demo -7
+ ! New P0123456 Services (ITO NA Fab 2017 - First NA
Partner Demo) "
Magichnk Magiclink Global
0003454 % . Now York (10018) - . ) :
+ Clcaad Closad 12345 {American Bank) USA .SC0017 .= Servicas (ITO NIA WMPOC Case1  NA &
< >
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Tip: Click the %’ icon to refresh the Service Manager - Activity Feed Console (PMS) screen.

2. Select the relevant program in the Program drop-down list for which you want to view Case
Activity list.
The Activity Feed gets updated on the Service Manager - Activity Feed Console (PMS) screen for
the corresponding “Program” if the selected Program has case orders.

3. Select the appropriate values in the different search fields to narrow down your search results.

4. To further narrow down your search results and viewing options, click the More Filters button.
The Service Manager - Activity Feed Console (PMS) screen updates with more search fields as

shown in the below figure:

serviceo @, W ke

Hame Message Motifications  Help  Me <

PMS @ Home Orders ~ Sarvice Manager ~ Setup Programs * Biling *

Senvice Manager - Actvity Feed Console (PMS)

Account Program Region Country Jobste Order List Typo

Magichink Giobal Services { PROJ-1556 Program 2 All Region: Al Countries None All Ordor

Date Rnnl.lul From

To search, enter value & hit tab &

5. Select Date Range in the From and To Date fields and then click the Search button for viewing
Case Activity within the purged date range.
Tip: Click anywhere in the From and To fields and then select date on the calendar that appears.
Click the Less Filters to hide extra fields that appear after clicking on the More Filters button. If
you want to reset search criteria, click the Reset Search Filter button.
The Service Manager - Activity Feed Console (PMS) screen updates with records as per selected

date range as shown in the below figure:
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serviceo
PMS @ Home Orders = Service Manager ~ Setup ~ Programs ~ Biling ~
Sarvice Manager - Activity Fead Consola (PMS)
Account Program Region Country Jobsite Order List Type
Magiclink Giobal Services (1 Al Programs Al Rogions All Countries NI Jobsies Al Orders
Date Range: 18 4
To search, enter value & hit tab &
Job Resolution € Partnor Referance Program Names Jobsite Location & Partner Name / Worker Name / Appotmant PMS Case Al Case
{Casa | FO) s Customer Name ¢ Phone B Activity $  Summary H Comments s
earch x Search x Search x Search x Search x Search x earch x Se, x
Magictink Magiclink Global st
# testnaveen2285  (American Bank) Senvices (ITO NA 5 ;lﬂ":“e"' NA
Fiel _» Partner Demo) B
Magichnk - Magiclink Global
o Fremont (94539) " test n: n X
# 00037104/ New tost navaen 2.28.8 (rAi;mi:Csﬂ Bl TR :mﬁngni) NA ?.m:’e" NA
Magichnk Mageclink Global
+ 00007196/ New 3456 (Amesican Bank) Z’;’:"’:éf;ff:) | Senes(T0 NA WMEZE Demo  NA
Fiel .» 5 Partner Demo)
Magichnk Magsclink Global
+  [New 3453453453454 (Amesican Bank) Services (ITO NA fest NA
Fiel _» Partner Domo)
Magiclink Magiclink Global
*  [Now 3453453453454 (American Bank) Services (1T0 NA fost NA g
Displaying: 1 - 10/ 107 Lt 4o # mun
©2017-2018 ServiceQ App Veersion: 0.1.3 (20180411-2050)
Tip: You can search any specific Case Activity by typing the relevant values in the different
search fields. Click the Clear Search button to reset search criteria. Click the E icon in the
upper right-corner to select or clear the Column Name check boxes as per requirements.
6. Click. the + (plus sign) to view Case Activity details in expanded form.
CassMumber: Account Mame - Magiclink Status: Case Origm: i

Global Senvices (ITD
Pasinar Dame)

PMS Case Summary -
test naveen.2.28.5

Fariner Case Number

Case Subject : test
navesn-Z-28.50 1
MzgicLmnk Bank
Carporation Chant Dameol
Aest naveen-2-28-5/

Case RecordTyps -
Dispatch Warker Project
Managament Cantar
(FSEPC) - ICT

IRON PMS Case Number

Program : Magiclink
(Amencan Bank) Field
Service ELIC Deskside
Support {Delivery Mastar)

Tip: Click the = (minus sign) to close the expanded form.

7. Click the PMS Case ID (Status) link next to the + (plus sign) to view.

The Case Details screen appears as shown in Figure 5.5.
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Figure 5.5: Case Details screen

Home  Message  Notificabors  Help
PMS @& Home Orders = Service Manager ~ Selup ~ Programs ~ Biling *
Program Name#. Magclink ELIC Fretd Service (Master Project SOP) (PROJ-0011) | Work Order 2 WORKO000388 | Job Order # S-1405 | Service Type # Technical
Support Onsite | Service Level # L1 | SLA# P1(SBD4H) | Partner # Magiclink Bank Corporation Client Demo | Vendor & Iron Systems (Vendor & Vendor Sites)-
Test | Case Job test naveen summary
= m Job Manager
Hardware Ship Logistics Service Contract  Billing Worker Messaging Activity Receist Summey
PMS Case Work Order
Govemnamce
v Order (PMS Case Deltaits) Activity Feed
¥ (1) Account & Program Information
Account Name Program
¥ (2) Casa Conlact
JobSite/Ship Contact (Name) JobSite/ Ship Contact (Email
Address)
JohSite/Ship Contact (Phone JobSite/Ship to Company Name
Number)
Case Number Status
Case Origin Case Summary
Case Subject Custom work order instructions
IRON PMS Case Number Partner Case Number
Work Order# Jobsite #
Jobsite Country Talent Type
Service Technical Level Service Dispatch SLA Priority
Service 1D Service Description PPM Hours
¥ Sales Order Lina Details
Order Line Numbet Sales Order Numiber Product
© 2017-2018 ServiceO App Version: 0.1.3 (20180411-2050)

Note: The Case Details screen displays with Order Details, Hardware, Ship Logistics, Service
Contract, Billing, Worker, Messaging tabs. The Order Details tab display by default. The Order
Details tab comprises of PMS Case and Work Order tabs. In the left side of screen, under Job

Manager section, there are three tabs, namely Activity Feed, Receipt, and Summary tabs appear.
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Case Details screen supports the following key features:

Service Manager Details View — Standard Features List

Partner Management System (PMS) Case, the
master reference number used for all

1 Order Details PMS Case
! communications with IRON Service Global
service agents, and Billing.
Work order, available only for “custom
Work Order . \
incidents”.
Field Service Engineer (FSE) Name and Phone
Worker Info
2 Worker Number.
Appointment Worker Scheduling Information.
3 Messaging Case Messaging Console.

Case Activity Update: (1) New Case Creation (2)
Order Activity Feed Case Comment Update (3) Case Status Update
(4) Appointment (5) Worker (FSE) Assignment.

4 Job Manager
& . Copy of the original “create case” web form for
Receipt
reference.
Summary Overview of Service Delivery Status.

8. Click the Messaging tab to open case messaging console. Refer Figure 5.5.

The Case Messaging Console appears as shown below:

www.ironsystems.com
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PMS & Home Orders ~ Service Manager ~ Setup ~ Programs ~ Biling *
Program Name#: Magiclink ELIC Fetd Service (Master Project SOP) (PROJ-0011) | Work Order # WORKO00388 | Job Order # S-1405 | Service Type # Technical
Support Onsite | Service Level # L1 | SLA# P1(SBD4H) | Partner # Magiclink Bank Corporation Client Demo | Vendor & Iron Systems (Vendor & Vendor Sites)-
Test | Case Job test naveen summary
= m Job Manager
Order Details Hardware Ship Logistics Service Contract Bilting Activity Recegpt Summary
Feed
Govemamcs
¥ Add New Case Commeant Activty Fead
Select Case/Job "
Crealed By Himanshu O
Enter Message
Text Only (1000 characiers remamning)
Please enter message!
Sutmd Case Comment
» Case Comments
¥ Standard Cases
Case Comments (PIS)-00038549 (PMS - 1) (MSP - )
Partner Case Comments Service Agent Case Comments
MagicLmk PMS Demo User
04/26/2018 04:47 AM
Durs mollis, est non commodo luctus, nisi erat porttitor liguia
MagicLink PMS Domo User
04/26/2018 04.47 AM
Duis molks, est non commodo luctus nesi erat porttitor bgula
v Bilng Casos
Billng/S: YTS08738(0)
¥ Work Order and Case Details
Work Order # Case#
Partner PMS ID (WO) / Partner PMS Case Summary
PMS ID (Case)
PMS Case Description
©2017-2018 SetviceO App Version: 0.1.3 (201804 11-2050)

9. Select the relevant case/job in the Select Case/Job drop-down list in the Add New Case
Comment tab.

10. Type your comment for Iron Service Agent in the text box.
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Note: This text box supports up to 1,000 characters per comment.
11. Click the Submit Case Comment button to send the comments.

Tip: Click the Reset button to change/modify entered comments

5.3 Service Manager Dashboard (PMS)

The Service Manager Dashboard (PMS) allows you to view and analyze the cumulative data that
provides the status of your Cases and other important details.

The Dashboard also displays status of cases in graphics on a single screen in real time environment. It
pulls relevant information in real time that helps you to view key information. This is the place where
you get real time status of cases as per Jobsite Country. This capability allows you to make quick
analysis.

This Dashboard also allows to use filters tab to narrow down your PMS Chart report and viewing option.
Here, you can also download entire data in the Excel format.

To access Service Manager Dashboard (PMS). Perform the following steps:
1. Click the Service Manager located next to the PMS Home icon and then click the Service
Manager Dashboard (PMS) option to view the dashboard.
Click Service Manager = Service Manager Dashboard (PMS):
The Service Manager: Service Manager Dashboard (PMS) screen appears with the Accounts,
Filters, and Search tabs in the left side of the screen and the PMS Charts and Download tabs in

the middle of the screen. Refer Figure 5.6.
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Figure 5.6: Service Manager: Service Manager Dashboard (PMS) screen

m B8

Home Message  Notficators  Help

PMS @& Home Orders = swmwo Selup ~ Programs Biling *
Sewice Manager Console (PMS) 3 Manager Service Manager Dashboard (PMS)
Aclivity Feed Console (PMS) -
[Service Manager Dashboard (PMS
Account J
Nama Giobs Number of Cases Created
Account Account 1D Legend
Name 60 [
c]
) Magcink  MagicLink.  SGD01705 %0 ™
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Sanvices g .
o 3
Parines ; %
Dema) g
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Cases Jan2018  Feb2018 | Mar2018  Apr2018
Created 47 0 85 42
Cases Created by Jobsite Country
wo Legena
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|
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Note: The Service Manager: Service Manager Dashboard (PMS) screen displays the dashboard
for the Account, you log on to the Serviceo.
The PMS Chart tab displays the total number of cases created in the Serviceo System in graphics.
It also displays the number of cases by their record type.

2. Click the Filters tab to narrow down your viewing option in the left side of the screen. Refer

Figure 5.6.
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The Service Manager: Service Manager Dashboard (PMS) screen appears with Filters tab options
containing the Programs, Regions, and Jobsites tabs. The Programs tab displays by default. Refer

Figure 5.7.

Figure 5.7: Service Manager: Service Manager Dashboard (PMS) screen — Filters tab

serviceo 5 2
Home  Messape  Notificabors  Help  Me
PMS @& Home Orders ~ Sarvice Manager ~ Selup ~ Programs =~ Biling *
Service Manager Service Manager Dashboard (PMS)
= 3
Reset Al Filters Number of Cases Created
Filters: Magiclink Global Services (ITO Partner Legend
Demo) > All Programs = All Regions = All Jobsites 0 ™
Regions coses .
50 [
5 ¢t Program Program Name § o
Number 8
-}
o All Programs é >
Programs
2 Z
[e} PROJ0011  Magicknk (American Bar
EUC Daskside Support ( »
0 PROJ.0012  Magicink Network Field &
Pm;ecl SOP) Jan 2018 Feb 2018 Mar 2018 Apr2018
o] PROJ-0013  Magicink Network Stora Cases Jan 2018 Feb 2018 Mar 2018 Apr 2018
(Master Project SOP) Created 47 30 85 42
o] PROJ.00GY MS Break/Tx Storage Af
flistar o or Y Cases Created by Jobsite Country
o] PROJ.0076  MS Break/fix Storage Ap o Legena
70005000 (Master Proje s \ [ ]
Magicink (]
]
(o] PROJ.0675  Magichnk Program CSQ
0 PROJ.0678  Magicink test CSQD-1
[e] PROJ-0853 Sample
(o] PROJ-085¢4  Tnpp TestProgram1
wsa
Cases by Type
Legend
0 s
§ e
2 ¥ .
B e
S
124 &0
= El
5 ] ™
B '
e
2
: -
s
i - -
o
Jan 2018 Fab 2018 Mar 2018 Apr 2018
© 2017-2018 ServiceO App Version: 0.1.3 (20180411-2050)

Tip: The Service Manager: Service Manager Dashboard (PMS) screen displays the PMS Chart for
all programs, because in the Programs tab, All Programs option is auto-selected when you click

the Filters tab.
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3. Select the Program Number for which you want to view PMS Chart in the Filters tab.
Tip: As you select the Program Number in the Filters tab, the PMS Chart tab updates with
records of the selected Program Number.

4. Click the Regions tab and then select the Region for which you want to narrow down your
viewing option.

5. Click the Jobsites tab and then select the Jobsites for which you want to view the chart.
Tip: The Service-manager screen gets auto-refreshed with each selection.

6. Click the Search tab in the left side of the Service-manager screen to view Case-specific PMS
Chart. Refer Figure 5.6.
The Service Manager: Service Manager Dashboard (PMS) screen updates with Search Filters tab

in the left side of the screen as shown Figure 5.8.
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Figure 5.8: Service Manager: Service Manager Dashboard (PMS) screen — Search tab
Accounts Filters Search
¥ Search Filter
Filters: Magiclink Global Services (ITO Partner
Demo) = All Programs > All Regions > All
Jobsites
Case Number
Partner Case
Number
Dispatch Service _None—
Resolution
Status - FSE
Country ~None-
Date Range Erom
To
7. Type the case number for which you want to view PMC Chart in the Case Number field.
8. Type the partner case number in the Partner Case Number field.
9. Select the relevant Service Resolution Status in the Dispatch Service Resolution Status — FSE
drop-down list.
Tip: There are four Dispatch Service Resolution Status states:
e New -
e In-Progress -
e Resolved -
I Corporate Headquarter: 980 Mission Court, Fremont, CA 94539, USA. Phone: +(1) 408-895-8000, Fax: +(1) 408-943-8101
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e Closed -
10. Select the country in the Country drop-down list.
11. Select the date range in the From and To fields and then click the Search button to view records.
Tip: Click anywhere in the From and To fields and then select the dates on the calendar that
displays. Click the Reset button to reset the search criteria.

12. Click the Download tab to download entire data in the Excel format.
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6 Setup

This module provides key functionalities overview related to self-managing Global Jobsite Location,
including creating new jobsite registration requests.

6.1 Jobsite Setup (PMS)

Here, you can configure Jobsite Setup, view existing Jobsite Locations, update a Jobsite Location, and
create a new Jobsite Location.

In the Serviceo, a new Jobsite can be added to Program location list through the following ways:

e Enter Address and Search for Nearby Service Zone

e Select a preferred Nearby Service Zone to Create a New Jobsite

To access Jobsite Setup screen for PMS, perform the following steps:
1. Click the Setup located next to the PMS Home icon and then click the Jobsite Location (PMS)
option at the top of the home page.
Click Setup = Jobsite Location (PMS):

The Jobsite-setup screen appears as shown in Figure 6.1.
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Figure 6.1: Jobsite-setup screen

w B8 2

Home Messsge  Notifications Help

PMS @ Home Orders ~ Service Manager ~ Snupo Programs ¥ Billing ¥

Setup: Manage Jobsite (PMS)

M sl
" ¥ Program Information
Action No Program Program Name Date

Number

Accoun

!
Partner Login {11] PGM,
am

Partner:
AT o 1 RO.I-1 568 Program 4 4/13/18 Magiclink Giobal Services (ITO

Demo)

Ao (o) 2 PROJ1556 Program 2 411118 Program

Program Code :

(o] 3 PR Program 2 41118 v
" Number of Jobsites for the
program
0
v Jobsite Expanded View

Location Map

Ocean Beatn Alee

Go gl Tiap s 2038 Torma o tne

2018 Sarv / Vors 013 180411-2050!

Note: The Jobsite-setup screen appears with the Account section at the left side of the screen. It
displays a list of partners including their login, ID and other details. In the right side of the
Jobsite-setup screen, the Summary section is being displayed that contains Program Information
and Jobsite Location Map tabs.

The Summary section lists program information for the selected Partner along with its Jobsite
Location details on the Map.

Tip: Click the Account name next to the Select column in the Account section to view Account
Details. Click the Program Number next to Action column in the (1) Select Program tab to view

the program details.

6.1.1 Viewing Jobsite List

Here, you can view the list of all Jobsite Locations pre-configured for a given program.
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Click Setup = Jobsite Location (PMS); and then perform the following steps on the Setup: Manage
Jobsite (PMS) screen. Refer Figure 6.1.

1.

I Corporate Headquarter: 980 Mission Court, Fremont, CA 94539, USA. Phone: +(1) 408-895-8000, Fax: +(1) 408-943-8101

Select the program in the (1) Select Program tab for which you want to view Jobsite Locations.

The Jobsite-setup screen updates with (2) Manage Jobsites: Select Action tab as shown in Figure

6.2.

Figure 6.2: Jobsite-setup screen - (2) Manage Jobsites: Select Action tab

serviceo

PMS & Home Orders v Service Manager = Setup ~ Programs ~ Billing ~

Setup: Manage Jobsite (PMS)

A i)
Partner Login D PGM/JS . OO " = RN ¥ Program Information
JOM/WO/! (o] 25 20,0013 Magiclink Network Storage Field Service (Master 12/30/16

Project SOP

Partner:
o 26 00012 Magiclink Network Fieid Service (Master Project 12/30/16 Magictink Globat Services (TO Partner

S0P) Demo)
Program:
Magi

A @ 27 PROLOOTY Magiclink (American Bank) Field
Support {Delivery Mastes

Desks:

Program Code PRO0011

Number of Jobsites for the program :

¥ (2) Manage Jobsites: Select Action

O Jobsite List (view only)
¥ Jobsite Location Expanded View
O Update Existing Jobsite Location Map

O Create New Jobsite Location (Select Nearby Service Zone)

Ocman Saue tirae

Go:gle Mg e B0 T

Tip: As you select the Program in the (1) Select Program tab, the program details, including
Program, Program Code, and Number of Jobsites for the program, get updated in the Program
Information tab in the Summary section.

The Jobsite Location Map also gets changed with the selection of Program in the (1) Select
Program tab.

Select the Jobsite List (view only) in the (2) Manage Jobsites: Select Action tab. Refer Figure 6.2.

The Jobsite-setup screen updates with a list of all Jobsites which are linked with the selected

program as shown in Figure 6.3.
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Figure 6.3: Jobsite-setup screen - All Jobsites tab
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Note: Here, you can view the list of all the jobsites that are linked to the selected program and

the detailed information about all the jobsites. The jobsite list includes the following fields:

a) Jobsite Code

b)
c)

d)

Corporate Headquarter: 980 Mission Court, Fremont, CA 94539, USA. Phone: +(1) 408-895-8000, Fax: +(1) 408-943-8101

Country
City
Address
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6.1.2 Updating Existing Jobsite Location

Here, users can edit the Contact Information to keep Jobsite detail updated. You can also manage the
status of the Jobsite location by assigning Active/Passive/Archived status.

To update or edit existing Jobsite Location details, perform the following steps:
1. Select the program in the (1) Select Program tab whose jobsite location you want to update.
Refer Figure 6.3.
2. Select the Update Existing Jobsite Location option in the (2) Manage Jobsites: Select Action tab.
The Jobsite-setup screen updates with the Default Profile and List of all available Jobsites tabs

as shown in Figure 6.4.
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Figure 6.4: Jobsite-setup screen — List of Available Jobsites ta
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Tip: The List of all available Jobsites tab is composed of four tabs:

e The Active tab holds all available jobsites that are in Active state.

e The Passive tab holds all available jobsites that are in Passive state.

e The Archived tab contains all those jobsites that are less frequently used.
e The All tab displays all available jobsites irrespective of their states.
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3. Click the Edit link of the Jobsite to update jobsite location details.

It will take you to the Manage Jobsite pop-up to make changes as shown in Figure 6.5.

Figure 6.5: Manage Jobsite pop-up

Manage Jobsite X
¥ Jobsite Detail
Jobsite Name Atlanta (30309) - USA -SG001705- Type User - Manual Create
1J502715
Account Name Magiclink Global Services (ITO Partner Jobsite ID 1JS02715
Demo)
=it 1345 Piedmont Avenue Chy Atlanta
State Georgia Country Name USA
Zip 30309 Jobsite Request Active
Status
Service Zone ATLOO3 O\ Jobsite Approval
Status
Jobsite Key Contact
Latitude 0.00 Longitude 0.00
Jobsite Key Contact Customer Site contact Customer Site (Admin Customer Site (Service
(Technical Escalation) Escalation) Desk)
veme I I D
Prone [ D B .
Close

4. Make the relevant changes in the contact fields you want to make and then click Save button to
update the changes.
Tip: Click the Close button to discard the changes.

Note: Fields in red color are mandatory.

6.1.3 Creating New Jobsite Location by Selecting Nearby Service Zone
You can add a new Jobsite to Program location list using two simple steps:
e Enter Address and Search for Nearby Service Zone

e Select a preferred Nearby Service Zone to Create a New Jobsite
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To add a new jobsite location, perform the following steps:
1. Select the program in the (1) Select Program tab to which you want to add new jobsite location
by selecting nearby available service zone. Refer Figure 6.2.
2. Select the Create New Jobsite Location (Select Nearby Service Zone) option in the (2) Manage
Jobsites: Select Action tab.

The Jobsite-setup screen updates with the Create New Jobsite tab as displayed in Figure 6.6.

Figure 6.6: Jobsite-setup screen - Create New Jobsite
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Select the country name in the Country drop-down list.

Select the state or province in the State/Province drop-down list.
Type the postal code of the area in the Zip/Postal Code field.
Type the name of city in the City field.

Type the street name in the Street field.

© N o U A~ W

Click the Search Nearby Service Zone (By Distance) button to search the nearest location.
The Jobsite-setup screen updates with the Select Service Zone Location tab is displayed at the

bottom of the screen as displayed in Figure 6.7.
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Figure 6.7: Jobsite-setup screen — Service Zone Location
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9. Select the location in the Select Service Zone Location tab and then click the Create Jobsite
button to create new jobsite location for the program.
Note: A newly created jobsite will be added to the list of program jobsites, the status will be

marked as “Activation Pending”. However, the jobsite will be visible in Create Case Jobsite list.

6.1.4 Creating New Jobsite Location by Uploading the Jobsite List

——————— Currently this option is not available----- will be updated in next version.
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7 Programs

The Programs is the place where you will be able to access the detailed view of all listed programs
associated with an Account. Here you can also view approved project vendors and project workers.

It primarily provides access to the all listed Service Catalogue (Price List) that have already been
brought/stored in the Serviceo.

This module is not designed to enter any records but to only view the records which have been stored in
the System.

Here, you can also locate all service providers, which are listed with the Iron Systems.
The Programs module comprises three sub-modules, namely Programs, Service Catalog (Price List), and

Service Locator (PMS).

7.1 Programs
The Programs interface lists the details of Programs, Project Vendors, and Project Workers.
To access the Program Profile, perform the following steps:
1. Click the Programs located next to the PMS Home icon and then click Programs Profile to access
the Program Profile.
Click Programs = Programs Profile:

The Programs Profile screen displays as shown in Figure 7.1.

Figure 7.1: Programs Profile screen

PMS @ Home Orders ~ Service Manager - Setup ~ Programs ~ Billing ~

Programs: Programs Profile

¥ (1) Select Program

Action Program Number  Program Name Date

Program 4 41318

Program 2 411718

[o) 3 PROJ-1555 Program 2 4mne

www.ironsystems.com

I Corporate Headquarter: 980 Mission Court, Fremont, CA 94539, USA. Phone: +(1) 408-895-8000, Fax: +(1) 408-943-8101



Partner Management System (PMS)
User Guide V 0.1

IRON

SYSTEMS

2. Select the Program number in the (1) Select Program tab to view detailed program profile.
The Programs Profile screen updates with tabs, (2) Program Details: Jobsite Service Type, (3)

Approved Project Vendor View, and (4) Project Worker View for corresponding “Program” as

shown in the below figure:
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Tip: Click the E icon in the upper right-corner of tabs and then select or clear the Column
Name check boxes from the list as per requirements.

Select the number you want to view in the Limit drop-down list.

Click the First button.to view records displayed on the first page, Previous button to view
previous records, Next button to move to the next page, and the Last button to go to the last

page.

7.2 Service Catalogue (Price List) (PMS)

This module allows you to view service catalogue and search the most complex service catalogue (price
list) with ease. Here, you will be able to search the price list of services by applying different search
criteria.

To view and search the Service Catalogue (Price List), perform the following steps:

1. Click the Programs located next to the PMS Home icon and then click Service Catalogue (Price
List) (PMS) option to access pricelist screen.
Click Program - Service Catalogue (Price List) (PMS):

The Programs: Service Catalog (Price List) screen appears as shown in Figure 7.2.
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Figure 7.2: Programs: Service Catalog (Price List) screen
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Tip: Click the button to download the Price List in the Excel format. Click the E icon
in the upper right-corner of tabs and then select or clear the Column Name check boxes from
the list as per requirements.
Click the First button.to view records displayed on the first page, Previous button to view
previous records, Next button to move to the next page, and the Last button to go to the last
page.

2. Select the program name for which you want to search price list in the Program Name drop-
down list in the Search Filter tab.
Note: As you select the Program Name in the Program Name drop-down select list, the PriceList

field gets updated.
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3. Select the service engineer talent type in the Service Engineer Talent Type drop-down list.

4. Select the technical level of selected service engineer in the Service Engineer (Technical level)
drop-down select list.

Select the coverage hours in the Coverage Hours drop-down list.

Select the SLA priority in the Dispatch SLA Priority drop-down list.

Select the country in the Country drop-down select list.

© N o u

Click the Search button to fetch the records based on selected search criteria.
The Price List tab on the Programs: Service Catalog (Price List) screen updates with records as

shown in Figure 7.3.

Figure 7.3: Pricelist screen — Price List tab
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Tip: Click the Reset button in the Search Filter tab to reset the search criteria.
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7.3 Iron Global Service Locator (PMS)

This module allows you to easily search, identify and connect all available active 3PS and 3PL service
providers in any region. You will also be able to detect service providers’ location, identify service
providers in the vicinity with markers on the map.

Iron Service Global serves various locations globally.
There are two types of service provider available in the serviceo.

e 3PS-
e 3PL-

To locate global service providers, perform the following steps:

1. Click the Programs located next to the PMS Home icon and then click IRON Global Service
Locator (PMS) option to Coverage-map screen.
Click Programs = IRON Global Service Locator (PMS):

The Coverage-map screen appears as shown in Figure 7.4.

Figure 7.4: Coverage-map screen
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Note: The Coverage-map screen displays Account section in the left side and 3PS and 3PL tabs in
the right side of the screen. The 3PS tab displays by default. Refer Figure 7.4.

The Account section displays a list of partners including their login, ID and other details.

www.ironsystems.com

I Corporate Headquarter: 980 Mission Court, Fremont, CA 94539, USA. Phone: +(1) 408-895-8000, Fax: +(1) 408-943-8101



Partner Management System (PMS)
User Guide V 0.1

IRON

SYSTEMS

Placing the pointer over the icon on the map displays the location code and complete address of

the service providers.
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8 Billing
The Billing module contains billing related information entered by authorized users.

The Billing Dashboard allows you to view and analyze the cumulative data of detailed invoice. It also
displays Sales invoice in graphics on a single screen. It pulls relevant information in real time that helps
staff to view key information.

This capability allows you to make quick and the spot decision.

The Billing Dashboard also allows to select column name for which you want view data on the
dashboard.

8.1 PMS Billing (Invoice) Dashboard
To access PMS Billing (Invoice) Dashboard, perform the following steps:
1. Click the Billing located next to the PMS Home icon and then click the PMS Billing (Invoice)
Dashboard.
Click Billing = PMS Billing (Invoice) Dashboard:

The Billing-manager screen appears as shown in Figure 8.1.

Figure 8.1: Billing-manager screen
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Tip: Click the Partner name link in the Account section to view the account details. Click the
E icon in the upper right-corner to select or clear the Column Name check boxes as per
requirements.
2. Click the Sales Invoice link next to the Partner Name to view invoice details in graphics.
It will take you to the Billing details screen as shown in Figure 8.2.
Figure 8.2: Billing Details screen

serviceo

PMS @ Home Orders ~ Servica Manager ~ Setup ~ Programs. ~ Billing ~
rogram Name#: Magiclink EUC Field Service (Master Project SOP) (PROJ-0011) | Work Order # WORK000388 | Job Order # 5-1405 | Service Type # Technical Support
ngite | Service Levei# L1 | SLA# PT(SBD4H) | Partner & Magiclink Bank Corporation Client Demo | Vendor #: ron Systems (Vendor & Vendor Sites)-Test | Case
lanager#: 00036489 Job Summary: test naveen summary
F Job Manager

Actity Feed

018 Service( 13020
Tip: The Billing tab displays five tabs, namely Partner Info, Sales Order, Timecard, Sales Invoice
and Payment tabs. The Sales Order tab displays by default.
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9 File Manager

The File Manager module enables you to manage files which are uploaded in support of different
departments.

To upload file, perform the following steps:

1. Click the Setup located next to the PMS Home icon and then click the Jobsite Location (PMS)
option at the top of the home page.

The File-manager screen is displayed as shown in Figure 9.1.

Figure 9.1: File-manager screen
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