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An Introduction to SuccessWare®21

LOGGING INTO THE CLOUD

Before using the cloud, you will need to install a Citrix component on your PC. This
component can be found at: http://www.citrix.com/downloads.htm

1. Open a browser window and enter https://citrix.sw21cloud.com .

2. Enter the user name and password provided by Advance 2000, then click on the
Log In button.

3. Inthe Applications area of the screen, Single-Click on the SuccessWare®21licon.
DO NOT DOUBLE-CLICK. THIS MAY CAUSE THE APPLICATION TO
RUN SLOW!

k-4

SuccessWare21 MapPoint 2013

4. Enter your Successware user name and password to log into Successware21®.



http://www.citrix.com/downloads.htm
https://citrix.sw21cloud.com/
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SUCCESSWARE®21 LOG IN

Each time that you open SuccessWare®21 you will be required to log in to the software.
Each individual SuccessWare®21 user should have their own unique USERNAME and
PASSWORD.
Logging In

1. Double-click on the SuccessWare®21 icon.

SuccessWare21

Mew Company, Inc b

Username |

Password

[ Tutorial  Change my password. ..

‘uf Lagan }( Exit

2. Use the ComPANY drop down to choose the company that you are logging into.
3. Enter your assigned USERNAME and PASSWORD.

Note: If this is your first time logging in as a user and are using the password that was
given to you by the administrator, you will be required once you log in to change your
password.

4. Click OK or press Enter to log in

Logging into the Tutorial

If you want to log into a tutorial company where you can practice or train in
SuccessWare®21 without effecting your live data, be sure to select the TUTORIAL
checkbox before you log in.

To log into the tutorial mode, be sure to select the TUTORIAL MODE checkbox.

If you are logging in to the default "Success Incorporated™ company, you can use trial as
both the USERNAME and PASSWORD.(This is case-sensitive, so be sure to use lower case
for both)

Changing Your Password

Based upon the password conditions set up within your company, you may be required to
change your password after a set number of days. You will also be required to change
your password after your initial login to SuccessWare®21.

2
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Additionally, you may choose to change your password at any time that you wish.

To Change your Password

1. Double click on the SuccessWare®21 Icon and enter your Username and current
password

2. Click the CHANGE MY PAsswoRD link (If you click CHANGE MY PASSWORD
without entering your current USERNAME and PASSWORD you will have to enter
both on the following screen).

SuccessWara{'

Success, Inc. w

Username | Tim

Passwgrg | ek

[J1uterial  Change my passward. ..

f Logon X Exit

3. In the CHANGE PASSWORD screen enter your new password in the NEw
PAsswoRD field and then type it again in the CONFIRM NEW PAsSwWORD field. Be
sure that your new password conforms to the password rules that are identified at
the top of the window.

24 Change Password Q@

Your password must...
- include both upper and lower case letters
- include at least one number

NOTE: Passwords are case sensitive.

Completed Exercises

Username Itim

Old Password |“

New Password

Confirm New Password — 1

« OK | X Cancel |

4. Click Ok.
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TOOLBARS AND MENUS

Main Menu

Access the Main Menu for SuccessWare®21 from the 21 icon on the Toolbar 21 .
The Main Menu is used to:

e Navigate to the various Modules, Setup Components and Utilities in
SuccessWare®21

e Give you access to the What's New documents.
e ldentify the current version of SuccessWare®21 that you are running.
e Give you access to SuccessWare®?21related web sites.

SuccessWareZ’ +

verslon 1.8.100 {bulld 23} +

General
HelpF1) | @ Company
Ywihat's Mew M User Manager
v Successware21 com @Emplayee Manager
v, Successw areSP com & Payroll
v, S remote. com @G | Leg
Successwiare2l User Fomm Eneral Lerger
.ﬁ"nReFerence Library 3

To access the Modules, Setup Components and Utilities in SuccessWare®21 select one
of the buttons in the left column. Menu items for the selection appear in the right column.
Select the appropriate button on the right to open.

To access What's New, click the "What's New" link in the lower left corner of the Main
Menu.
Toolbars

The Toolbar provides quick access to the SuccessWare®21 forms, and at the right end of
] ] ] Success Incorporsted _|| 3
the toolbar, displays Company and UserName information MrTim (F1=Help)

(elz]2]8]¢]3]o]s[n]0]0]0]e[a]&|o|e|0]o]s]e]s]e]E]0]o]

Pointing to any of the buttons on the toolbar will cause SuccessWare®21 to display a
tooltip that will identify the form that will be opened by selecting the button.
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The toolbar can be customized for:
e Which buttons appear on the toolbar
e The size of the toolbar buttons
e Whether or not to display the SuccessWare®21 background.

You can access the customization options by right clicking on the toolbar and selecting
the desired option.

Cuskomize. ..

|7 Backdrop
Button size L4

Ackivate toolbar  Chrl4FIO

Customizing the Toolbar

Customizing the toolbar allows you to control which buttons display on the Toolbar when
you log into SuccessWare®21. The toolbar buttons you select are saved at your
workstation; they are not associated with your SuccessWare®21 user ID. If you are a
customer on the SuccessWareASP, your toolbar settings are saved based upon your Citrix
login.

To Customize the Toolbar:
1. Right click on the Toolbar and select Customize

Eﬂ* Agreement Manager
[Z1D4 Call Center

X

2¢ Toolbar customization

:Customer Service

Management ¢

Marketing ﬂ Invoice Manager

Payroll ﬂdob Manager

gu:chasmg @ Receivable Manager
etup

«f OK X Cancel

2. Inthe left column select the major area of the application for which you want to
add a button.

In the right column, select the buttons you want to add.
Click OK to save the changes and add the buttons to the Toolbar.
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SuccessWare®21 Backdrop

The blue SW21 backdrop image can be turned on or off by right clicking on the toolbar at
the top of the window. In addition to giving you a cleaner workspace, the backdrop will
display whether or not you are logged into the tutorial mode.

goeesBsTanodeens

Tutorial Tutorial Tutorial

Tutorial Tutorial Tutorial

It will also indicate if you have open customers and if so, how many.

<Je]e]za]alals]a]o]a]

OJJ"»“ b 42JJ? b1 I 1 |

en Cus omers

dooabfal o abgyl o Al Sl

abifz]  altr] oty ol

Turing the Backdrop On/Off

e Right click anywhere on the SuccessWare®21 toolbar and select
Backdrop to turn the backdrop on.

e Selecting backdrop from the menu again will turn off the backdrop.

Cuskomize. ..

|7 Backdrop

Button size L4

Ackivate toolbar  Chrl4FIO
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Open Customers

SuccessWare®21 limits the number of customers that can be open at the same time on a
workstation to four. Once you have reached your third open customer you will be warned
that you can only open one more and after a fourth customer is opened you will be
prevented from opening another customer until one of those that is currently open is
closed. The limit on open customers per workstation is intended to prevent a user from
leaving multiple customers open, therefore preventing other users from accessing any of
those customer records.

A customer is "left open™ when the Customer's Information screen is not closed using the
Esc key on the keyboard or the X in the upper right corner. When another customer or
screen is opened the still open customer is "pushed" into the background becoming no
longer visible, but is still open.

When there are open customers you will be notified in two way:

e If your backdrop is turned on you will see text in the upper left corner that
indicates you have open customers and how many.

<Jelele|alals[alole]

OJJJ'J“CUS.*J'J!J ghicz) ozl Sl

pen OMers.

A 11 N i 11 ' 11 -

alifz] - alfzl szl sl szl

e The second button on the toolbar, (a yellow circle with a black C) will
illuminate. When clicked it will display the list of open customers.
Selecting the name of a customer will reopen their Customer Information
Screen.

[cle]=|a]E]

Cuskormer: SMITH, PATTI
Customer: DECARLD, FRAME

| =

To close an open customer, reopen their record and press Esc on the keyboard or click
the X in the upper right corner of their record.
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COMMON NAVIGATION

Call Taking
F12
Pressing F12 will display the CALL TAKING screen.

" Call Taking: =no call= E]

[:] [ 5emvice [ Cancem
Sales [10ther

(O Male O Femals

I (e
[ L1

Include Alt Marne it Address

—— A Ao

[*S])Schedule [FI)Script [F11)Review [InslNew [ExclClose ["H]Help ["FPJPrint ["N]Motes

Customer Search
CTRL+F12
Simultaneously pressing CTRL and F12 will display the CUSTOMER SEARCH screen.

. Customer search

®addr  Oadd? O Subdiv O LoD (%) Last Mame () Company (%) Location I () Biling Mo

& Take cal [] Close after selection [ () Open... ][ i) Mew... ][ F] Close ]
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New Entries
Insert

Pressing Insert will allow you to input new data or create new entries into the various
SuccessWare®?21 screens.

For example, once the CALL TAKING form is accessed, pressing Insert will configure the
screen so that users can begin inputting data pertaining to new requests for service, as is
shown in this example. This is only one of many ways that using Insert allows users to
input data by creating new entries.

- Call Taking: #100. {new) (= 8]
. ooz |
- [ 5emvice [ Cancem

[] Other It's a GREAT DAY at Financial Fundamentals, - this is
OMde O Female Class. how may | assistwou?

0 What dowyou Charge?. When canwou gethere?

lwould be happy to answer those questions, | will need
wour address and zip code to determine the proper price

L | oS well as the current awvailahility of a tech in vour area.
e

(Get Info - Mame, address. phane#)

[ inciude &t Mame in Address

[Check Schedule -] Itlooks like | can have someone
there between and . Does this sound
acceptable?

| (Complete Info; email. source and payment type)

| | | |

| [J Fer | |

] Owner oceupied l:l

[ ]
Heating Plurnbing Concerns Other

0 [

["D]Direc Jand_Eq [PaDrjaddres: hedule [“CICa ipt [F11]Review [EsclEnd/Clos IMew [“HIHelp [FIFrint

Saving and/or Editing Entries
CTRL+Enter

When working in a form, such as the Location Form or Billing Account Form, or in a
drop down list the you wish to edit, simultaneously pressing CTRL and Enter will
toggle you between Save and Edit mode.
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Common Key Strokes
Esc

Pressing Esc will close whatever screen you are working on, as well as cancel any
changes you may have been making.

Right-click

Whenever you are working in a screen, clicking the right mouse button will often display
a Control Menu. These will provide you with further options regarding that entry and/or
function.

Enter

When performing line item entry (such as inserting a line item on an invoice or a PO or
making an entry in a reference table), the Enter key will toggle you between Save and
Edit.

/

If you wish to enter the current date into a date field or current system time into a time
field you can simply type a "/" character and then Tab out of the field or press Enter

10
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Function Keys

There are a series of function keys that can be used to open specific screens in
SuccessWare®21. These keystrokes are available to you throughout SuccessWare®21,

allowing you a common method to access information regardless of where you are in the

application.

Key Function

F1 Help

F2 Location Detail

Ctrl+F2 Open Location Documents Folder

F3 Billing/Vendor Account Detail

F4 Billing/VVendor Account History

F5 Location History

F6 Equipment/Warranties

F7 Agreements

F8 Marketing & Recommendations

F9 Job/Purchase Order (must have
specific job selected)

F10 Invoice (must have specific job
selected)

F11 Notes

F12 Call Taking

Ctrl+F12 Customer Search

11
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DATA ENTRY STANDARDS FOR SUCCESSWARE

When entering data into any software application, it is important that all users are
consistent in using abbreviations, names, titles, and addresses. Here are some industry
standards that will help you with consistency, making searches faster and be more
efficient.

Some companies use all caps in their data entry, regardless of if the data is a name an
address or notes. Some people who are note generally good on the keyboard prefer all
capital letters as it reduces the number of keystrokes. Also, the US Post Office standards
are all upper case on address labels. (However, a good word processor can capitalize the
first letter of every word. This is called “proper” or “title case”, so you can convert your
mailing information into a list that would look more appropriate in a formal “Mail
Merge” letter.)

The data entry standard that we will be using is as follow:

No Punctuation on Address or Title Abbreviation

Yes No

Mr Mr.

Ave Ave.

St St.

Ft Myers Ft. Myers

East Lost Angeles E. Los Angeles

PO Box P.O. Box or PO. Box

Abbreviate Whenever Possible on Addresses

Yes No

Ave Avenue
Blvd Boulevard
Cir Circle

Ct Court

Dr Drive

Ln Lane

Rd Road

St Street

12
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For Suites, Buildings and other Address Abbreviations

Yes
Apt
Bldg
Dept
FI
Rm
Ste

Do not use the “#” sign at all.

Directional Abbreviations on Streets

Yes
4607 N Whittier Blvd
1500 SE Grande Ave

No
Apartment
Building
Department
Floor
Room

Suite

No
4607 North Whittier Blvd.
1500 South East Grande Ave.

9801 East A Street (Here the direction is spelled out because the street name is

only a letter).

7050 North St

1205 Northwest Ave
300 W 3" Ave

7050 N St.
1205 NW Ave.
300 West Third Avenue

Company Names- No Spaces Between Individual Letters

Yes
IBM
ABC Heating
R.J. Reynolds

No

IBMorl.B.M
A B C Heating
R. J. Reynolds

If you are in doubt about using periods (as in R.J. Reynolds above), simply consult the

yellow pages or the company’s internet site.
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Customer and Dispatch Essentials

SEARCHING FOR CUSTOMERS

SuccessWare®21 allows you to find existing customers using following fields:

ADDRESS

Address 2

Lot ID

Subdivision

Phone Number (Field also searches the Phone 2 field)
Last Name,

Company Name,

Location ID Number, and

Billing ID Number.

NOTE: Search fields are not cumulative. The only field you are searching by is
whichever field your cursor is in when you initiate the search.

There are two ways you can search a field.

Contains - Searches for all records that contain the search criteria that you
enter. For example, entering 123 in the address field would generate all
records that have 123 somewhere in the address such as 341234 Main
Street. A “contains” search is performed by typing a “%” before the
search criteria and then pressing Enter, or by typing the search criteria
without the percent sign and pressing Ctrl+Enter.

Begins with- Searches are for all records whose entries begin with what
you have typed. For example, entering 123 in the address field would
return 123 Main Street, but not 3123 Main Street. A “begins with” search
is performed by typing the criteria you want to search for in the respective
field and pressing Enter.

Performing a Customer Search

1. Inorder to search for an existing customer (or to see whether or not someone is a
current customer) click on the Customer Search button or press Ctri+F12.
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Note: if you plan to search for an open multiple customers, remove the CLOSE AFTER
SELECTION checkbox. This will allow to search for and open customers, while leaving the
CUSTOMER SEARCH window open as well. Otherwise the Customer Search will close as
you open a customer.

2. Tab to the field you want to search by and select the appropriate circle button to
identify by which field you wish to search.

«. Customer search
@ add  Oadd? (O Subdiv (O LoD (#) Last Mame () Company {(#) Location 1D () Biling Mo

i Take cal [¥] Clase after selection ’ () Open... ][ i) New... ][ F] Clos= ]

3. Enter your search criteria in the field.

4. Press Enter to perform the search. (You can also press Ctrl+Enter to find all
records that contain the characters you entered.)

5. If your search has generated results, they will display in the lower portion of the
CUSTOMER SEARCH window.

+. Customer search

G addr Oadd? O Subdiv O LotlD (%) Last Mame () Company (&) Location D ) Billing Ma
Zmain | || | |

& Takecal Close after selection ’ © Open... ][ i) New... H [l Llose I
Search Rezults

Ty|Mame Mame2 Company name  |Address1 Address? Phonel Loc [0 [Open|Bi

111 kain 5t F16-585-1111 100119

L ABC Part Supply 1212 Main Street T16-8823-8383 100118 o

L Flowers, Wailet Flovwers By % 16 Main Place Ma 70909 100043 1110

L Counter Sale, 2860 Main Sheet 100033 0ce

L McCain, Fandy 98 Main St 5557946 100048 o

6. Click on the customer result you are searching for and click Open to open the
customer’s record.(You can also press Enter with the customer selected or double
click the displayed customer). If you wish to record a phone call from the
customer you have searched for, be sure they are highlighted and click the Take a
Call button.

If your search result does not list the customer you are looking for, it is recommended
that you perform another search using new criteria. If the customer doesn't exist in
SuccessWare®21, click New (or press Ins) to add them.
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CUSTOMER INFORMATION SCREEN

When you open a customer’s record, the CUSTOMER screen will display. The CUSTOMER

screen contains numerous pieces of information about the service location, billing

account and service history, in addition to allowing you to create new jobs.

Location or service address
information. Double click here or
press F2 to open the LOCATION
DETAIL FORM.

Default Billing Account Detail
Double click here or press F3 to
open the BILLING ACCOUNT
DETAL Form

M x|

Location #100040 Account #100040 $0.00
DECARLO. FRANK 71 LEXINGTON AVE DECARLD, FRANK 71 LEXINGTON AVE $2.500.00
MR DECARLD) BUFFALD, NY 14214 ] BUFFALO.NY 14214 Visa

6740978 x 6740978 x NEW
BEETTEN BEEEEN (?  Newdoo  Openobs [iriakslions ["Wanianhes | [NeW ViskA22008 [TTMERTT

Indicator Lighis- When illuminated, indicator
contains more information which can be
accessed by double clicking ot pressing the

Billing Account information. Access the
BILLING ACCOUNT HISTORY of the Default
Billing account by double clicking here or

appropriate keystroke.

pressing F4

Indicator

Function

The Standard button will be illuminated if the
customer has been marked as a priority customer in
the LOCATION DETAIL FORM (F2). If not, the button
will read Standard.

B The Notepad button can be selected to read and
create location notes, location directions and billing
account notes (you can also press F11 to activate
this feature).

NE The Zone button displays the Zone the customer’s

location is in. The color and text of the button is
dependent upon the Zone setup.

New Job I

Double-clicking on the New Job button will
initiate the process of creating a new job. (you can
also press Insert to activate this feature).

Double-click the History button (or press F5) to
view the customer’s call and job history. If the
button is bright green the customer has an past
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Indicator

Function

history.

If the customer has Open Jobs, the indicator will
be illuminated in Yellow and contain the text
"Open Job". The Open Job text will remain
illuminated until all jobs related to the customer
have been closed or cancelled. For each item,
reports the sum of quantities and values for all
requisitions/returns over a specified time period
from the list of all items or all stock items. Can be
used to find slow moving parts in your inventory.
Note, Sales jobs will not "automatically"” close as
service Jobs do, therefore, they must be closed
manually.

Installations |

The Installations button will be illuminated if your
company has installed equipment for this customer.
Double-clicking on it (or pressing F6) will take
you to the EQUIPMENT and WARRANTIES screen.

“Warranties

The Warranties button will be illuminated if the
customer has equipment that is covered by a
warranty. Double-click on it (or press F6) to open
the EQUIPMENT and WARRANTIES screen.

Agreements

If a there is an active agreement, the Agreements
button will illuminate, displaying Next Visit: and a
date if the customer has a maintenance agreement
(the date displayed is the date the customer is next
due for an agreement visit) or just Next Visit if the
customer has a service agreement.. If the
agreement is expired, the word “expired” will
appear in red. Double-clicking on it (or pressing
F7) opens the AGREEMENT form.

If the M&R button is illuminated, there is marketing
activity associated with the customer. Double-
clicking on it (or pressing F8) displays the
CUSTOMER’S OPPORTUNITY PROFILE.

NOTE: Moving the mouse over different sections of the CusTOMER screen will bring
up pop-up tips that tell you what information is being displayed in that section.
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Location #100051 \Acc
WESTLY, WILLIAM | 445 TRAYMORE IWES
WESTCO % !KENMDHE,NY 14216 {WES
[SAME] | FBE-5545 » il

o :! Location or 'Service Address’ information 7 Fayrment b ethod
| Pricrity | KEM HE| T Hewdob | areements f

CUSTOMER NOTES

Use Notes to enter additional job or customer information. There are 2 classes of notes
available to you, Customer Related notes and Job Related notes. Notes can be open by
pressing F11 on the keyboard. Customer related notes are available to you from any
screen where you are selected on a Service Location or Billing Account. Job Related
notes are only available to you when you have selected (highlighted) a specific job.

Note: When a job is selected all Job related notes are available as well as all of the
Customer related notes.

Notes fields are unlimited in terms of their size limit. You can enter notes without
needing to delete earlier notes. This is especially helpful Locations Notes for example.
These Locations notes, if typed to include an entered date and the user's id or initial serve
a nice "note history" for the location. This note history could include special information
about the customer such as special discounts that have been offered to the customer, the
fact that a promised discount was given and when.

1100 Southside Blvd. ’
' 6/18/06- tsm- Gave customer 10% discount on invoice 300123, job number 201435, due to
| 3/29 concem.

4/1/06-tsm Customer was offered 10% off his next service job due to Concern Call that was
| received on 3/29/06.

Location directions > _;-‘

When you open the CUSTOMER INFORMATION screen you will see an icon that displays
the notes status of the location.

e A Notes Icon with a filled note page | indicates that a note (or notes)
exist for this customer. Selecting the Notes Icon opens a menu of Topics
(listed below).

e A Notes Icon with a blank not page E indicates that no notes exist for
this customer.
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Note Types

e Location Notes- These are note that identify any information about the
customer that you feel important to record. Location notes appear by
default in the lower right hand corner of the Phone Call form when taking
a phone call from a customer.

e Location Directions- Use this note to record driving directions or cross
streets

e Billing Account Notes- Record any necessary regarding the specific
billing account

e Job Instructions - Only available when a specific job is selected. Record
job instructions and any other important information related to the service
job.

e Work Done- Only available when a specific job is selected. This note can
be used to record a detailed summary of what work was performed on the
job. These location notes will forever remain part of the job history, will
print on a printed invoice for the job, will appear in Location History (F5)
when the job is selected and will display, along with the Job Instructions
in the JoB MANAGER when a job is highlighted, and in the past job history
area of a Work Order. Work Done notes can be recorded in the JoB
SuMMARY form or while completing the invoice for a job.

e Work Suggested- Only available when a specific job is selected. Use this
note to identify any recommendations that were made to the customer.
These notes will appear by default in the past job history area of the Work
Order

To Enter or View Notes:

1. With a Service Location, Billing Account or Job selected, press F11, or right-
click and select Open>Notes.

£
348 GREENTREE LN

Home is at the end of a Dead end street. Garage door code is 2343

Location directions >_gz.
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2. Enter the text you want to add, and press Esc to exit. There is no Save button on

notes.

In the NOTES screen, the topic name and the currently-selected record number (Job #,
Invoice #, etc.) are shown in the upper-left corner.

Sequence through the topics by selecting in the lower-right corner

pressing the Tab key.

CALL TAKING WORK FLOW

YWhork, done > _‘ﬂ or

P

Capture “Call
Reason”

Complete Call form
F12 - “Insert”

)

%
RS

Mo

Wlaint,
Repair,
Filter,

or Filter? ves

Mo
5 H

Counter
Counter Sale? Yes Sale

Mo

IR

MonService
Based Call

¥

Yes

Record description
& Post Call

EEE— END

20



SuccessWare®21 Operations Manual

TAKING A PHONE CALL- OVERVIEW

The Phone Call is the main source of initial contact that you have with your customer.
The Call Taking form should be your main source of customer addition and job creation
in SuccessWare®21. The Call Taking form will allow you to add and edit information
related to the customer and is used to create jobs for both new and existing customers.

Taking a Phone Call from an Existing Customer
1. Open the CALL TAKING form by pressing the F12 key on the keyboard.
2. Press the Insert key to begin a new telephone call.

Once a new phone call is started the timer in the upper left hand corner will begin to
count a call taking script will be displayed on the right side of the Call Taking window.

Required fields in the call taking form are highlighted with a red box. These fields must
be populated before you can finish the phone call.

Note: While the LAST NAME and CoMPANY field may both be indicated as required, only
one or the other is actually required in order to post the call.

< Call Taking: #101 (new) =3

|| m [ Service [ Concem
[] Other [t's & GREAT DAY at Financial Fundamentals, - this is
OMale O Female Class, how may | assistyou?
2 What do wou Charge?. When can you get here?
I'would be happy to answer those questions, | will need
wour address and zip code to determine the proper price
| ” | - well as the current availakility of a tech inyour area.
¥ | (Getlnfo-MName, address, phaoned)
| I (e
[Tinchude &t Mame in Address
| | | | (Check Schedule -) ftlooks like | can have someaone
there between and . Does this sound
| | acceptable?
| | (Complete Info: email, source and payment type)
| || |
| L] P2 L
| L] pnel [
B
| Jcontzat [ ]
J Aol | |
[ Owner occupied l:l
Heating Plurmnbing Concerns Other
0 [
| |

["DIDirections_Aand_Eq [FaDnjiddiess+ ["S)5chedule ["CICal_center [FA)Script (F11)Review (EsclEnd/Close [InsNew ["H]Help [“FIFrint

[N
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3. Choose the REASON the customer is calling from the drop down list.

Call Reason Codes are used to track why your phone is ringing. You will use the Call
Reason Codes to specify whether a phone call is for service, for an estimate, is a
solicitor, or any other reason.

Call Reazon Codes

odel|FeazonDesc

COMCRM Concern Call

M- i ge
ELCSRHY Electrical Service Electrical

ELEINS Electical Inztalation Electrical ans)
EST Meeds E stimate Sales the_

The Call Reason Code that you choose will select the type of phone call you are taking.

< Call Taking: #101 (new), Cooling Problem

CooL Service [ ] Concem
[ Other
iMale () Female

4. Next, you may select the gender of the caller by using the radio buttons to indicate
Male or Female. While this is not required information, it can be reported on if
desired.

5. Inthe DETAILS field, enter any notes pertaining to the phone call. Information
entered in the DETAILS field will become “Job Instructions” for any
Service/Installation Call. These job instructions are provided to the Service
Technician when paging or printing job information.

6. Search for an existing customer record by tabbing to or clicking into the ADDRESS
field. Type the customer’s house number and the first few characters of the street
name and then press the Tab key on the keyboard.

caoL Service ng::m +_ Location Search

(IMale  (3) Female Tyl Lastt ame Firzth ame CormpanyM ame Address1
L |TRUMAN WENDY 7 aT

Custarmer's AC unit iz nat blowing cold air when fan is
unhing

XD 4

[ Include Alt Mame in Address

FT7 20th
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Searches can be performed from a number of fields by either typing the beginning
characters of the value you are searching or entering a "%" sign followed by the search
term to find any entries, which contain the clue you are looking for. For example, typing
123 Main in the Address field would return only customers with an address beginning
with 123 Main. Typing "%Main™ in the Address field would return any customers with

"Main" in their address.

7. If an existing customer record is found, the information will appear on the right
hand side of the CALL TAKING form. Select the appropriate customer and press
Enter to place the customer’s information in the CALL TAKING form.

< Call Taking: #101 [new], Cooling Problem

|CEIDL [:] [¥] Service []Concem

[1Other
(O Male (&) Female

Cuztamer's AL unit iz not blawing cold air when fan is
Tukhing

"WENDY | TRUMAN |[Mrs [,

| | [

[T Inchude &lt Mame in Address

(MO STATUS .00

It's a GREAT DAY at Financial Fundamentals, -this iz »~
Class. how may | assistyou?

2 What dowou Charge?, When can wou get here?

|'would be happy to answer those questions, [will
need your address and zip code to determine the
proper price - as well as the current availakility of a
tech inyour area.

(Get Info - Name, address. phone#)
(Check Schedule -] Itlooks like | can hawe someone

there hetwean and . Does this sound
acceptable?

(Complete Infa: email, source and payment type)

b’
I N S S S N R
Heating Plumbing Concemns Other

Location Service & Phonecall Histary

Date |T_I,J|:|e |F'rog |Employee|Descri|:ution L

|
7717 20TH AVE |
| |
|5 BUFFALD Ny 14202 |
ESiC I I
] [ ]
| | MRS TRUMA
| o Pt | |
Owner occupied

07/25/2011 | PanlM SCH|TIM
09/12/2008 PRES CMP  TIM Requires General HYAL 5
072142008 |NC CMP | DREW I

4 >

Script [FEHiztory [F171)Review [Ezc]End/Close

Note: If an existing customer location is found, the customer information can be opened by
pressing F8 on the keyboard. The resulting screen can be used to review customer history,

equipment information, agreement status, etc.

If no corresponding customer location information is found, enter in the service location
information as outlined in CUSTOMER AND DISPATCH ESSENTIALS- TAKING A PHONE

CALL FROM A NEW CUSTOMER (SEE PAGE 24)

8. In the SouRce field, identify where the customer found your phone number.
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Every time your telephone rings the customer had to find your number somewhere. The
source information is used to track how a customer heard about you or where they found
your telephone number if it is a returning customer.

CLUB Club Member
Caur Direct Mail Coupondéd
EQSTIC E quipmett Sticker
HSM Home Show [mall]
I Comparny Invoice
MHEWS MHewspaper
FREF Frofeszional Referal
Ps Petiry Saver
RaDI0 Radio Advertizement
REF Cuztomer Referral
REM Leasing Company Referral
SR-RIC Rick Blaine/Sales
TELE Telemark.eting

9.

Complete the rest of the call information based on which type of telephone call is
being taken.

Taking a Phone Call from a New Customer

If no existing customer location is found, entering the customer’s information in the
CALL TAKING form will create a Service Location and Billing Account.

1.

o > N

After entering the REASON and DeTAILS information for the phone call and no
existing customer location information is found, enter the customer’s first and last
names or the company name.

Enter the location’s address information in the appropriate fields.
Enter the customer’s contact information in the PHONE, and EMAIL fields.
Select the SoURCE of the telephone call from the drop down list.

Select the Owner occupied checkbox to indicate if the owner resides at the
location.

Tab to the Loc TyrE field and choose the type of location from the drop down
list.
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W Jwrer occupied [

Commercial

Condominiurm
Other

Rental Property
Residential

1T rd <
I

7. Press Page Down to move to the service portion of the CALL TAKING form. If the
Billing Account address information is the same as the Service Location, select
Bill Service Location radio button. When the telephone call is posted, this will
create a Billing Account record that is a carbon copy of the location information.

<not aszighed:

e

’_,,.!J Bl | ¢ 11Bill service location |_

i 2] Bill akernate account

alifs]

il [

8. If the Billing Account address is different from the Service Location, select BiLL
ALTERNATE ACCOUNT (ALT+2), then press Page Down to enter or select the
billing information.

" 1) Bill service location I :_I

{* 2] Bill alternate account

+ no visits attached |

[press page down for alternate account information)

9. If you know the account number (AcCTNO), enter or select it or use the drop-
down menu to select a general billing account.

10. Enter the billing customer’s NAME, ADDRESS, and COMPANY, if applicable
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<NEw acch: Autharized class
Stewve Austin ;]

[ Include &t Mame in Address

Auaztin Property M anagement

148 Audoborn Pl

Getzvile My | 14068
F16-683-54E5

Check. ;]

NOTE: The system will search the database as you Tab through the NAME, COMPANY,
and ADDRESS fields. If there is an existing billing account that matches your entry, the
system will display the matching records in the right panel. You can select the billing
account from the list and press Enter to populate the ALTERNATE ACCOUNT form fields
with the account’s information. If this is a new account, Tab to continue with the new
entry.

11. Checkmark the AUTHORIZE checkbox to authorize the alternate billing account.

NOTE: If you do not have password permission to authorize an alternate billing
account, you can:

- Place the call on hold and have someone with permission pick it up, authorize it, and
post it

- Place the call on POST PENDING and have someone with permission authorize and post
it later.

12. Tab to the PAYMENT METHOD field and identify how the customer will be paying
for the work.

13. Continuing to tab will return you to the service portion of the form.
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< Call Taking: #103 (new], Cooling Problem

|CE|DL m Service

) Male

() Female

[JConcem
[ Other

Ajrconditioning unit iz making a grinding sound when
far iz runminig.
| Greg ||Watkins | ol

[

[Tincude &t Name in Address

class

(A

[N

[Tincude it Mame in Address

|Watkin$ Property tanagemment

2305 Avondale Rd

\Suite 26

Buffalo MY 14218
\716:327-2205 | Main | 11 2 | 7166856565 |

0 |

It's a GREAT DAY at Financial Fundamentals, - this is
Class, how may | assistyou?

2 What dowou Charge?, When can wvou get here?
|'would be happy to answer those questions, | will need
wour address and zip code to determine the proper price
-as well as the current availability of a tech inyour area.
(Get Info - Mame, address. phoned#)

(Check Schedule -) Itlooks like | can hawe someone

there hetwaan and . Does this sound
acceptahle?

(Complete Infa: email, source and payment type)

I N S S N
Heating Plumbing Concems Other

14. Select the Authorized check box and enter the address information for the Billing

Account.

15. Press Page Up to return to the Service portion of the CALL TAKING form. When
the telephone call is posted this will create both the Service Location record and
the alternate Billing Account.

Note: If you create an alternate billing account, this must be authorized. The user must belong to
a User Group that has this permission. If not, the call can be marked as Post Pending and a user
with that permission will need to post.

16. Complete the rest of the call information based on which type of telephone call is

being taken.
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Ending a Phone Call

After a phone call is taken and the appropriate information has been recorded, it must be
finished in one of the four ways. To finish a phone call, press the Esc key on the
keyboard and then choose from one of the four choices listed above.

e Post- will save the new job/call and, if new location information was
entered, will add the new location.

e Post Pending- will save the new information and indicate that other
information must be entered (i.e. management must authorize an alternate
billing account).

e Hold- will place the phone call on hold and make available for “pick-up”
by other users.

e Abort- Will cancel all data entry. This option will only be used for a
failed service booking.

How do you want to end
this phone call:

..........

" Post pending
" Hold
" Abort

« OK X Cancel I

Phone Calls from the New Owner of an Existing Service Location

When a phone call is taken from an existing service location with a carbon copy billing
account, and it is discovered that the location now has a new owner, simply changing the
name of the owner will also change the name on the associated billing account.

To prevent the accidental changing of the name on an existing billing account, the user
will be required to indicate whether the change is simply a correction (spelling, etc.), or
if it is because there is a new owner or occupant.

The location name (last name or company) has been
modified on this phone call.
FPlease select a reason for the change.

(" 1 Comection " 2 New Owner [or Dccupant)

e If the change is just a correction, carbon copy updating will take place as
normal.
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e |f the change is due to a new owner/occupant, the existing carbon copy
relationship will automatically be terminated when the call is posted.

If the job being created is to be billed to the location, a new carbon copy billing account
will be set up for the new owner.

THE CALL CENTER

The CALL CENTER is the electronic version of your dispatch board. Use the CALL
CENTER to track and maintain calls. You can maintain assignments and schedules, and
can view call activity by day, technician, or week.

The CALL CENTER can be opened by:
e Clicking the Call Center icon from the toolbar,
e Pressing Ctrl+C from the CALL TAKING form, and

e Clicking the Call Center icon from the JoB form.

2 Call Center

o g-gi - [no filters set) |‘ # ‘ ﬁ‘ @ & H%
Calls & Assignments Wed 7/23/2008 & [ 4 B  JobsonWed7/23 ‘

| J [ | | J i | J | J l J ||
64M }7AM J gaM | 9aM [ 10AM [ 114M [ 12PM | 1PM | 2PM | 3PM | 4PM | SPM |
Kil| |

& 201109 INPKJH 07/22/2008 Rife
201111 INB/R  07/23/2008 Quincy
£ 201112 EFUR  07/23/2008 Traun

0 i) £

| | | | SO e
N “eem e, s || |||

TR TomTR o ot sl

|
»
__|
i
L

Calls onWed 7/23

W

@ [ys:256M 5.08HoL 5 201110 INPK/F
O 8:308M 850Ho. 5201111 INB/R —
@

9:308M 1.75Hov 5 201112 EFUR
9104M 258Hou 5201132 ERep

[0k Instructions

Callt  Dept S

nes /Contact $0.00

104 201104 22 (100050) &liotta, Joseph/824-9828/ | [Perform schedhied cooling visit 1
Scheduled 7/23/089:00AM (Master] 70 Boyd St Buffalo/ petacxeement 20
1 7/23/08 9.00AM (Master) 14213 Zane CITD Map Installation Cust Visits: 1
r 6/19/0812:01 PM (Master) £/t (100050) Aliotta, Joseph | Sareement: MAINTPEF: «o Perpetual
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Dispatch Grid Display

The Dispatch grid displays a list of your technicians along with colored blocks, which
represent your calls, sorted by time of call. Calls are color coded to represent the zone
where work is being performed. In the Daily Assignment View, the length of the call
block corresponds to the amount of time required to complete the call.

As the call progress is recorded, the call display will change to represent the current state
of progress (see table below). Recording call progress is covered later in this lesson.

Call Display Represents

F=TNC) ROBINSON. SCOTT Scheduled call

I NGy ROBINGON, SCOTT Call Confirmed

B NC) ROBINSON, scOTT | Tech Notified

ﬁV(NCJRoamsoN. SCOTT Call Dispatched

IE)(NC)ROBINSQN, SCOTT Tech Onsite

=(NC) ROBINSON, SCOTT Call Completed (But Job not
Closed)

TG ROBINGON, SCOTT Job Closed

TS ROBINSON, SCOTT (Green Checkmark) Current
Invoice has been Posted

‘@mc) ROBINGON, SCOTT Job has multiple invoices

THNC) ROBINSON, SCOTT Job has been Finalized

"B Priority Level, a number between

T 1 and 4 will be displayed. A Call
with a Priority Level of 5 (the
Default) will not display on the

bar.
— Represents Time of dispatch until
arrival
B Represents scheduled time of call.

Line extends to actual onsite time.

Call is a Priority Call

L
- 5
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Call Display Represents

b, An Agreement Visit is attached to
| the Call

&, Call is a Sales Call

Call is a Project assignment

Call Cancelled

X

Technician Display

The displayed list of technicians gives you information regarding the skills of the
technician and their utilization. Icons near the employee’s name represent their
qualifications for a particular job class, type and to identify special skills. There are also
indicators to identify whether the employee is a technician, salesperson or both. These
elements of the employee are identified in the Employee Setup Form. (see page 202)

Techniciat™s natme and hours
of utilization for the day. %,

CHRIS

T—Techtician —y

S—3alesperson When a call is selected:

Wirench—techinician is
gualified for this Job Class
Serewdriver—technician is
ualified for this job type
Wand—technician has special
skills required for this job
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The Call Center List Panels

Job List
The Job List displays all jobs for the selected period of time.

Jobs an kon B0

|.Jn:n|:nNn:| IJu:nhT_l,lpelSc:heduled ILastName | 2]
- 109503 PSAZ0R 061072002 Lane —
< 109511 RFAROC 05/06/2002
«f 109309 ACAT0R 06/04/2002 Lach
=« 110095 RF&20R 05/30/2002 Wandenberg
< 110244 TUAEDR 06032002 Libitsky
110320 ACC20C 0E/07 /2002
< 110334 [MASOC 06032002
< 110343 DS&d40R 06/06/2002 Robinson

The Job List icon

By right-clicking on the Job List Header you can choose to either list jobs for the current
day or for all open jobs.

will toggle the Job List on and off,

Sl—\.nhdmnl:n"ll'l

Z s JobsonMonBAd l:
i
r

] .
e Open jobs

Icon Descriptions

Icon Represents

il Current progress of the Job is Dispatched

& Current progress of the Job is Onsite

3 Current Progress of the Job is Completed

i‘ Current Progress is Offsite. A completed time

has been recorded for the tech, but the call was
not marked as completed.

(] Job is Closed, but not invoiced
v Job has been invoiced.
v Job has been Finalized

Call List

The Call List displays all calls according to which options you have selected.

|
=\
The Call List icon [V'-! will toggle the Call List on and off.
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By right-clicking on the header to the Call List you can choose to list calls for the current
date, list only Unscheduled calls, list calls for the Selected job only, list only calls that
Need Attention, list all Unassigned calls and list Calls with no time.

Calls gn Tue 7/15
ﬁ% ® Calls on Tue 7/15
@ | Unscheduled calls (calls with no date)
@ Selected job only
MNeeds Attention

Unassigned calls
Calls with no time

The Call List contains a number of icons that identify information about the specific call.

Calls on Fri 7/26

|Time  [Duration|CallD [CalTypd 5t 4|
&]  so0aM 100 100389 NC
[£] 900aM 1.00 100330 NC

9308M 200 100391 EFUR

O °: 3060 [1.00 Ho100392[LEAK | [

9:208M 1.50 100393 PTU
;I_I

4 [®e30aM 800 100394 INPKG
A&  B30aM 800 100395 INAC

E 9000V O

Icon Descriptions

Icon Represents

i The color of the symbol represents the Zone
where the call takes place.

- bA small “v” on the circle indicates that it
is a visit call.

w o A
- 9 A small “exploding p” identifies a priority
call.

- 'gl‘ A small “s” identifies it as a sales call.
- ﬂ A green "p" in a black square represents
a project assignment.
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Icon Represents
&l The call needs to be assigned.
£ The call is assigned, but not all of the required
hours have been assigned.
Il The Call is for a job that requires or contains
more than one call.
Ve Call is unscheduled but requested for the
morning of the current date.
03 Call is unscheduled but requested for the
afternoon of the current date.
? Call is unscheduled but requested for any time on
the current date.

Visits Due List

The Visits Due list displays all visits that are due according to which options you have

selected.

“isits due thru 62002

|ca  |wisitT ype| vear | Manth| Callect |E |

ol T I lslel /|

The Visit Due List icon

F51B
F51B
FS2B
F51B
FS1B
FS1B
FS1B

2000
2000
200
2001
200
200
200

12 000
124000

1 $0.00

1 $0.00

1 $0.00

2 §0.00

2 §0.00

allows you toggle on and off..

By right-clicking on the Visits Due List header you can choose to list visits for a select
location, all open visits for the current month, next moth or for a defined date range. You
can also limit the list to only unscheduled visits and only visits of a particular type.

34



SuccessWare®21 Operations Manual

® Selected location
Open visits [this month)
Open visits [next month]
Open visits [other range)...

Unscheduled Visits
Wisit type...

Clearvisithipe

Icon Descriptions

Icon Represents

i) Color of circle represents the Zone of the visit

|7} The Agreement Visit is scheduled

(€ The listed Agreement visit is currently selected in
the Call Center

Job/Call Information Panel

The Job/Call Information Panel displays information about the currently selected
customer and/or job.

$0.00

SUPER TUNEUF -]

n Mot ;l

(11008 110148 21 M (1095400 Dilemnan, Mark/772-231-0007/772-533- 5066

| Schesdec BAOARBO0AM [mem) 708 Giey Yvag Road, Vero Basch/ e et
6/2/02 8:004M fcrp) 2353 Zane 329638 Mar s
B/B/02 311 AM ferp) “7 10 (109540) Difeman, Mark, [SH =

The Job/Call Information panel L icon allows you to toggle on and off the Job/Call
Information panel at the bottom of the CALL CENTER window.

Refreshing and Filtering the Call Center

As you work in SuccessWare®21 you will want to be certain that the information you see
in the Call Center is current based upon the additions and deletions made by other users
in your office. In order to see the most current information you will need to refresh the
Call Center. The Call Center can be refreshed manually or it can be set to auto-refresh.

The Call Center can also be filtered to limit or control the information that displays on the
screen.

Data Refresh Indicator

RFSH
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The data refresh indicator is used to:
e Display the status of the data refresh option,
e Open the auto refresh setup, and
e Notify you to manually refresh.
To manually refresh the CALL CENTER, click on the RFSH portion of the data refresh
indicator.
Auto Refresh Setup

SuccessWare®21 can also refresh the CALL CENTER automatically according to a
schedule that you establish.

1. Click the On portion of the data refresh indicator. This will open the Auto
REFRESH setup.

Auto refresh

[ Refresh Interval

00:02:00 5 i

[V On inactivity only
[~ Motify only

2. Set the REFRESH INTERVAL by using the up and down arrows. The refresh default

time is 2 minutes.

3. Check ON INACTIVITY ONLY to have the CALL CENTER refresh only when you are
not actively performing activities in the CALL CENTER. If you are working when

the interval is reached, the CALL CENTER will not refresh and will try again the
next time the defined interval passes.

4. If you only want to be notified that the interval has passed as a reminder to
manually refresh the CALL CENTER, than select NOTIFY ONLY.

5. To turn on the auto refresh click the on/off button.

B

The ON indicator will display illuminated to remind you that the auto refresh is turned
on.

[Frsn]
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Filtering the Call Center

Filtering the CALL CENTER allows you to control several types of information, including

which employees are displayed, the types of calls, calls that occur in particular zones, and
calls that are not scheduled.

1. Click the (no filter set) bar to open the CALL CENTER FILTERS window.

:
I!IIEIE 5 [no filters set)

2. Inthe CALL CENTER FILTERS window, set the specific filters by check marking the
items that you want to display.

27 Call center hiters
I~ Unassigned [V Priority [~ Inchided canceled
[~ Job Classes IV Departments [~ Call types [~ Zones
|| Instalistion 100 al |_JAC a| | _TAKR
__| Maintenance o1 | ACLK _ | AMH
|| Replacament 110 | ACSTUP | KEN
|| Sales 11 _IAH LI LKP
|_| Setvice 112 _IAHC _INE
| IndoocAinQual v 20 | BNW L INW
| AgreementVisit |2 _CCK _FSE
|| PSetvice | 22 _ICIRC 5w
vl 30 _| COMP | TONA
| 50 _bC _IWEST
| AN LI 'nrs ;I
I~ Show ‘scheduled ine
| @ ON Q OFF Errobym..l []Closel

3. If you want to display only certain employees in the CALL CENTER, click the
Employees button. This will open the EMPLOYEES/SUBCONTRACTORS VISIBLE IN
CALL CENTER window.

4. Checkmark the employees that you want to display. You can limit the list of
employees in the window by using the selector buttons at the right of the screen.

27 Employees/Subcontractors visible in call center M= g3
o .
7 UM Unszelect
E i
o -
i oo
Subcontractons
VOK | X cance |
5. Click OK.
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To activate the filter, click On and close the filter window.

The FILTERS indicator will illuminate to show you what filters are active and the filter bar
will list them.

mﬁflﬁ%ﬂl < Priority; Dept(20, 30]

Call Center Navigation

There are a number of icons in the CALL CENTER that allow you to navigate the CALL
CENTER screen and to move through the calendar to view different days.

Icon Function
) Zoom — Select to zoom (Only available in Daily
h Assignment View)

Daily Assignment View— When clicked, choose to
zoom employees or hours

Employee options are: 6, 8, 101, 12, or 14 employees
Hour options are: 8, 10, 12, 16 or 24 hours

Daily Assignment View— displays the number of hours
that the employee is currently scheduled under his or
her name in the column heading.

- d

&2 Previous/Next day arrows— scrolls the screen back or
forward by one day.
i Calendar—displays the current month’s calendar. You

can move within months and days on the calendar to
select the date you want.

Call Calendar— opens the Call Calendar.

)

Group Employees Assigned to Call— available in the
Daily Assignment and Daily Call views.

m| [a

Preferences- Preferences will give you the ability to
change the displayed number of hours, change sorting
and grouping options and determine whether calls in the
Call Center display customer name or address. You will
also have an option to display technician related
Scorecard information.
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Call Center Preferences

The Preferences option in the Call Center gives you the ability to change the displayed
number of hours, change sorting and grouping options and determine whether calls in the
Call Center display customer name or address.

The Preferences option also allows you to include Technician Scoreboard information in
the display area of the Call Center

=) || No location is selected

Yisible Hours
Sorting/Grouping

Call Captions

Technician hint options.. .

i v Auto Size Unassigned Call Panel

Option

Description

Visible Hours

Allows you to change the display of the number of
hours in

Sorting/Grouping

The Sorting and Grouping options will allow you to
change the display of the technician area of the Call
Center. There are three options

e By Department- Will create headers in the
Call Center for each department and list each
member of that department under the header.

e By Employee Type- A separate Employee
Type header will be created and the
employees listed under their respective type.

e By Employee Code- Employees are sorted by
employee code. This is the default view.

Call Caption

This option allows you to choose what customer
information you want to display on your
appointments in the Call Center. You can choose to
display any combination of the customer's name,
address and zip code. Customer Name is the default
setting.

Technician Hint
Options

This option allows you to add new figures that track
Scorecard report information in the Call Center’s
Tech popup hint. Only a SuccessWare®21
Administrator can add figures to be viewed. Be sure
to select the Period for the calculation you wish to
see displayed.
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Option

Description

Call Panel

Auto Size Unassigned

When checked, the size of the Unassigned bar will
widen or narrow as calls are added or removed from
it. (Only available in the Daily Call View).

Call Calendar
The Call Calendar is used for viewing and managing the total workload. Access the Call

Calendar by selecting from the Call Calendar button @ from the Call Center or the Job

form.
2¢ Call Calendar B -0 x|
rﬁf I
| S —— All Call
& mpEEE| - A &
tMonday ’ Tuesday ’Wednesda}l ' Thursday ' Friday '
Calls=0 : Calls=0 Calls=0 Calls=0
Hours =10 Hours =10 Hours =0 Hours =0
Calls =0 Calls =0 Calls =0 Calls =0 =
Hours =0 Hours =0 Hours =0 Hours =0
Aug1 |
Calls=0 Calls=0 Calls=0 Calls=0 Calls=0
Hours =10 Hours =10 Hours =0 Hours =0 Hours =0 U
Calls =0 Calls =0 Calls =0 Calls =0 Calls =0
Hours =0 Hours =0 Hours =0 Hours =0 Hours =0
Calls =0 Calls =0 Calls=0 Calls=0 Calls=0 v
Hours =0 Hours =0 Hours =0 Hours =0 Hours =0
Cals =0 Calls =0 Cals =0 Cals =0 Calls =0
Hours =0 Hours =0 Hours =0 Hours =0 Hours =0
Tuesday, Jul. 22, 2003
 OK X Cancel

Note: Opening the Call Calendar from the Job Form opens the Schedule panel in the

bottom of the for

m.

Schedule H

Tuesday, Jul. 22, 2003
f, B | Artire |

[| Cloze |
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e To show separate totals for daytime and evening calls, toggle the AM/PM

&
button —— (or press Ctrl+Tab).
e To limit calls by Job Class, Department, Call type, or Technician, select ,

which opens the Call Calendar filters form. For further description of
these filters, see Call Calendar Filters.

all Calendar I 15]

To change the Call Calendar view options, select the View Setup button
Ctrl+S). See Call Calendar View Options (see page 41) for more information.

(or press

Call Calendar Filters

The Call Calendar Filters allow you to select the calls you want to include in the Call
Calendar daily calls/hours totals. To access the Call Calendar Filters, select the down
arrow in the Filters Indicator Panel (at the top of the Call Calendar).

all Calendar I 15

In the panel, currently selected filters are shown as lit (bright green), and the selected
filters are listed to the right of the down arrow. (If no filters have been selected, All Calls
is shown at the right of the down arrow.)

B
[~ Jobclasses [~ Departments [~ Call types [v Employees
[ Installation [ 00 [ J&C | |[C] DREW
Maintenance (] o1 []ACLK [1 NICK
[ Replacement [120 [ ] ACSTUP v Sl ——
[] Sales []21 [ ] ADDREF
[] Service [122 [ AH
[] IndoordirQual [130 [ 1AHC
[ Agreementisit []50 [] BNw
[] PService []90 [ ] EEKk
[lpc
[1DES
[ 1EAC
F
e =

MecGuire, Tim

. @ ON @ OFF F] Close |

Using either the mouse or the space bar, select the category (or categories) and the
individual filters you want to apply, and select Close. The Call Calendar Filters form
closes, and the Filters Indicator Panel updates to show the selections.

Call Calendar View Options
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To change the Call Calendar view options, select (or press Alt+S) in the Call
Calendar. This opens the view options panel in the top of the calendar.

=k

v Saturday i . >
v Sunday Weeks |3 < Midday |12,00 PM Default

...................

e Use the check-boxes to include Saturday and/or Sunday in the totals.
e Use the arrows to select how many Weeks to view in the calendar.
e Change the Midday time for splitting AM and PM totals.

e Select Default to set the current view to appear each time you open the
Call Calendar.

Call Center Right Click Menu

The following options are available to you when you right click on a Call in the CALL
CENTER.

: ::k@.‘ " Call confirmed
Dispatch... Chrl+1
Onsite... Ctrl+2
Completed... Ctrl+3
Call Progress... Ctrl+P
Job summary. .. Ctrl+2

Send a page...

Employee time card... Chrl+T
Map »
Attention...

Scheduling Assistant...  Ctrl+5
Continue

Reschedule

Unschedule

Unassign

. Cancel call

Print workorder
Preview workorder...

Job Materials/Purchases 4
Job permits...

‘ Assignment view

‘= Job view
l Open »
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Menu Option

Function

Call Confirmed

Choose this option when you have contacted a
customer to be sure that they are available and
ready to have technician dispatched to their
Service Location.

Dispatched (Ctrl+1)

Selecting this option will insert the 15 minute
interval closest to the current time in the
DispATCHED field of the CALL PROGRESS
window. To substitute the actual time, upon
entry to the form type a slash (/) and tab out of
the field.

Onsite (Ctrl+2)

Selecting this option will insert the 15 minute
interval closest to the current time in the
ONsITE field of the CALL PROGRESS window.
To substitute the actual time, upon entry to the
form type a slash (/) and tab out of the field.

Completed (Ctrl+3)

Selecting this option will insert the 15 minute
interval closest to the current time in the
CompLETED field of the CALL PROGRESS
window. To substitute the actual time, upon
entry to the form type a slash (/) and tab out of
the field.

Call Progress (Ctrl+P)

Choose this option to open the CALL
PROGRESS window. Here, you can record
notified, dispatched, onsite and completed
times for technicians as well as add additional
technician assignments to a Call.

Job Summary (Ctrl+2)

Choose this option to open the Job Summary
form which can be used to record technician
debriefing information as well as Happy
Checks.

Send a Page

Select this option to open the Paging window
so that you can page job related information to
selected technicians.

Employee Timecard
(Ctrl+T)

Use this option to open the selected
employee's timecard for the selected date.

Attention...

Use this option to manually mark a Call as
requiring special attention. Use the popup box
to mark the call as needing attention and
indicate why.
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Menu Option

Function

Scheduling Assistant
(Ctrl+S)

Select this option to open the Scheduling
Assistant which can be used to assign multiple
technicians to calls

Continue

Select this option if you need to create an
additional call for a job. You will have the
option to Continue the call for the next day or
to schedule it for another day by choosing the
Browse option.

Reschedule

Select this option if you need to reschedule a
call. You will have the option to Reschedule
the call for the next day or to schedule it for
another day by choosing the Browse option.

Unschedule

Choose this option to remove a call from the
schedule. You will have the option to
unschedule for the current or next day. This
will leave a date on the call, but remove the
scheduled time. You can also choose to
unschedule for Another Day, which will
remove BOTH the scheduled date and time
from the call.

Unassign (Del)

Select this option to remove the assignment
from the selected technician. If there are
multiple techs assigned to the call, only the
selected tech will be removed. If the selected
technician is the only one assigned to the call,
the call will be moved to the unassigned bar
(in the Daily Call View).

Cancel Call

Select this option to Cancel the selected call.
If the call is the only one associated with a
job, canceling the Call will cancel the Job as
well.

Print Work Order

Select this option to open the printer dialog
box allowing you to print the Work Order
related to the selected call.

Preview Work Order

Select this option to open a Print Preview of
the Work Order related to the selected call.

Print Call Sheet

(Only available for Sales Calls) Select this
option to open the printer dialog box allowing
you to print the Call Sheet related to the
selected Sales call.
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Menu Option Function

Preview Call Sheet (Only available for Sales Calls) Select this
option to open a Print Preview of the Call
Sheet related to the selected Sales call.

Job Materials/Purchases | Select this option to create or open existing
job-related Purchase Orders, AP Invoices or
Inventory Requisitions/Returns.

Assignment View This option, only available in the Daily Call
view and Weekly Job view will change your
Call Center to the Daily Assignment View

Job View This option, only available in the Daily
Assignment View and Weekly Job view will
change your Call Center to the Weekly Job
view

Open This option allows you to open each of the
screens related to the selected Call or
Customer (F2 through F11)

Priority Levels

SuccessWare®21 allows you to assign a priority level to calls. The call can be assigned a
level from 1 to 5. All calls when created will have a default level of 5. Level 5 is
considered to be the lowest priority. A priority level of 1 is considered a high priority.
The priority level will be displayed as a number in a circle within the call center
(horizontal and vertical views).

)

b mEs) FERITA. ROSE

The Priority level of a call can be assigned from the Service portion of CALL TAKING
form.

SERVICE

Class lService 1' [~ Callback I—
Type FUMES :l Dept IT _*.‘.l Iv' Priority
Date W

Tme  [11:308M | G AM O PM O Any

El'l'lp’lj_x':er:_ DREW
I— Priority Level (1..5) ﬁ

5

4

3

2

Job No

' 1) Bill service location aales Prsn I

" 2] Bill alternate account v isits no visits
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The Priority level of a call can also be assigned and edited from the JoB Form.

SEARCHING FOR PRICEBOOK ITEMS

Item searching is performed from numerous forms in SuccessWare®21 that require the
selection of items from the PriceBook. These forms include but are not limited to,
invoices, requisitions and purchase orders. The item search function consists of a drop-
down search form from the Item Number field in any row which you are selecting an
item from the PriceBook.

Unlike the other drop-down menus, the item search function doesn't automatically
display items—you must enter search criteria before result will display.

There are 2 methods of searching for items throughout SuccessWare®21

e "Begins With' Search- A begins with search will search only for items that
begin with the characters you type. For example typing "1/4" in the
DescripTION field would only return items that have a description that begins
with "1/4"

e "Contains' Search- This is also known as a "wildcard" search. By beginning
your search with a percent sign (%) followed by some other characters,
SuccessWare®21 will search for items that CONTAIN the string of characters
you have entered. For example "%Duct" as a search in the DescRIPTION field
would return any items that contain the word "duct™” anywhere in their
description

Using the Item Search Form

1. While in the form to which you are adding a line item, press Insert to add a new
line item.

2. While in the ITEM NUMBER press the down arrow to open the SEARCH FORM.

3. Tab to the column from which you want to search. The default is the
ITEMNUMBER column. Notice that in the following example the ITEMNUMBER
column is white.

Sale Items

. IterNumber

Enter ‘ltemNumber".
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4. If you would like to search by another column, such as DESCRIPTION, Tab to the
desired column and proceed as normal. YOU MUST Tab to the field. Clicking
with the mouse on the field will give inconsistent results.

5. Enter the first few characters of the item you are searching for, or to perform a
Contains search, type a percent sign (%) followed by the portion of text you are
looking for. Do NOT press Tab, Enter, or any other key. The system will
automatically search as you type

e If you press Tab, SuccessWare®21 will move to the next column and search
by that column.

e If you press Enter, SuccessWare®21 will select the first item that is
displayed.
Either way, you will not get the desired results.
6. After the system displays the items that match your search criteria, move to the

desired item and press Enter to select it. If the item you are searching for is not
displayed, search again using different search criteria.

ask Sale Items

2 TON CONDENSER 12 SEER
2.5 TON CONDENSER 12 SEER
3 TON CONDENSER 12 SEER
3.5 TON CONDENSER 12 SEER
| 4 TON CONDENSER 12 SEER
5 TON CONDENSER 12 SEER

s 2

7 matches found for Description like ‘%12 SEER".

CUSTOMER EQUIPMENT

SuccessWare®21 allows you to view and add equipment to a Service Location.
Equipment can also be added to a location record whenever the location information is
displayed by pressing F6. Easy access to this form makes it simple to add equipment
records while completing invoices for new customers so that you can keep a record of
newly installed equipment. Once Equipment has been added to a Service Locations, you
can relate any line items of work that are included on an invoice to that specific piece of
equipment.

Viewing and Editing Equipment Information

1. While in any screen in SuccessWare®21 with a specific SERVICE LOCATION
selected, press F6. The EQUIPMENT screen will open.
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2. If the customer already has equipment attached to their location in
SuccessWare®21, their equipment will be displayed in table format in the top half
of the window. The bottom half of the window will display warranty information
for the equipment listed.

3. If the customer does not have any equipment entered in SuccessWare®21 you
will be prompted to create an entry for a new piece of equipment.

e To edit existing equipment, click on its entry line and either press
Ctrl+Enter or click Edit.

e To see the Service History of a piece of equipment, right-click on the
equipment entry and select Equipment History

El}EquipmHﬁ:.H.&Hﬂﬂ.LL. DAWID
COmD BRY 4 TES4 123044 7 GaRAGE
If equipment has |
been teplaced mark |
it asz Ot of Service |
=
IOk of Service Last Servce | Cab Type | 8y |
bewmEq ) i i ¥l Do |
‘Warranties for FLURM, 16455, 13665 |
0

Tiepoz Tolal AT 1] D e oy T
Fayment Less Pt/ qnon | PetsTredks T
sty e go141 | Cunert Balance Wi | |

B et (et i i : =% 0 wGee |  Undo i

Equipment History

The Equipment History form lists information about the selected equipment: Type,
Manufacturer, Model Number, and Serial Number. Listed in the grid is additional
information relating to the equipment: Charge Date, Invoice Number, Sale Type, Flat
Rate Code, and Description.

This is a view-only form for reference purposes. it can however be printed by right
clicking the background and selecting Report.
To View the History Record for Selected Equipment:

1. Open or highlight the service location where the equipment resides

2. Press the F6 key to access the EQUIPMENT form.

3. Highlight the piece of equipment for which you want to view the history.
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4. Right-click and select Equipment History.
5. Press the Esc key or select the Close button to exit the form.

22 Equipment History E]@@

Type Manufacturer Model No. Serial No.
HEFURN AhA, AMASDK 4453332

Flat Rate Code | Description
14 1/15/2004 W /R S0E47-150 IGNITION MODULE R/F
4;27/2004 301157 AGRVST  SEMIAC Scheduled maintenance per #400004 2003981 SEMIAC
9/2/2004 301160 AGRYST  SEMIHT Scheduled maintenance per #400004 200954 SEMIHT
441/2005 301181 AGRVST  SEMIAC Scheduled maintenance per #400004 201005 SEMIAC

Sale Type

v

[] Close

Adding New Equipment to a Service Location

New equipment can be added to service locations from anywhere in SuccessWare®21
where you are highlighted on a location. If you are adding a new piece of equipment that
is replacing an existing piece, you can edit the existing piece and checkmark the Out of
Service option. This will prevent new service work from being associated with the old
piece of equipment but will maintain existing history for reporting purposes.

1. Select the Service Location to which you want to add the equipment and open the
EQUIPMENT screen by pressing F6.

Eq Equipment: DECARLO, FRANK

Eq Type “ .t| System I I™ Installed By Us Condition l

Mfg ] :_| Install Date Evaluated By | :]
Size Installed By Evaluated Date l
Model # I Install Call ID
Serial#t | Sold By
Location | Age # of Filters Size
[~ Out of Service
< l - 5 NewEg = Ed «f Save X Undo
WarType |InH0L| Labor Mosl Parts Mos‘ Start Labor End |Parls End |‘v"endor | ~
)| E
A
23] > %

2. If there is existing equipment, click on New Eq to open the New Equipment
screen. If there is no equipment, an empty Equipment screen will open by default.
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3. Choose an equipment type (EQ TYPE) and a manufacturer (MFG) from the drop-
down lists

4. Use the SYSTEM field to identify equipment at locations with multiple systems.
Systems can be numbered or identified by letters. Equipment reports will allow
you to group a location’s equipment by system.

5. Continue to add Size, MODEL#, SERIAL# and LOCATION

6. If your company installed the equipment, check the INSTALLED BY Us box. This
will allow you to populate INSTALL DATE, INSTALLED BY, INSTALL CALL ID (This
can be the Job Number) and SoLD BY fields. The AGe will be calculated on a
continuing basis based upon the Install date.

7. If your company did not install the equipment, you will be able to identify only
the INSTALLED By field and AGE. The equipment will continue to age using the
entered date of the equipment as its "birthday".

Continue to add a CONDITION, EVALUATED BY and EVALUATED ON date.

Use the NOTES field to enter any pertinent information about the equipment. This
area can be used to identify filter sizes if the unit uses multiple filters of different
sizes.

10. Enter the NUMBER OF FILTERS and SIZE
11. Click Save to save the piece of equipment.

12. Any applicable warranties can also be added at this time. For instructions on
adding warranties to a piece of equipment see the CUSTOMER AND DISPATCH
ESSENTIALS- ADDING A WARRANTY TO A PIECE OF EQUIPMENT Section.

ADDING A WARRANTY TO A PIECE OF EQUIPMENT

Once a piece of equipment is added to a service location, you can add any applicable
warranties to the piece of equipment. A warranty must be EITHER in-house or
manufacturer/vendor. No one warranty can be both. If a piece of equipment is covered by
both an in-house and manufacturer warranty, then add multiple warranties to the piece of
equipment.

1. Bring up the EQUIPMENT (F6) screen and select the piece of equipment to which
you want to attach the warranty.

2. Click the New Warranty button. A new line item will open in the warranty grid.

Adding an In-House Warranty
If the warranty you are adding is an In-House Warranty

3. Inthe WarrType field, select the type of warranty you are applying. The
INHOUSE, LABOR MONTHS and PARTS MONTHS fields will default based upon the
warranty type setup.

4. Tab to the START FIELD and enter the start date of the warranty. END DATES will
default based upon the length of the warranty.
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Warranties for; COND, 789444, 123444
WarType |InHoyLabor Mos| Parts Mos| Start Labor End |PartsEnd |Vendor -
IISYR-P&L pas 60 60 (pralerping 07/19/2007 07/19/2007

Press Enter to save the warranty

Right-click on the in-house warranty and select Update Reserve.
Choose INCREASE RESERVE if it is not already selected.

Enter “0” in the RESERVE AMOUNT field.

© o N o O

In the DEPARTMENT field, select the department that sold (installed) the
equipment

10. Enter the date of install in the DATE field.

Warranty Info Equipment Info
1vR-L Total Reserve $0.00 BOILG  DUMERE 011842000
L. 0141842001 Fezerve Charges $0.00 (1958 -200
F: Balance £0.00 1243321124
o |ncreaze Reserve " Decrease Reserve
Date Reserve Amount Expense Acct SubAcct Dept Reference
f| [03/28/2000 [N 4105 |21 ﬂ |

Comment |Driginal waranty reserve |

Bezerve histony

IrvoicelD |TransDate |F|eserve.-’-‘-.mu:uunt Trangdmount | RezerveCharged Comment -

|
3
|T A

11. Click Post to post the reserve to the General Ledger.
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Adding a 3" Party or Manufacturer’s Warranty

Once you have added any in-house coverage you will add any 3" party or manufacturer’s
warranties.

Note: If the warranty is for 10 years of parts coverage where the manufacturer covers the
first 5 years, 2 warranties should be entered. The first will be a manufacturer’s warranty
that begins on the date of install. The second will be a 5 year in-house warranty that has a
start date which matches the end date of the manufacturer portion.

1.
2.

Press the New Warranty button.

Select the WARRANTY TYPE being sure that it is not one that is marked as “is In-
House”

Tab to the START FIELD and enter the start date of the warranty. END DATES will
default based upon the length of the warranty.

Type the name of the company or vendor responsible for related warranty claims
in the VENDOR field.

Tab to the WARRANTYNO field and enter the warranty number that has been
provided to you by the third party if applicable.

Press Enter to save the new warranty.

If the warranty coverage that you are entering was purchased from a third party,
create a Job-related purchase order to record the purchase of the warranty using
the PURCHASING- CREATING AND RECEIVING A PURCHASE ORDER (PAGE 171)
instructions.
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Service and Maintenance Job
Process

TAKING A PHONE CALL FOR MAINTENANCE, REPAIR OR FILTER

When taking a telephone call for maintenance or repair jobs, there are several pieces of

information that should be entered or selected in the system.
1. Press F12 and then Insert
2. Choose the Repair or the appropriate reason from the REASON drop down list

3. Search for or add the customer following the instructions in THE PHONE CALL
PROCESS instructions

4. Press Page Down to open the Service portion of the CALL TAKING form.

Select the Job/Call type from the TypPE dropdown list.

Job/Call tupes
JobClazs

ACLE.  AC Leaking Sermvice
ACSTURAC Start Up Service
ADDREF Add Freon Service
BMWw  Blower Mot Working Sermvice
DCs Duct Cleaning Service Sermvice
FT Filker Replacement Service
FURMES  Fumes/0Odar caming from unit Service
HLUIM Humidifier Problem Service
INHUM | Install Humnidifier Service
INSE Install Setback Thermnostat Service
LEAK.  REPAIR LEAK Service
MC Mo Cool Service
MHH Mo Heat Service
Moize coming fram unit

PEHES  Pre-season Checkin SErICE

6. If the job is a Callback from a previous job, select the Callback checkbox and
then select the previous job from the dropdown list.

7. Select the appropriate priority level from the PRIORITY LEVEL drop down list.

If the technician is to perform scheduled maintenance per an existing agreement:

8. Click the L= no wizits attached

button and select the visit to be performed.
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2 Select Visit(s)

VizitType | ProjectedMonth | Projectedy'ear YizitPrice Invoicel D |termt umber

O AC ] 201 0 AC

9. Click OK and then Yes if you wish to change the Job Class to AGREEMENTVISIT.

10. Ask the customer how they will be paying for the service and enter the
information in the PAYMENT METHOD field

11. Press Ctrl+D to access the Directions and Equipment portion of the CALL
TAKING form.

Adding equipment information will help to ensure proper assignment of a technician. All
equipment detail, warranty and agreement information is paged to the technician along
with other job information. Any directions entered will be attached to the customer’s
service location record and will be available for future calls.

12. Enter EQUIPMENT TYPE and approximate AGE if known in the appropriate fields.

| | (Get

: : (Chs

Eg Type |I:arr|er 3.5 Tan AC Unit ﬂ therd
Eqége |75 (=1
' armanty | (Car

ﬂ
Agreement | ﬂ

Located near the corner of Main Street and Maorth Forest Avenue.

Note: Equipment and Equipment Age will NOT be attached to the customer for future use! The
technician should return accurate model number and serial number information. Once a
permanent equipment record is created, it can be selected from the Eq Type field dropdown list.

13. If there are applicable warranties or the customer has an agreement, select them
from the appropriate drop down list.
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14. Press the Escape key on the keyboard to return to the Service portion of the CALL
TAKING form.

15. Schedule the call as outlined in the Scheduling and Assign through the Call
Center ( page 56) section.

16. Press Escape and then Enter to Post the phone call.
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Schedule and Assign through the Call Center

Once you have entered the appropriate job related information in the Call Taking form
you can press Ctrl+C on the keyboard to schedule the call using the Call Center. The Call
will be placed in the lower left corner of the Call Center in the Browse window or "Call
Clipboard"

1. From the CALL TAKING form, press Ctrl+C to open the CALL CENTER.

2. The call is located on the Call Clipboard at the bottom left of the CALL CENTER
screen.

3. Using the mouse, click and drag the call to the timeline. The call can be placed
directly to a technician or can be placed at the top of the timeline to schedule the
call but not assign it.

24 Call Taking: #113 [new), Mo Cooling

W
M A [v Service [~ Concemn
I [ DOther It's @ GREAT DAY at Success Incorporated, - thisis &

€ Male & Female Training, how may | assistyou?

AL Unit blowing hat air. Q: wWhat do wou Charge?, Yhen can you gethere?

| would be happy to answer thoze questions, | will

need your address and zip code to determine the
|Mary |&mare I_A proper price - as weall as the current availability of 8
| | tech in your area.

(GetInfo - Name, address, phoned#)

|Agreement\-"isit A [ Callback

o (Check Schedule -} Itlooks like | can hawe someone
|AH J £ J I Priority there hetween and . Doesthis sound
09/410/2010
@ Heating Plumbing Caoncerns Other
10: 0044
oA COPM T Ay Location Service & Phonecall History
DREW m Date |T_l,lpe |F‘rog |Emp|oyee|Description ~
08/04/2010 MC CAN Ma Cooling
: : : J 05/13/2010 AC CMP WICK
f* 1] Bill zervice location hd 05/02/2009 AC CMP NICE
[y
" 2] Bil alternate account - 1 wisitz attached | ¥ >
WJ ’— Hao Cooling

| T |

mer [FA)5crpt [FoHiztorm [F171]Review [EsclEnd/Close

Maotes

4. This will return you to the CALL TAKING form and will populate the Date/Time
and Employee fields.

5. Post the call to book the time in the CALL CENTER.
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DISPATCHING AND CALL COMPLETION

1. Open the CALL CENTER and navigate to the date on which the job you will be
dispatching is to be performed.

2. If necessary drag the appointment to the technician at the scheduled date and time.

Confirming the Call with the Customer

3. When the customer is contacted to let them know that the technician is on the
way, right-click on the call and select Call Confirmed. This will place a
checkmark on the call in the dispatch board.

I I I I I I I I I

1 1 1 1 |
Dispakch... Chrl+1 g |

|
| | onsike, . Chrl4+2 |

Completed. . Chrl+3
all Progress. .. Chrl+P
Job surnmary, .. Chrl+Z
Send a page...

Employes time card. .. Chrl4+T

Attentinn

Note: It is recommended that call confirmations are performed by office staff.
First calls for the following day can be confirmed the previous day.

Paging Job Information to a Technician
4. Right click on the call in the CALL CENTER screen and select Send a page...

MH] Hentie, Ms

c| 1
E? Call confirmed

Cnsite, .. Chrl+2
Completed... Chr+3
Call Progress, .. Ckrl+P

Job sumrnary, .. ChH+Z

Send a page...
5. The Comm CENTER screen will appear. Confirm that the correct technician is
selected and click on the Send button to send the page.
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Confirm E|

9P Sent ko trmcguire@successwares 1, com
\_ﬁ

Mark. selected assignments as notified?

6. Click Yes to confirm and mark the assignment as Notified. This will enter a time
in the Notified field of CALL PROGRESS indicating the time the page was sent, but
will not make a time entry on the assigned employee’s timecard.

Marking A Call as Dispatched:
1. Select the call on the CALL CENTER screen.

2. If you wish to enter the system time from your computer as the Dispatched time,
press Ctrl+1. If you do not wish to use the system time from your computer,
manually enter the dispatched time by right clicking on the call and selecting Call
Progress.

In the CALL PROGRESS screen, enter the desired time in the DiSPATCHED field.
4. Click on OK to close CALL PROGRESS

£ Call progress: Job#201137 9527120100 10:30 AM..12:30 PM (schedul... E|[E|E|

201137 201137 09/27/2010 2.00 Howrs J

| Employee |Scheduled  |Matified Dizpatched  |Ongite | Completed |.ﬁ.pprentice | A
DREW 10: 3040 10: 154k

b

Job summary... | Az zcheduled +f OK P Cancel

Note: Either method will mark the call as dispatched on the CALL CENTER. Dispatched
calls are indicated with a “lightning bolt” icon beside the call. Both methods also create
time entries on the employee’s timecard.

Ij:Ek:fl'fljkll—ﬂ Henrig, Ms Lautie
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Marking a Technician as On-Site

1.
2.

Select the call on the CALL CENTER.

If you wish you enter the system time from your computer as the OnSite time,
press Ctrl+2 on your keyboard. If you wish to manually enter a different time,
right click on the call and select CALL PROGRESS to open the CALL PROGRESS

screen and enter the desired time in the Onsite field.

2« Call progress: Job#201137 9/28/2010 10:30 AM..12:30 PM (schedul... [ [B)X]

201137 201137 09/28/2010 2.00 Hours ﬂ
|Em|:u|n:uyee |Scheduled |NDtified |Dispatched |Dnsite |D:um|:u|eteu:| |.-’-'~|:u|:urentice| ~
l,f'}? TIM 10304 11:0BAM 10:1548M 10:354M |
3. Click OK to save the Call Progress

This will mark the call with a stopwatch icon in the CALL CENTER.

Debriefing the Technician at the End of a Job

Once the technician has completed the job they call in to the office to report results of the

appointment. This will include a summary of work performed, and other job related
information.

Removing a Scheduled Maintenance Agreement Visit

If a maintenance agreement was scheduled to be performed on the job and the tech
reports that it was not performed, it can be removed from the job by following.

1.
2.

Select the appointment and press F9 to open the Jos form.
Click the Edit button.
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SCHEDULED |N PROGRESS N
201137
Wﬁ Billing Info | Jaob Info Azzignments... | ,,ﬂjij
oo | 4 [ 2 J
- -
| 20 A O Boaked 2
* | Aszzighed 2
j TIM A
Call: 201137
N | ] 4
[ 2 li 5 -
B | e | J ﬁ
E 9 | 4 T J
[~ Priarity
Perrrits... |Dg/28/2000 [10:308M A CPM O [200Hows | A & s
@ D":!'. Call Frogress... «f Save @ Undo ‘ |

%7 Job: (201137) Henrie~Laurie

Frogress  Status  Schedule for Duration  Type Wigte Feqd Bkd #||Emp  Sched Time  Duration ~

T 103548 200 Haours

09/28/2010 200 Hours MH

3.
4.
5.

Click the Visits button and uncheck the attached agreement visit.
Click OK and then click Save to save the Jos form.
Press Escape to close the job and customer.

Marking the Appointment as Complete

When the technician calls to indicate that they have completed the appointment you will
update the Call Progress accordingly

1.
2.

Select the call on the CALL CENTER.

If you wish you enter the system time from your computer as the Completed time,
press Ctrl+3 on your keyboard. If you wish to manually enter a different time,
right click on the call and select CALL PROGRESS to open the CALL PROGRESS
screen and enter the desired time in the Completed field.

2+ Call progress: Job#201137 94282010 10:30 AM..12:30 PM (schedul... [ZI[EI[‘S_TI

201137 201137 n9/28/2010 200 Hours ﬂ
|Em|:u|n:uyee |Scheduled |NDtified |Dispatched |Dnsite |D:um|:u|eteu:| |.-’-'~|:u|:urentice| ~
l,f‘}? TIM 10304 11:0BAM 101548 10:354M |

Before closing the CALL PROGRESS window the dispatcher will record Job
Summary information. For instruction on completing Job Summary refer to the
SERVICE AND MAINTENANCE JOB PROCESS- RECORDING THE THE JOB
SUMMARY (DEBRIEF) section. (page 62)

Once the JoB SUMMARY form has been completed and you have returned to the
CALL ProGRESs window click the OK button.
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5. You will be asked Is THE CALL CoMPLETE? If you are not planning to record
additional timecard entries against this appointment ON THIS DAY, click Yes. If
you know you will need to return a technician to the job today, answer No.

The call will be marked with an open folder icon to indicate that the job is complete but
that the invoice has not been entered.
Adding a New Appointment to Job

When a Job is unable to be completed during the first appointment, two pieces of
information should be entered in Successware. A new appointment (call) will need to be
created and the Job Status should be changed to indicate why the Job was not finished.
(e.g. Holding for Parts)

1. Right-click on the appointment in the Call Center and select Add call.

Attentian...

Scheduling Assistant.. Ctrl+5 —— 1 |

H Add call for Wext day
II Reschedule Ll = Er‘u:*':z;e Clrl+C
[ ]| UnSEhEdUlE } _——_

2. Select Browse and the call will be moved to the Call Clipboard. While the call in
on the Call Clipboard, you can navigate to a different date then drag the call to the
time and desired technician.

Next, you will update the Job status to indicate why the job was not complete.
3. Select the appointment and press the F9 key to open the JoB FORM.
4. Click the Edit button.

5. Use the drop down list for the JoB STATUS field(in the upper left) and in the CALL
STATUS (in the lower right) to indicate the status of the job that best identifies
why you added an extra appointment to the job and then click Save.

Call5ta esc

Azsigned to Tech
Ch Completed

| DS Dizpatched

| EM Emergency Call

R —
— Na Mot Assigned
I Prio ypy Mot Nane

RESCHEDULING CALLS

Calls that have already been scheduled can be rescheduled from the CALL CENTER. A call
can only be rescheduled if it does not have timecard entries (Call Progress) recorded
against it. Once Call Progress has been recorded against a job, Calls associated with the
job can only be Continued (have an appointment added).

Rescheduling from the Call Center
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1. Right-click on the call in the CALL CENTER and select Reschedule.

Scheduling Assistant...  Cirl+5
Add call
Reschedule
Unschedule
LInassion el

2. Select Browse and the call will be moved to the Call Clipboard. While the call in
on the Call Clipboard, you can navigate to a different date then drag the call to the
time and desired technician.

Note: If the appointment has Call Progress recorded, it cannot be rescheduled, but rather,
only continued.

RECORDING THE JOB SUMMARY(DEBRIEF)

The JoB SUMMARY form can be used to debrief your technician as they complete a job.
This information is a key to the proper complete of your company’s Daily Management
Reports (DMR).

The JOB SUMMARY form allows you to enter detail about a job and the technician that
completed the job. This information can be reported daily, before the actual invoicing is
complete. The information that you record includes whether an agreement was sold, leads
generated, total ticket, total collected as well as payment method information.

The Job Summary Form can be Accessed:

e From the CALL CENTER or JOB FORM by right clicking on a call/job and
selecting Job Summary.

e By selecting an appointment and pressing Ctrl+Z from the CALL CENTER
e From the CALL PROGRESS window by clicking the Job Summary button.
¢ Right clicking in an invoice and selecting Job Summary

e Right clicking on a Job in the JoB MANAGER and selecting Job Summary
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Instructions

Inztall Furnace

whork Done

Suggested

1.Job InfoiMates | 2 lhvoice Info

Reparting Job Class HWACIhstalll obs |1|

Callback Callback Job Mumber

ﬁ-ii' Job Surmnmary (Job number 201150 - In Progress) E\@

B Show Me...

3 Oppartunities 4 Tech Credit B Happy Ehﬁ

¥

| Fiece rate wages... || Commissions... ||

Frogress... || Fieceipt for job... Save | ¥ Cancel |

Job Info Tab

This tab includes some general information about the job.

Field

Description

Reporting Job Class

This dropdown is used to classify the job for reporting
purposes.

Callback

Mark this if the job was a callback from a previous job

Callback Job Number

If the job is marked as a callback, select the original job
number that resulted in the callback

Instructions

This field contains the job instructions entered for the job.
These notes can be edited from the Job Summary screen.

Work Done The notes in this field describe the work that was
performed during the job.
Suggested Enter notes in this field if the technician suggests work that

the customer chooses not to have performed.
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Invoice Info tab

The Invoice Info Tab includes invoice information that includes information about the
performance of the job and payment information

-ﬂi' Job Summary (Job number 201150 - In Progress) EI@
4 Show Me...

1 Job Info/Motes 2 lnwvoice Info | 3 0pportuniies | 4 Tech Credit | 5 Happy Check
Ireeaice Mumber 301524 Status Mot Posted

Itveice Total Mo Charge

Agreement Visit Walue Overide Diagnostic Performed

Walue of attached vizits $0.00 ‘warranty Call
Service Charged to dgreement
Contract Maintenance
Service Charged to Warranty
Mon-Contract Maintenance
Yalue of Agreementz Sold and Billed I}s
Total Job Y alue [Total Ticket)
Payment Method Dizcover |:|

Monep Task Count Payrment Reference BO171... 7282

Add On Count Card Mame KRAMER

Add On [EHtI'EI] Armount EHDilatiDn [n’l."l}l] 7 003

Billable Hours Payment duthorization

Amount Collected

| Piece rate wages... | | Commizzions... | | Frogress... | | Receipt for job... Save | ¥ Cancel |
Field Description

Invoice Number

The default invoice number is system generated but can be
changed if needed. Any change made here will be reflected
on the actual invoice also.

Invoice Status

This field displays the current status of the invoice.

Invoice Total

Enter the dollar amount of the invoice.

Agreement Visit Value

Enter the dollar amount of the invoice.

Override

Selecting this will allow you to change the amount in the
Agreement Visit Value field.

Service Charged to
Agreement

Enter the value of the work performed that was charged to
an agreement and not reflected in the invoice total.

Value of Agreements Sold
and Billed

Enter the value of any agreement(s) sold on the job that
was billed and the revenue is being deferred until the visit
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is performed. This amount will be subtracted from the
current

Total Job Value

This is a calculated field that displays the total value of the
job based on the following calculation. Total Job Value =
Invoice Amount + Agreement Visit Value + Service
Charged to Agreement + Service Charged to Warranty -
Value of Agreement Sold and Billed

Money Task Count

Enter the number of repairs performed beyond any
diagnostic.

Add On Amount

Enter the value of any add ons sold.

Billable Hours

Enter the billable hours associated with the job.

Amount Collected

This should be the amount collected by the technician on
the job.

Payment Information

Enter information related to the Payment method used by
the customer. This information will be carried over to the
Payment screen of the Invoice fo

Opportunities Tab
This tab allows entry of information about any opportunity identified during the job.
3? Job Summary (Job number 201150 - In Progress) EI@
B Show Me...

1JobInfa/Mates | 2Invoice Infa 3 Opportunities | 4 Tech Credit | 5 Happy Check

| dugreement Opportunity
Agreement Sold

Included with Install

Type u

Years
Amount

Full Pay
Partial Pay

Opportunity Generated
Lead Job Required

Replacement Opportunity | Extended ‘wamranty O pportunity
Fieplacement Sold Extended Waranty Sold
Amiaunt Years

Amount

Follows Up Motes

Opportunity Code |;|
Generated By |;|
Follow Up Date E
Matified
Fiece rate wages... | | Commigziong... | | Frogress... | | Receipt for job... Save ¥ Cancel
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Field

Description

Agreement Opportunity

This checkbox will be selected if the customer does not
have an existing agreement

Agreement Sold

Select this checkbox if an agreement was sold with the job

Included with Install

Select this if an agreement was included with an
installation job (Agreement Sold must be selected)

Replacement
Opportunity

Select this if this customer meets the guidelines for an
equipment replacement

Replacement Sold
(Amount)

Select and enter the value of any replacement sold on the
job

Extended Warranty
Opportunity

Select if this customer or job qualifies for an extende
warranty sale

Extended Warranty Sold
(Years, Amount)

Select if extended warranty was sold and enter the amount

Opportunity Generated

Select this check box to indicate that an Opportunity has
been identified

Lead Job Required

If a sales opportunity was generated while on the job
checkmark this option and identify the lead generating
technician.

Opportunity Code

Select code to identify type of opportunity

Follow Up Date

Select or enter date to follow up on opportunity.

Notified

Select to indicate that the customer has been notified of the
opportunity and is expecting a contact.

Tech Credit

This tab allows you to identify sales opportunities that were presented by a technician.
Multiple opportunities and multiple technicians can be entered on this screen. You are not
limited to only the technician assigned to the original job. The information entered on this
tab is available in KPI reports by job.
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-ﬁ\ Job Summary (Jeb number 201150 - In Progress) EI@

24 Show Me...

1 Job Info/Motes 2 Invoice Info 3 Opportunities 4 Tech Credit | 5 Happy Check

Technician Reporting Sale Source Opportunity Quoted  Opportunity Sold Sale Amount -
» [
Add Techs (from Job)
[ Piece rate wages... l l Commizsions... l [ Progress... ] [ Receipt for job... ] Save

Multiple technicians can be added to indicate opportunities identified and to give credit
for sales. To add the technician(s) from the job, simply Click the Add Techs (from Job)
button. Additional Technicians can be added by pressing the Insert button on your
keyboard.

1. Select the TECHNICIAN who identified the sale opportunity. (Required field)
2. Select the REPORTING SALES SOURCE from the list of options.

3. Check the OpPORTUNITY QUOTED option to indicate that a quote was given.
4

Check the OPPORTUNITY SOLD option to indicate that the opportunity resulted in a
sale.

5. Enter the SALE AMOUNT if sold.

1Joblnfo | 2Notes | 3lnvoicelnfo | 4 Opportunities ‘]5Tech Credit | 6Happy Check

Technician Reporting Sale Source Opportunity Quoted  Opportunity Sold ~ Sale Amount
»BER | | | syesa

Happy Check

This tab is used to indicate that a follow up call was made to a customer and to record the
results of this call.
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f'T, Job Summary (Job number 201157 - In Progress) = [=]
1doblnfa | 2Motes | 3lnvoice Info | 4 Opportunities | 5 Tech Credit | | 6 Happy Check
[~ Did Happy Check Diate =
By A
Happy Check Motes
| Piece rate wages... || Commissions. .. | | Progress... | | Receipt for job... | | «f Save !l ¥ Cancel |
Field Description

Did Happy Check

Select this checkbox to indicate that a happy check call was
made.

Date Select the date the happy check call was made
By Select the employee who made the happy check call
Happy Check Notes Record any notes or comments from the customer that were

made during the happy check call.

Adding an Opportunity from the Job Summary Screen

Opportunities for additional sales may often be identified during the performance of a
customer job. When such an opportunity occurs, the information and need for follow up
can be entered during the technician debrief, directly on the JOB SUMMARY screen.
Opportunities recorded in the Job Summary will show up in the CUSTOMER OPPORTUNITY
PROFILE and in the OPPORTUNITY MANAGER. (see page 99)
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| Opportunity Generated Fallow Up Motes
Lead Job Required

Opportunity Code OLDEQ |:|
Generated By TIk
Follow Up Date  02/08/2017 (]

&)

1. On the JoB SUMMARY screen for any existing job, select the OPPORTUNITIES TAB
and select Opportunity Generated check box to indicate that an Opportunity has
been identified.

3. Choose the OpPORTUNITY CODE to select the type of Opportunity that exists. As
with any drop down, it can be modified by first pressing Ctrl+Enter.

4. A date to follow up on the Opportunity can be entered in the FoLLow Up DATE
field if desired.

Check the NOTIFIED box if customer has been notified of the Opportunity.
Enter any FoLLow Up NOTES as desired.

7. Checkmark LEAD GENERATED if the Opportunity requires that a sales job be
generated.

Note: If you check LEAD GENERATED, the opportunity will be marked as LEAD
REQUIRED. You can use this indicator in the OPPORTUNITY MANAGER to list and then
create the related sales jobs. This process helps to ensure you don’t forget to create
the sales jobs for any LEADS GENERATED.

8. Click Save to close the JoB SUMMARY screen. The Opportunity created will be
visible in the OPPORTUNITY MANAGER and in the CUSTOMER OPPORTUNITY
PROFILE only after the job is marked as COMPLETE.

INVOICE TRACKING

The Invoice Tracking tool in SuccessWare®21 gives you to track the pre-printed invoices
that you give to your technicians. This will allow you to ensure that the invoices that you
distribute to your technicians are used in relation to a valid sale, or are returned to the
company.

A range of invoices (by Invoice Number) can be deployed to your technicians through the
INVOICE TRACKING MANAGER. Once a range of invoices is deployed or assigned to a
technician the invoice can be:
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Reconciled- This means that an invoice associated with a job in
SuccessWare®21 has had its invoice number modified to match the series
and number of one of the deployed invoice for the technician. Once that
invoice is posted, the Invoice Tracking Manager will automatically check
posted invoices for each primary technician to see if any of those invoices
correspond to an invoice number that has been deployed to the technician.
All matched invoice numbers found will be marked as “reconciled" in the
Invoice Tracking Manager.

Returned- This means that an invoice that has been deployed to a
technician has been returned without being used. This could be because
the invoice was damaged. This option could also be used if a technician is
forced to use multiple preprinted invoices in the field for a single job
because the information recorded at the job would not fit on a single
invoice. In that case, the second invoice could be marked as returned with
notes indicating that it was used as a second invoice for a job.

Missing- An invoice can be marked as missing if it is not returned from
the technician or reconciled to a posted invoice. When an invoice number
is marked as "missing™ notes can be recorded related to the missing
invoice.

Once an invoice number has been reconciled, returned or marked as missing, the
invoice item will be marked as "Closed".

Reports can then be created to view the status of invoices that have been assigned to your
technicians.

Invoice Tracking Manager

The INVOICE TRACKING MANAGER Will be used to deploy, update the status and report on
invoices that have been assigned to your technicians.

The INVOICE TRACKING MANAGER can be opened by:

Opening the Main Menu , selecting Management and then selecting
Invoice Tracking.

Right clicking in the background of the INVOICE MANAGER and selecting
Invoice Tracking.
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24 Invoice Tracking Manager

HISTORY

Series From Invoiceft Tolnvoicet  Employee
] | | |

Invoice No. |Deployed To | Status Date Deployed |Deployed By|Job No. Primary Tech. |Job Status |Invoice Date |Iny &
441203 TIM Deployed |11/21/2006 p
| A1204 TIM Deployed 11/21/2006 p
| |A1205 TIM Deployed 11/21/2006 p
| |AT208 TIM Deployed 11/21/2006 p
| A1207 TIM Deployed 11/21/2008 p
| |A1208 TIM Deployed 11/21/2006 p
| |A1208 TIM Deployed 11/21/2006 p
| |A1210 DREW Deplayed 11/21/2008 p
| |A1211 DREW Deployed 11/21/2006 p
| |AM1212 DREW Deployed 11/21/2006 p =
|_|A1213 DREW Deployed 11/21/2008 p
| |A1214 DREW Deployed 11/21/2006 p
| |A1215 DREW Deployed 11/21/2006 p
| |A1218 DREW Deployed 11/21/2008 p
| |A1217 DREW Deployed 11/21/2006 p
| |A1218 DREW Deployed 11/21/2006 p
| |AM1218 DREW Deployed 11/21/2008 p

Invoice Tracking Manager Views

Outstanding

This is the default view in the INVOICE TRACKING MANAGER. This view will list all of the
currently deployed invoices along with who they are deployed to, the deployment date
and other information. Only invoice numbers that have not been marked as Closed will
appear in the Outstanding view.

You can filter the Outstanding view by deployed invoice range and/or technician using
the Outstanding view filters.

Series From Invoicet Tolnvoice  Employee

) I I <l

History

The History is used to display invoices based upon their status. This view can be used to

find invoices that have been deployed as in the Outstanding view, but can also be used to
find reconciled, missing and returned invoices as well.

To search for invoices, enter the range of invoice numbers, date range (choose whether to
apply the date based upon the date deployed or closed) and/or the Employee the invoices
were assigned to in the History View Filters.

Series From Invoicet Tolnvoicet  From Thru Apply to... | Employee

{* Date Deployed
| l | @ [Zas @ | - st .
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By default all invoices that meet your specified criteria will be displayed. You can limit
your results by selecting the appropriate filter.

DEPLOYED RECONCILED RETURNED MISSING CONCELLED E

Not Tracked

The Not Tracked view allows you to view invoice numbers that have been manually
changed on posted Accounts Receivable invoices that do not correspond to an invoice
number that has been entered and deployed through the INVOICE TRACKING MANAGER.

Not Tracked invoices can be searched for by invoice date range, series range and/or
employee.

Series From Invoicef Tolnvoice  From Date Thru Date Employee
| | 1271272006 121372006 | 7]

Printing From the Invoice Tracking Manager

Once you have displayed a list of Invoice Tracking Items in the Invoice Tracking
Manager, you can print the results as a report.

To do so, right click in the grid of results that you wish to print and select Report (or
press Ctrl+P).

In the Print options window, select the columns you wish to print as well as your sorting
and grouping options.

Tracking Invoices

The process of tracking the invoice numbers that you assign to your technicians involves
assigning a range of invoices (deploying) and then changing the SuccessWare®21
assigned invoice number to match one assigned to technician before the invoice is posted.

The Invoice Numbers that you assign to your technicians will consist of two parts, a
series and a number. The series will be a single letter, the number will match the invoice
numbers deployed to your techs.

Note: The Invoice Tracking system is only designed to help manage standard job
invoices. The Invoice Tracking system does not support preprinted invoice numbers used
for sales quotes or other types of invoices - i.e. project invoices, counter sale invoices, or
agreement billings. Only deploy invoices meant for use on standard jobs.

Deploying Invoices

Invoices are deployed to your technicians in the Outstanding view of the INVOICE
TRACKING MANAGER.

1. Right click in the grid and select Deploy or press the Insert key on the keyboard
2. Enter the letter you wish to use to represent the series in the SERIES field

3. Enter the range of invoice numbers that you are assigning to your technician in
the FRom and To fields
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4. Choose the EMPLOYEE to whom you are assigning the invoice numbers

5. Be sure that the Deployed status is selected

3¢ Change Status

EBX

~Invoice Range
Series From To
&~ [1220 [122
Employee INlCK |
[~Status-
‘¢ Deployed " Missing
" Returned " Cancelled
«f 0K X Cancel
6. Click OK

7. Click Yes to confirm deployment of the listed invoice numbers

8. Click OK to confirm creation of deployed invoice numbers

UTSTANDING HISTORY NOT TRACKED
Series From Invoicet Tolnvoicet  Employee
il I [ —
Invoice No |Deployed To|Status Deplay Date |Deployed By|Job No Primary Tech|Progress  |Invoice Date| Type S:A
4 41220 NICK Deployed  [12/18/2006 |Tim
| |At221 NICK Deployed  12/18/2006 Tim
| |A1222 NICK Deployed  12/18/2006 Tim
| |A1223 NICK Deployed  12/18/2006 Tim
| |A1224 NICK Deployed ~ 12/18/2006 Tim
| |A1225 NICK Deployed  12/18/2006 Tim
| |A1226 NICK Deployed  12/18/2006 Tim
| |A1227 NICK Deployed  12/18/2006 Tim
| |A1228 NICK Deployed  12/18/2006 Tim
| |A1229 NICK Deployed  12/18/2006 Tim

Changing the Invoice Number

When a technician uses one of the invoices you have deployed on a job, the invoice
number of the invoice associated with that job in SuccessWare®21 will need to be
changed to match the deployed invoice number.

The Invoice Number can be changed either on the invoice form itself or from the Job
Summary form associated with the job. The invoice number must be changed before the

invoice is posted.
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Closing Invoices in the Invoice Tracker

Once an invoice number has been deployed to a technician, it must be closed. An invoice
number will be considered closed if it is reconciled, returned or marked missing or
cancelled.

Reconciling Invoices

Each time the Invoice Tracking Manager is opened, SuccessWare®21 searches posted
AR Invoices looking for matches with invoice numbers that have been deployed to
technicians. When a match is found for a deployed numbers that are found to match the
Series and Number on a posted invoices and the primary technician on the job matches
the employee to which the invoice number was deployed, the deployed number will
automatically marked as Reconciled in the Invoice Tracking Manager.

Returning or Marking an Invoice as Missing

If an invoice number is not used by a technician, it still must be accounted for within the
Invoice Tracking Manager. This can be done by marking the invoice number as Returned
or indicating that the invoice associated with the number is missing. If you plan to re-
deploy an invoice number that has been marked as returned, it must also be cancelled.

1. From the INvOICE TRACKING MANAGER display the invoice that you wish to mark
as returned or missing

2. Right click on the invoice and select Returned (Ctrl+R) or Missing (Ctrl+M)

3. If you wish to return or mark as missing a range of Invoice numbers, modify the
FROM and To range.

4. Inthe COMMENTS area, enter a note describing why the invoices are being

returned or marked missing.
EEX

2 Change Status

Invoice Range

Series From To

& [1220 [1220

Employee |N|CK |
Status

¢~ Deployed * Missing

" Returned " Cancelled
Comment

Invoice was destroyed by spllled coffee]

« 0K

X Cancel

5. Click OK
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6. Click Yes to confirm status change
7. Click OK

Note: If a second invoice is used in the field for a job for which only a single invoice
needs to be entered in SuccessWare®21 (For Example if a tech had more information to
write than would fit on a single invoice), You can mark the second invoice used as
returned and indicate in the Returned notes that it was used as a continuation for the
other invoice.

Canceling an Invoice Tracking Item

Sometimes it may be necessary to cancel an invoice tracking item. If an invoice number
has been deployed mistakenly or if an invoice number that has been marked as returned is
to be deployed again, the original item must be cancelled. Re-deployment of such and
invoice would also require first canceling the initial 'Returned’ item.

1. To cancel an item right click on the invoice item and choose Cancel.

2. If you wish to cancel a range of Invoice numbers, modify the FRoM and To range
accordingly.

3. Enter a COMMENT as to why the invoice number(s) are being cancelled.

2 Change Status Q@@

Invoice Range
Series From To

[ [1220 11220

Employee INICK

|«

Status
" Deployed " Missing
" Returned ¢ Cancelled
Comment

Invoice needs to be redepTyed

«f 0K X Cancel
4. Click OK
5. Click Yes to confirm status change
6. Click OK
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INVOICING A REPAIR CALL

Once a job is complete, it will need to have its invoice recorded in SuccessWare®21.
1. Open the Invoice from any screen where the job is select, by pressing F10.

2. If the invoice number has not been updated to reflect the number that the
technician used on the job, make the change now.

3. Enter the invoice date in the INv DATE field. This should be the date that the job
was completed.

4. Change the billing account, if necessary, by clicking on the drop-down arrow in
the BILLING AccT field.

5. Modify the SALESPERSON if necessary.

6. If the invoice is for a job that only involved the performance of an agreement
visit, skip to step 14.

7. Press Insert, or right-click in the detail area, and select New Item, to add a line
item to the invoice.

Cd  -| Ewp | _chgR | owgs | oww | o :
0 |Code Oty [Desciipbon [Dept [UntPrce  [TX|TotaSale  |DscfateDiscount |Chel 4]
Q;Rclicmp B Replace compressor 2 $214.91 "NCl 2149 $21491 R

8. Select the specific task, or other item, from the PriceBook. If necessary, perform
a PriceBook item search following the instructions in the CUSTOMER AND
DISPATCH ESSENTIALS- SEARCHING FOR PRICEBOOK ITEMS section. (page 46)

9. The description, price, department (if set) and tax fields will be populated
automatically. If you want to make a change to any of the fields, Tab to the field
and type your change.

10. Identify the quantity of the item you sold.

11. Place an X in the Dsc column if the item is discountable. The AFTERDISCOUNT
column will reflect the discounted price if the discount has been set up prior to
entering items. If the discount is set up after the items, the AFTERDISCOUNT
column will recalculate for discountable items.

12. When entering an item in the pricing grid, press Enter to accept the item or Esc
to cancel the data entry for that line. Once an item has been saved, you can
highlight the item and press Enter to make changes. When complete, press
Enter again to save the changes.

Modifying the Item Type of an Invoice Item

For the purpose of running the Job and Invoice Scorecard reports, SuccessWare®21
allows you to identify a Line Type for each of the line items that appear on your invoices.
These Item Types will allow the scoreboard reports to determine how to best evaluate
these line items for placement in the report.
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Modify the ITEM TYPE of a line item, right click and point to Line Type to make the
change after you have saved the item.

Line Type Description

Diagnostic Diagnostic identifies an item as work being
performed to diagnose a problem. The line item
may or may not be billed for

Tasks can be set up as Diagnostic in the
PriceBook so that the invoice line item is
automatically set to Diagnostic when the task is
used on an invoice.

Money Money items are revenue generating line items
with the exception of lines marked as
Diagnostics. Money items include task(s)
performed based upon the problem diagnosis,
plus any Add On tasks.

By default any item charged to receivables (R)
with a price greater than zero will be a Money
item.

Add On Item(s) sold in addition to those resolving the
original diagnosed problem can be marked as
Add Ons

Items marked as Add On will also be
automatically marked as Money items as well..

Adding an Agreement Visit to the Invoice

If there was an agreement visit performed on the job, click on the Visit button and
then checkmark the visit(s) that was performed and then click OK.

| Wizt Type | hd anth 'ear YizitPrice EstimatedHours | [nwvoicelD | "v"isitlnv...| ItemN|
O AC 4 2011 1] 2 Falze AC

4 {11 I

+ 0K | x Eancell
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Emploves Pay Baze |IERI

If the employee performing the repair is a piecerate employee, select each item on
the invoice and press Ctrl+B. Use this form to update the amount of the piecerate
earning the technician will receive for performing the task. Press Enter to close.

Call - Equip |

Associating Equipment with Repairs on the Invoice

1.

If there is equipment at the customer’s location that has been identified by the
technician that is not already listed in the customer’s equipment list, add the
equipment following the directions in the CUSTOMER AND DISPATCH
ESSENTIALS- ADDING NEW EQUIPMENT TO A SERVICE LOCATION instructions.

(page 49)
Highlight the first repair on the invoice and then click the Equip button.

Checkmark the piece or pieces of equipment that was repaired and click OK. Do
this for each repair on the invoice.

Recording the Sale or Renewal of an Agreement on a Job

1.

If an agreement has been sold, or an existing agreement renewed during the
performance of the job, click the Agreement button and select either New
Agreement or Renew Agreement. Refer to the NEw AGREEMENTS Or RENEWING
AGREEMENT instructions for further guidance.
" NOSERY P/L '
kargin
' - Agreements... ™ Wigits. .

':E_Im MNew Ag ree&ent

—— Renew agregment...

If a new agreement was sold and the first visit was performed at the time of
service, after you have added the agreement, click the Visits button and select the
visit that was performed to add it to the invoice.

Job Costing the Invoice

1.

Right click on the first actual repair on the invoice (not on the diagnostic/trip
charge if one is present) and select Add Timecard Labor.

Select each of the listed timecard entries and click OK

If the employee is paid via piecerate, select all but one of the entries, press Enter.
Change the ToTAL CosT to 0, and then press Enter to save.

Highlight the remain timecard entry and press Enter to edit

Update to the ToTAL CosT to equal the total of the piecerate earnings due to the
employee for performance of the tasks on this job.
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6. Click on the PARTS button in the middle of the costing window.

‘ -

> |% Barts % Latn

953042010 REPAIR

10.
11.
12.

If you have other costs associated with the job, such as commissions click the
Misc button in the middle of the costing window.

Press Insert and add these items using their item number as identified in the
PriceBook

Press Esc to close the costing window
If you are ready to post the invoice to the General Ledger, click Post.
Press F9, right click in the background of the JoB form and select FINALIZE.

If you are responsible for recording the payments received at the time of service,
press F4 to open the customer’s BILLING ACCOUNT HISTORY screen. Record the
payment following the instruction since ACCOUNTS RECEIVABLE- APPLYING
PAYMENTS TO A CUSTOMER ACCOUNT instructions. (page 135)
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Sales Job and Installation Job
Process

TAKING A PHONE CALL FOR AN ESTIMATE (CSR)

The only difference between booking a Service Job (Repair, Install, Maintenance etc.)
and a Sales Job (Giving and estimate to a customer) is the Job Class that is selected when
creating the Job. Sales Jobs are created when a Job Class is selected which has been
marked as "IsSaleEst".

A Call Reason associated with the Sales Job Class (Customer Needs Estimate for
example) will automatically select both the Service and Sales Call checkboxes in the
Phone Call Type area of the form. Sales Call will be selected, but not editable, as it only
appears when a Sales Job Class is chosen.

2 Call Taking: #114 (new), Needs Estimate

Qo:0e

[ Concemn

[EST
[ Other

. [w Service
-
(" Male © Female

[
| iy

1. First, as with any telephone call, press F12 to open the CALL TAKING form and
then press Insert on the keyboard to start a new call.

2. Choose a Reason code from the drop down list that indicates the customer needs

M -

an estimate.
Call Reason Codes
JobT epe|ldo
COMTRA  Conbract Sales N
COUMTR Purchaze/Renew Contract
EST E ztirmate Salesz ]
FILTER Filter Only [Mon-Caontract] t
il MAIMT Precizion Tune-Up SchSer E
OTHER Other [Service Mot Offered, Cancel, Perzonal]
:I REFAIR Repair Service Repair -
i 4 I I 3
1

I T T, I

3. Enter all details and capture all customer information exactly the same as any
other telephone call. This is outlined in the CUSTOMER AND DISPATCH
ESSENTIALS- TAKING A PHONE CALL-OVERVIEW section. (page21)
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24 Call Taking: #114 {new), Needs Estimate E”E”‘S__q
CHO STATUS) 30.00

EST J [v Service [ Concem
-

[~ Qther It's a GREAT DAY at Success Incorporated, -thisis A
" Femals Training, how may | assistyou?

Custorner would ke an estimate far a new furmace. O “hat dowaou Charge?, When can wou get here?

lwould be happy to answer those guestions, Lwill

need your address and zip code to determine the
|Hichard R oundtres I_A proper price - as well as the current availability of a
| tech inyour area.

7100 Lean Rid {Get Infa - Name, address, phaned)

| (Check Schedule -} Itlooks like | can have someone
|Clarence [N [14031 there hetween and . Does this sound %
|407-6512 | |NE g Heating Plumbing Concerns Other

| | |NY-EH - Location Service & Phonecall Histony

|Shafl@gmail.com | Date |T_l,lpe |F'rog |Employee|Description -~

L 07A13/2010 PILOT  CMP NICK Flumbing Problem/S ervice =

| A 04/08/2010 AC CHP NICK

| Owner occupied 100079 04/01/2009 AC CHMP DREW v
Lol >

RES - £

liﬂ Plumbing Problem./S ervice

+

["D)Directions_fand_Eq [FaDn)Service [“S)5 JCall_center [FEIC [F9)Script (FE)Histary [F11]Review [EsclEnd/Close

4. Press the Escape key on the keyboard and choose the Hold option.
5. Transfer the telephone call to the Sales Lead Coordinator. (optional)

I
Options

How do you want to end this phone
call:

| " Post
" Post pending
@ Hold
" Abort

W OK X Cancel |

Taking a Phone Call for an Estimate (Sales Lead Coordinator))
Once the telephone call is transferred successfully to the Sales Lead Coordinator:

1. Press F12 to open the CALL TAKING form.
2. Press Insert and select the telephone call that is on hold.

2 Call Taking: =<no call=

k Service

I
3. Press Page Down to open the Service portion of the CALL TAKING form.
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4. Select the appropriate JOB/CALL type to indicate what type of estimate will be

given.

SERVICE

Class [Sales J I Callback (Check Sche

thara lhoh [=1=]

alet

e I

Type Jobd/Call Types
D ate I JobT ppe||Dezcription JobClazs
[ | ESHVACESTIMATEHVAC S ales
ESIA0  ESTIMATE-AQ Sales
SIRIRVES - Eopy (Jh ESTIMATE-PLUMBING 5 ales
Job Mo 5| ESTIMATE- NEW SYSTEM -
& e | - :
o T T o T | T T T

5. Press Ctrl+D to add the customer’s existing equipment information to the call. If
the customer’s location record has previously entered equipment information, it

can be selected from the drop down list.

[aetInto - MName

FLRM, , LEN; MDL:JKL; SN:988, 27 Repairs, Age: 14

EqType |

Eqfge | COMD, , LEM; MDL: JRL; SM: 123, 28 Repairs, Age: 14 i
HWT, , GOM; MOL:HW-759; SH: 12GHWTSS, 14 Repairs, Age: 11

"W arranty |
Standard Equipment.. ..

Agreement | +

L

6. Press Escape to exit the Directions and Eq Info screen and return to the Service

portion of the CALL TAKING form.

7. A call for an estimate is scheduled in SuccessWare®21the same as any other.

Press Ctrl+C to open the CALL CENTER screen.

8. Navigate to the appropriate date and then drag and drop the call to the Comfort
Advisor you wish to assign at the time you wish to schedule. If you do not know
which comfort advisor you will be sending, drop the call in the Unassigned area at

the top of the Dispatch board.

9. Press Esc and Post the call to complete the phone call.

DISPATCHING AND COMPLETING A SALES CALL

Once a sales call has been scheduled and assigned to the appropriate salesperson, the next

step in the process is to send the salesperson out on the call.

1. Access the CALL CENTER by clicking the Call Center

pa

icon on the toolbar.

2. After contacting the customer to let them know that the salesperson is on the way,
mark the call as confirmed by right-clicking on the call and selecting Call

Confirmed from the menu.
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- 1
| | Dispatch... Chrl+1
Onsite. .. Chrl+2
| | Coranlabad el

This will mark the call as confirmed and place a blue check mark beside the call
in the CALL CENTER.

H(EF‘JR) R-:-Lindtree.i Richarln:l

3. Next, page the job information to the salesperson by right-clicking on the call and
selecting Send a page...

ﬁy Call confirmed

Dispakch. .. Chrl+1
Onsike, .. Chrl+z
Cormpleted. . Chrl+3
Call Progress. .. Ckrl+P

Job surmary. . Ctrl+2

Eramloniss birns moed

4. Inthe Comm CENTER window, confirm that the salesperson assigned to the call is
checked and click the Send button.

Comm, Center rz|

Subject
201136

Message Length=185
Richard Roundiree 7100 Leon Rd Clarence 14031 407-B512
EFUR NE 201136 9/3/2010 7/13/2010 WICK 2/2/2008

RICK. 14 First house after Clarence Town Park. 9/9/2010

Pagable Employees 33255 P

BRAMDI~tucasEuccesswared]. com

TIM~tmeguire@successware2]. com

v Cloze After Send (5 Reset ﬂ Configure. .. ﬁ Send | [| Close |

5. Mark the call as Dispatched by pressing Ctrl+1. This will enter the current time
in the Dispatch field of CALL PROGRESS. You can also right click on the estimate
job and select Call Progress and then type the time the salesperson left for the job

in the DiSPATCHED field. This will mark the call with a lightning bolt in the CALL
CENTER.
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1)

When the salesperson notifies that he is at the customer’s location, mark the call
as On-Site by pressing Ctrl+2. This will enter the current time in the Onsite field
of CALL PROGRESS. You can also right click on the estimate job and select Call
Progress and then type the time the salesperson arrived at the customer’s home in
the DisSPATCHED field. This will mark the call with a clock face in the CALL
CENTER.

Call progress: Job#201136 9/10/2010 12:30 PM..2:30 PM (scheduled) [= |[B)X]

201136 201136 031042010 2.00 Hours ﬂ

|Em|:u|u:|_l,lee |5cheduled M atified Digpatched  [Ongite |E|:|m|:|leteu:| |.i'-.|:||:urenti|:e| -~

;ﬁ’ RICK 12:30PM 12:45PM 1:00PH |

v

Job zurmmary. .. | Az zcheduled + OK W Cancel

Enter the time that the call was completed by selecting the call and pressing
Ctrl+3. This will enter the current time in the Completed field of CALL
PROGRESS. You can also right click on the estimate job, select Call Progress and
then type the time the salesperson completed the job in the CompLETED field. This
will mark the call with an open folder in the CALL CENTER.

The Sales Process will be completed by the Sales Lead Coordinator.

Completing a Sales Call

Once you have booked and run the sales call you will need to record the Sales Quote as
well as the Sales Tracking information. This Sales Tracking information is recorded by
choosing the Job Summary option on a Sales Job and along with the quote will serve as
the basis for the Sales Tracking report.

1.

Highlight the Sales Job for which you need to record the Sales Quote and press
F10 to open the quote.

Fill in the quote following the same instructions as identified in the SERVICE AND
MAINTENANCE JOB PROCESS- INVOICING A REPAIR CALL instructions. (page
76) Update the UNIT PRICE to reflect what was quoted to the customer on the
proposal.

3. At the end of the quote entry click Lock

Open the QUOTE SUMMARY by right clicking in the lower left corner of the quote
form and selecting Job Summary.
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24 Quote Summary (Job number 201136 - Completed)

Sales Tracking Information [ Continued? [ RICK.
[DA0s2010 |RICK] J [ [
[~ Sold?
[ SN:988, 27 Repais, Age: 14 J | J |
-
| oI ol 4
Quoted Job
| oI P
Lead Hotez | Follaw Up Fullows Up Histom
Customer would like an estimate for a new fumnace,
[~ Did Happy Check
4
Create Mew Job | Frogress... | | ¥ Cancel |

In the UNIT/EQ field choose the unit type that was quoted to the customer from
the drop down list.

[OS7TO7 20Ty JETCT |

| Standard Equipment

UnitTyp
| BOILE | Gas Boier i
BOILD | 0i Boier

CHL Chiller

coiL AL Coil

COMP | Compressor
Lear COMD  Condensor
—— DWW Direct Vent Wall Fumace ——
LUt | SRUIG Ful Electrisal Svo Uprads

FLFURM | Floor Furnace

FURM  Haot Air Funace

FURMHU Forced Air Furnace w/Hurnidifie |

GRWFUR Gravity Funmace

HEATAL | Heating and AC System

HEFURN(High Efficiency Furnace
[~ [HP Heat Pump k

HI k4 Humidifier

In the TyPE field, select the type of unit that was quoted to the customer.
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BRYST Bry Standard

DL Deluxe
PR Prermium
-
EEET R
Follow Uy £ »

7. Press Tab to move to the Status field. Select the Sale Status from the drop down
list.

Sale Status

StatusType||Statush esc
Mat Quated
Guao Quated 3

i 7 SR Lomllmuas | U Lmllmuaa | lm Ldambmeis

At this time go to the IF THE JOB DID NOT SELL or IF THE CUSTOMER HAS DECIDED TO GO
FORWARD WITH THE PURCHASE section to continue.

If the Job did not Sell

1. Press Tab to move to the Result field and select DiD NOT SELL from the drop
down list

=l

Sale Result

ResultType|(ResullDesc

DNS Did Mot Sell
I A PEND  Pending

5LD Sold v
Follow, 8

ik e an estirmate for & new Brnace

2. Tab to the REASON FOR NO SALE field and select the reason that the job did not
sell.

3. Click in the WoRrkK SUGGESTED field and record a description of what was offered
to the customer.

4. If there is an opportunity to follow up and possibly close the sale at a later date,
click on the Follow Up button.

5. Select the Lead Follow up Opportunity code if there is not already a code listed.
6. Enter a date on which you would like to follow up with the customer
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7. Enter notes in the NOTES field giving information about the lead to the person
who will be performing the follow up.

|Replacemer J [INPK/R J [21 J 201129 Scheduled $0.00

Lead Notes | Follow Up | Follow Up History

IFULLDWUF A Call and check with customer to see if they have made a decision regarding the quote we

provided|
|US!'2?!20‘| 0

Offered to replace her existing system with a 40k 90% HE fumace, bryant 3 ton AC unit and an Apiildire Model 600
humidifier. Price includes removal of all old equipment.

»

[ ]

8. If there is no need to follow up with the customer, click on the Follow Up button
and checkmark DoN’T FoLLow Up

9. Close the QUOTE SUMMARY

10. If you know at this time that this is a No Sale, press F9 to open the JoB Form.
11. Right click and select Close Job

12. Right click again and select Finalize

If the Customer has decided to go forward with the purchase
1. Press Tab to move to the Result field and select SoLD from the drop down list

Result

o |

FINPEN  Financing Pending Job

I A LOTC Lack of Commitment
' NS Did Not Sale

L8 SOLD

o | >

2. Click in the WoRK SUGGESTED field and identify what was offered to the
customer.

3. Checkmark the SoLD checkbox, mark the DATE of the sale and the AMOUNT of the
sale
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TmeT

301473 | $5582.00

v Sold?

07/21/2009 | $5582.00

[~ Credit Reject ?

If the job was sold, but the customer could not secure financing, mark the CREDIT
REeJECT? checkbox and then close the quote summary

Continue to follow the directions in the SALES AND INSTALLATION JOB
PROCESS-CREATING AN INSTALL JOB FROM AN ESTIMATE instructions.

Creating an Install Job from an Estimate

1.
2.
3.

10.

If you are already in the SALES SUMMARY form skip to step 5
Select the customer for whom you are creating the installation.

If there is an estimate job that resulted in this installation job press F5 to open the
customer’s Job History.

Select the estimate job and press Ctrl+Z to open the SALES SUMMARY form.

In the center portion of the SALES SUMMARY form select the appropriate JoB
CLaAss, JoB TYPE and DEPARTMENT for the install Job you are creating.

Quoted Job
Job Clazs Job Type Dept

install/Frenl | [NGFAC | [T ]

I
sz hlabas | Fallqua 1A | Frllqaa 1 lﬁ}l-lidnru |

Click the Create New Job button.

1Happy Check Date I

In the JoB Form tab through the fields and update or validate the existing job
information as required including the payment method.

Confirm that the LEAD SOURCE and SALESPERSON fields have been filled from the
estimate job.

Click Save at the bottom of the JoB Form

Press F11 to open the JoB INSTRUCTIONS window and add detailed instructions
related to the installation. These can be copied and pasted from the notes you have
recorded in the WORK SUGGESTED area of the QUOTE SUMMARY if you wish.
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11. If a Permit is required click the Permit button and insure that the PERMIT
REQUIRED checkbox is selected. If a Permit is NOT required, be sure the
checkbox is not checked. Follow the instructions in the Recording and Updating a
Permit section to record the permit.

12. If a Deposit was collected for the job, right click in the background of the job and
select Customer Deposit. Record the deposit using the instructions in the
ACCOUNTS RECEIVABLE- RECORDING A CUSTOMER DEPOSIT section. (page
134)

13. Press Ctrl+C to take the appointment to the Browse Window in the CALL
CENTER.

14. Navigate to the day for which you will schedule the install, drag the appointment
either to the specific technician you want to assign to the install at the start time
or, if you aren’t sure which installer will do the job, drag the call to the
Unassigned bar at the top of the screen.

15. Submit the appropriate paperwork for the ordering equipment and materials.

JoB PERMIT SETUP

Permit Tracking

SuccessWare®21 allows you to record permit details for each job, including the stages of
the permit as well as when the work is due to be completed. As the stages of the permits
are completed the permit stages can be updated to indicate the completed status. Reports
will then tell you what stages are running late and are in danger of exceeding the life of
the related job permit. You can use these reports to ensure the work is complete before
the permits expire and avoid unnecessary cost of purchasing additional permits.

Permit Tracking Setup

In order for you to use the Permit tracking function in SuccessWare®21, there are 3
Reference tables that you must populate. These reference tables will contain the values
which you will select from the drop down lists in the Permit form as you are adding
permits to a job.

All three of these Reference Tables can be accessed in the Customer Service volume of
the Reference Library.

Permit Issuing Agency

Modify the PERMIT ISSUING AGENCY reference book and create codes for the different
agencies that will be issuing job permits for you. You will be able to sort and group
reports by this code.
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Permit |ssuing Agency

Permit&gency||PermitigencyDesc

AMHCIT City of Amherst

BUFCIT City of Buffalo X
CLARCIT City of Clarence ®
ERIE Erie County ®

Permit Stage Type

Modify the PERMIT STAGE TYPE reference book to create codes which will represent the
different stages of your permits. Create a code for each standard stage that must be
completed before your permits expire. You will use these permit stages to identify the
required elements of the PERMIT TYPES that you will create. You will be able to track
your jobs/permits by the codes created here.

Permit Stage Type

PermitStageT ype||PermitStageTypeDesc

CC Ceiling Cover

FL Final X

HU Hook Up ®

Rl Rough In ®

RI2 Second Rough In ® (I
TPR Temporary Power Release X

WC Wall Cover X

=

Permit Type

Modify the PERMIT TYPE reference book and create codes for the different types of
permits that you will be tracking. A permit type consists of a code, a description, and a
chosen set of stage types. You will create a permit type to represent each distinct set of
stages. This permit type code will act as a "stage list" template when you are entering
permits. This way, any time a Permit Type is selected it will contain the same stages.

Permit Types are built using the PERMIT TYPE form.
To Add Permit Types:

1. Inthe Customer Service volume of the REFERENCE LIBRARY, double click on the
PERMIT TYPE table

2. Press Ctrl+Enter or right click on the table and select Modify Mode. This will
open the Permit Type form.
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=laix]

{ [ | | P~ I P | + |

Permit Type Code

II [ Active

Description

I

—Stages %

| o] iaddstage |
h Move Up |
& Move Down |

|

: RBemoyve Stage

ﬂ Close |

3. Inthe PERMIT TYPE CODE field enter a code for the permit type you are adding.
The code can be up to 6 characters.

4. Enter a description of the permit type in the DESCRIPTION field.

In the STAGES area of the form, select a Permit Stage from the Stages drop down
list. This list will allow you to choose from the STAGE TYPE reference table.

6. Once you have selected a Stage from the list, click the Add Stage button to add it
to the list of stages which are part of the Permit Type.

7. Continue to add all stage types related to the permit type you are adding. Close
the form when you have added all stages.

—Stages
_*J 3% Add Stage
‘Ev’cc gv }'.'h:v",-'rf' U p
FL
HU ﬁ tMove Down
: Femove Stage

Note: The Move Up and Down buttons can be used to change the listed order of the
stages. The Remove Stage button can be used to remove a stage from the Permit Type.
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Job/Call Types

In addition, any item in the JoB/CALL TYPES table can be modified or created to indicate
that a permit is required to perform that type of job.

Inztall FoofTop Linit
INSB  Install Sethack Themostat | Service 20 1
IMUH | Inztall Unit Heater Installation |21 a

/
When a job is created with a Job Type that has been marked IsPermitRequired, an alert
will appear on the Job form to indicate that a permit is required.

N L i
[ Pricrity

Permit Required... ||:I?.-"3'| 42009 |'I 2:00PH

@ u-".,"_, Call Brogrezs...  Print tork, [

RECORDING AND UPDATING PERMITS

The Permit form allows you to manage one or more permits for a particular job. Use this
form to record new permits and update the status of permits after they have been
recorded.

Prior to recording of a permit in SuccessWare, you will need to physically acquire the
permit. This will give you the permit number which is required when keying the permit.
To access the Permit Form:
e From the JoB FORM- right-click and select Permits or click the
Permitz...

button

e From the CALL CENTER- right-click on an assignment and select “Job
permits...”

e From the JOB MANAGER- right-click on the job and select “Job permits...”

[ Note: Permits for canceled or finalized jobs cannot be modified.
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2¢ Permits for Job No 200903 il o ] 3

1 of 1 permits

Permit No Date |ssued Expiration Date Date Complete i Status

52412125 |09/15/2004 |01/15/2008 | (* Open
(" Complete

Permit Type Issuing Agency Contact (" Expired
lcp _*_I IAMHUT :_I I (" Canceled

# StageType  DueDate DateCompleted Comment

1 WC 03/30/2004

2EE 10/30/2004

3 FL 11/30/2004

4 HU 12/15/2004

«f Save | ¥ Cancel I

Identifying Permits that Need to Be Acquired

When a job is created and requires a permit, the job can be marked as requiring a permit.

This ca
For mo
Section

1.
2.

N oo o &

n be done automatically by indicating that certain Job/Call Types require a permit.
re information on making a Job/Call Type require a permit see the Permit Setup

To manually mark a job as requiring a permit, open the job and then select Edit.
Click the Permit button and checkmark PERMIT REQUIRED

Once jobs have been marked as permit required you can use the Job Permits
report to identify permits that are required but have not yet been recorded.

To run the report, open the Report Gallery and select the Job/Call reports group
Double click on the Job Permits report

Checkmark Permit Required (not yet recorded)

Filter by particular Department or type of job if you wish
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2F |ob Permits

Date Range

Fram D ate

a8l 2

- |o| x|

Thru Date

" Date bazed upar [+ Pemit Bequired [not yet recorded
* Date |zzued
" Expiration Date Job No I A
" Date Completed Job Class I A
—Statu Job Type I A
(O " Expired Deparment I J
" Open " Canceled hd
" Complete S alesperson I A
Frimary Tech I A
Pemit No | Subdivision | ]
Parrait Toma I I
8. Run the report
Sep 29, 2010 (6:08 P DE-USHS "City, St" #xxx Pagel of1
Job Permits
Filtered by = Permit required but not yet recorded,
Permitio Issued Agency Contact Comp Exp Canc DateComplete  Jobho Hame / Address

Type Stages JobType

ExpDate

Permit Required o o o 448147 Sonja John

(not yet recorded) INGFAC 5839 DEERFIELD VLGE DR
Req'd MASON OH 45040

Total Count: 1

Entering New Permits

New permits are entered from the PERMIT form

1. Open the job to which you want to add a permit, right click and select Permit or
click the Permit button. This will open the PERMIT form. You can also open the

PERMIT form from the CALL CENTER or JOB MANGER.

2. Click the New button

Enter the PERMIT NUMBER, the DATE ISSUED and the EXPIRATION DATE

Select the permit type from the PERMIT TYPE drop down list. When you select the
permit type, the stages for that type of permit will automatically complete the

stages grid.

5. Select the ISSUING AGENCY from the drop down list.

6. Enter a contact name in the CONTACT field
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7. In the Stages grid you can enter a DUE DATE for each of the stages. This due date
serves as the basis for reporting related to permits stages. With it
SuccessWare®21 can help you to determine via the Permit Stages report, which
permit stages are in danger of missing their due date.

Note: In the Stages grid you cannot add, delete, or change the stage types of a permit. For
a given permit type, the stages included will be based upon those identified when creating
the permit type in the Permit Type reference book.

8. Once all the appropriate detail has been added, you can close the permit. The
permit's STATUS will be set to Open.

Updating the Permit and its Status

On a regular basis, as you complete phases of permits, you will need to update your
permits. As the stages of your permits are completed you will move toward the
completion of the permit, you may additionally need to mark a permit as expired or
cancelled.

To edit a permit, open the job to which the permit is attached, right click and select
Permit or click the Permit button.

From the permit form you can modify the due and completed dates of the stages in the
Stages grid and add any comments that may be necessary.

While editing the Permit you can also modify its Status
There are 4 available Statuses for a Permit
e Open- When a permit is created it is marked as Open and remains open as
it is in progress.

e Complete- Permits are completed by entering a completed date for each
of the stages. This will automatically change the permit status to
Complete and make the Completed Date of the Permit equal to the date
that the last stage was completed.

e Expired- If a permit is past its expiration date and all of the stages have
not been completed, you can mark the Permit as Expired. If the permit
has not reached its expiration date, you cannot set the status to expired.

Note: Permits will not expire automatically. You need to specify an expired status or
complete a permit manually. Permits will remain open until you complete, expire, or
cancel them.

e Cancelled- If for some reason, you cancel a permit before the stages are
complete, and before the permit expires. You can update the status to
Canceled.

Note: If a permit is entered in error, it should not be canceled, but rather deleted using the
Delete button in the Permit form.
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BUILDING AN INSTALLATION INVOICE FROM A SALES ESTIMATE

If you have already built a detailed sales quote for a sales job and the job results in a sale,
you will not have to renter the information in the job's invoice. SuccessWare®21 allows
you to copy the Line Item and Cost Detail from a completed Sales Quote to the Accounts
Receivable Invoice associated with a Job.

To Copy an Invoice from a Sales Quote
2. Open the Invoice associated with the job by pressing F10

2. Enter and INvoICE DATE, choose a BILLING ACCOUNT if necessary and click the
Save button.

Right click in the background of the Invoice form and choose Copy Quote

4. A dialog box will open that asks you to confirm that the proper sales job number
is selected. If you have not created the job directly from the QUOTE SUMMARY
form you will have to enter the sales job number associated with the quote.

Copy Quote ] Z(.]
Enter quote number

00539

| 0K I Cancel

5. Click OK to copy the quote

The Line Item detail as well as any associated Cost Detail will be imported into the
invoice from the quote.

6. If there was additional work that was sold on the job that was not listed on the
quote, press Insert to add the additional items. If any of the existing items need to
be changed, select the item and press Enter to edit.

Note: For instructions on adding items to an invoice see the SEARCHING FOR PRICEBOOK
ITEMS section. (page 46)

Modifying the Item Type of an Invoice Item

For the purpose of running the Job and Invoice Scorecard reports, SuccessWare®21
allows you to identify a Line Type for each of the line items that appear on your invoices.
These Item Types will allow the scoreboard reports to determine how to best evaluate
these line items for placement in the report.

1. Modify the ITEM TYPE of a line item, right click and point to Line Type to make
the change after you have saved the item.
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Line Type Description

Diagnostic Diagnostic identifies an item as work being
performed to diagnose a problem. The line item
may or may not be billed for

Tasks can be set up as Diagnostic in the
PriceBook so that the invoice line item is
automatically set to Diagnostic when the task is
used on an invoice.

Money Money items are revenue generating line items
with the exception of lines marked as
Diagnostics. Money items include task(s)
performed based upon the problem diagnosis,
plus any Add On tasks.

By default any item charged to receivables (R)
with a price greater than zero will be a Money
item.

Add On Item(s) sold in addition to those resolving the
original diagnosed problem can be marked as
Add Ons

Items marked as Add On will also be
automatically marked as Money items as well..

2. If the employee performing the repair/install is a piecerate employee, select each
item on the invoice and press Ctrl+B. Use this form to update the amount of the
piecerate earning the technician will receive for performing the task. Press Enter
to close.

Call - Equip |

Employes Pay Baze |HEEANN

Adding New Equipment and Associated Warranties to the Service Location

Add the new equipment and associated warranties related to the equipment that
has been installed to the customer’s service location record by following the
directions in the CUSTOMER AND DISPATCH ESSENTIALS- ADDING NEW
EQUIPMENT TO A SERVICE LOCATION (page 49) and ADDING A WARRANTY TO A
PIECE OF EQUIPMENT instructions. (page 50)

Recording the Sale or Renewal of an Agreement on a Job

1. If an agreement has been sold, or an existing agreement renewed during the
performance of the job, click the Agreement button and select either New
Agreement or Renew Agreement.
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" NOSERY P/L
b argin
q hd Agreementz... ¥ Wizitz. ..

':E_Im MNew Ag ree&ent

—— Renew agregment...

2. Continue adding or renewing the agreement by following the directions in the
AGREEMENT PROCESS- CREATING A NEW AGREEMENT Or RENEWING
AGREEMENTS section of the manual. (page 110 and 114)

Job Costing the Invoice
1. Right click on the installation line item and select Add Timecard Labor.
2. Select each of the listed timecard entries and click OK

3. If the employee is paid via piecerate, select all but one of the entries, press Enter.
Change the ToTAL CosT to 0, and then press Enter to save.

4. Highlight the remain timecard entry and press Enter to edit

Update to the TOTAL CosT to equal the total of the piecerate earnings due to the
employee for performance of the tasks on this job.

6. Click on the PARTS button in the middle of the costing window.

‘ = N |‘:§ Parts @&: Lakn

973042010 REFAIR

7. If you have other costs associated with the job, such as commissions click the
Misc button in the middle of the costing window.

8. Press Insert and add these items using their item number as identified in the
PriceBook

9. Press Esc to close the costing window
10. If you are ready to post the invoice to the General Ledger, click Post.
11. Press F9, right click in the background of the JoB form and select FINALIZE.

12. If you are responsible for recording the payments received at the time of service,
press F4 to open the customer’s BILLING ACCOUNT HISTORY screen. Record the
payment following the instruction since ACCOUNTS RECEIVABLE- APPLYING
PAYMENTS TO A CUSTOMER ACCOUNT instructions. (page 135)
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LEAD FoLLow Up

Once Follow ups have been created, either through the Customer Opportunity screen or
through the Job or Sales Summary, they can be followed up upon, updated and even
converted to estimate jobs through the Opportunity Manager.

Following Up on Opportunities which Require the Creation of a Lead

Job

1. Open the OPPORTUNITY MANAGER by opening the Main Menu and selecting
Marketing and then click on the Opportunity Manager.

Following up when a Lead Job (Sales Estimate) needs to be created

2. Click on the Create Leads filter. This will change the view to listing only those
opportunities that had been marked as requiring the creation of a Sales Estimate
job.

3. If you were not able to schedule the estimate with the customer. Click the Edit
Notes button and enter notes that identify the reason.

4. 1f you are able to schedule the estimate Right Click on the Opportunity for which
you want to create an estimate job and select Convert...(Create Lead)

1AL

el & Cpportunity Manager

wm === FOLLOW UP [UWSCHEDULED]  CHAIW |
NOTIFIED | HOT NOTIF

-'.'\-E-'. '\-=-'. "-E-’.\Engf '\-=-'. '\-E

o
-

C

[

StsIName IEIpp I:-:u:IEI Ntfu:llFu:uII-:uw Up IEIpp Date || ]
‘Yeaggy, Chiistine~ ALLERG 09/29/2010
SE#YEISENTE I Deean ool L l09/09,0000 106/29,/2010 |
Edit.. fob summarg  Crl+Enter
Edit Note Enter
Mew Follow Up Crl+1
+ Sold Ctrl+5
¥ Abandoned Alt+3

E Caonverd... (create lead)

Printgﬁg...

Customer Qppottunity Report...

5. Tab to the JoB CLASS field and select a “Sales” job class

Continue to tab until you reach the JoB TYPE field. Select the Job Type which
describes the type of estimate call you will be running

7. Continue to complete the other fields of the sales job including the LEAD SOURCE
and SALESPERSON
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8. If the piece of equipment that you are offer to replace is already listed on the
customer’s record, select the equipment in the EQUIPMENT field

9. Save the job
10. Press F11 to enter instructions for the Salesperson related to the estimate.
11. Press Ctrl+C to open the CALL CENTER.

12. Navigate to the date you want to schedule the estimate and drag the appointment
to the appropriate salesperson at the time you have selected.

Recording Follow up on an Opportunity

If the Opportunity you are following up on has not reached the level of needing an
estimate created, but simply requires follow up with the customer, select the Follow Up
filter at the top of the Opportunity Manager.

1. Select the DATE through which you want to review follow ups as well as a
specific opportunity and salesperson if applicable and click Apply.

Click the Follow Up tab to review the follow up instructions.

Click Edit Notes

Contact the customer

Record notes to indicate the results of the call and save when you are done.

o g s~ N

If you have been able to book an estimate with the customer, right click on the
opportunity and select Convert...(Create Lead) and follow the instructions above
for creating the lead job.

7. If the customer does not wish to move forward with the opportunity, right click on
the opportunity and select Abandoned

8. If you need to contact the customer again, select the Move to History button to
move existing notes to the History tab.

9. Click the New Follow Up button

10. Enter a DATE for the new Follow Up as well as notes for the person who will be
performing the next follow up and then click Save.
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Non-Job Related Phone Calls

TAKING A CONCERN CALL FROM A CUSTOMER

When a customer call you company because they are unhappy with the service they have
received or have some other complaint, you can create a Concern Phone call in
SuccessWare®21. Concern calls can be related to a specific job and to a specific
technician for reporting purposes later on.

Once a Concern Call is posted into the system it will be added as Phone Call History to
the Service Locations and an "Unresolved Concern™ will be created. These Unresolved
Concerns can be reported, edited and ultimately, once taken care of must be marked as
"Resolved" to remove them from the Unresolved Concerns reports. The resolution
recorded for a Concern Call will also be attached to the Location History for a customer.
Concern calls are resolved in the Phone Call Review form.

Examples of a concern call include:
e Customers with questions about their bill,
e Directions to your office,
e Complaints about service performed, and

e Driver complaint calls.

NOTE: If a Non-Customer calls with a concern and you are able to gather and add
Name and Address Information the caller will be entered into your existing database as
a Prospect.

To Record a Concern Call from a Customer
1. Open the CALL TAKING form by pressing F12
2. Press Insert to add a new record.
3. Select Concern from the REASON drop down list.
4

If your company tracks whether calls are from men or women, select MALE or
FEMALE.

5. Enter any detailed notes about the call in DETAILS. (DETAILS will become the
Concern Notes for the Concern Call)

6. If you can get the information, enter the customer’s name, first then last. Then
complete the other customer information fields. This information is not required
for a Concern Call. If an existing customer is selected, the Concern will be
attached to their history.
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7. Continue to add any relevant information related to the caller with the concern
and then press Page Down until you reach the Concern sub form of the CALL
TAKING form.

[hew concern)

Concern Call

|
— li

]
o

8. Enter a BRIEF DESCRIPTION of the concern (this will default to Call Reason you
selected) and CONTACT information related to the concern.

9. If the concern is related to a past job choose the job from the JoB NUMBER drop
down. The primary tech on the job will default as the Employee (Concern Tech
for reporting sake). This is only available when taking a concern call from an
existing customer.

10. Press Esc to end the phone call
11. Choose Post.

Resolving Concern Calls

Once a concern phone call has been recorded in SuccessWare®21 it will be marked as
Unresolved until the call is marked as Resolved in the Phone Call Review form.

The Phone Call Report and the PHONE CALL RevIEW form will allow you to find
unresolved concern calls.
Recording Concern Resolution

1. Go to the MAIN MENU, select Management in the left column and then select
Snap Shot on the right.

2. In the SNnaAP SHOT form click the Concerns to be Resolved button at the bottom
of the form.

wpired ‘A arranties 12 “Waranties Due To

Concerns to be Resolved: 1

-l Tadav'e Snan Shat -
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Unresolved concerns will be displayed.

28 Phone Call Review

From | @ Thru | @ [~ &harted Phone Calls

Taken By Ended Ey gk
e o ey < rr-‘ Al ¢ \HoGales Calls. € Galescals. |

Type
C
Al " Service % Concemnz € Other r_?ngﬁrn  Besolved & Mot Besolved |

F| G| & |PhoneCallDf Lasth ame Firstt ame Title | ComparyM ame Feazon | SYWC|CRM|{OTH|SaleE zt] Source | Tak| -~
b4 ADOR&M b

COMCREMK

w
< | »

Contact: [T Resalved I

Job# 398169  Employes HOLTOZ

i &5 Pririty [T Clazed Date I Closed By I Edit |
Taken 2820103316 PM By ADMIMN pszet with driver cutting peaple off ;I
Ended 928200 344:28 P BEp ADMIM

Service  Concern Call Fhe B13-541-6506

Concern 1 Concern Call - breif dezc

Other ;I
[1 phane calls [ v

3. Select the Call that you want to resolve and click Edit in the lower right corner of
the window.

4. Checkmark that the call is resolved and record any applicable notes
5. The call can additionally be marked as closed, along with a date and user

[v Resolved lWiII gd_and clean carpet as well as give 10% off next job

v Closed Date |DB;’293’2008 Closed By |Tim| Post |

8 PM Master Customer is upset that the tech left footprints in her living room.
7PM Master
885-7735

. From 6{29/2006, June 29, 2006 thru 6{29/2006, June 29, 2006

6. Post the call to update its resolved status

The information recorded related to the resolution of the concern call will appear in the
Location History of the customer.
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Note: Unresolved concerns can also be accessed by opening the Snapshot window. If
there are unresolved concerns, a button will indicate this. Click the button and the Phone
Call Review form will be opened with all unresolved concerns listed.

COUNTER SALE PHONE CALLS AND INVOICING

SuccessWare®21 allows entry of an invoice for counter sale purposes without going
through the process of inserting a new job, recording call progress, completing/closing
the job, etc. The counter sale invoice will have no relationship to any call, job, or
project.

Note: Since there is no job, the invoice will not appear in the Customer Service History.
You must open the Billing Account History (F4) to review any counter sale invoice
history.

Taking a Telephone Call for a Counter Sale
1. As with any telephone call, press F12 to open the CALL TAKING screen.
2. Press Insert to take a new call.

3. If the customer is calling in for a non-filter part select the Counter Sale CALL
REASON, if they are calling specifically for a filter choose the Filter CALL REASON
code.

4. Fill out or locate all customer information in the CALL TAKING form.

If the telephone call is to be transferred to someone else to process the counter sale, you
may place the call “On Hold” in SuccessWare®21 by pressing the Escape key and
selecting Hold. The telephone call can then be taken off “Hold” by pressing F12
followed by Insert and selecting the call.

5. If the telephone call is from a new customer, the telephone call must be posted in
order to save the customer information. Press Escape to end the call and select
Post.

l'would be happy to answer th

| our address and zip code to

. ph

D] Paosting khis call will:

- Create a new prospect (previous caller record) ks li

Conkinue?

Harne . - purcs

cam

6. To open the customer record, press F8.

104




SuccessWare®21 Operations Manual

7. Press F2 to open the SERVICE LOCATION screen. Click the Edit button to edit the
location record or to add billing account information.

To add a Carbon Copy billing account, press Ctrl+C and click the Save button.
If the billing account is different from the service location (e.g. Landlord) press
Ctri+Insert and search or enter new billing account information.

Invoicing a Counter Sale

The counter sale invoice is processed after the customer record is created and saved.
Since there is not a corresponding job, the counter sale invoice is created from the
SERVICE LOCATION record screen.

1. Right-click in the SERVICE LOCATION screen and select New Counter Sale
Invoice.

:@: Customer: Parcells, William

Location #100139

, Int Z100139

O
Parcells, ‘william pen . Sl 10932 Yorkspring $0.00
I Iiiak. .. I Taonawanda, NY 14120
e calli " 716-321-4567 sHome
Mew project. .. Alt+Ins
Standard - Mew counter sale invoice I::l:rI+Ir|'k m Installations || Warranties || Agreements

FANNTF . | Clase Esc | aratinn Servire & Phonecall Histam

2. Modify the Dept field if necessary.

3. Press Insert to add each item to the invoice. Follow the instruction in the
SEARCHING FOR PRICEBOOK ITEMS section for more detail in search process.

4. Enter an X in the TX column to charge sales tax if applicable.

Press Enter to save each line.

2. New New New New New New ARInvoiceF

Invoicet |_ -|301513 =0 Quick entry | @y Erter cost | Mot Posted
e Date 872072010 DueDate  |3/20/2010 Dept |20 J SalesPer J Tatal Sale $34.00
- - . Total Cost $17.00
- - [Foma J Wiliam Parcells: V16-321-4587
Biling Acct: »| 10932 Yorkspring PAL $17.00
LDftCal b argin 50.0%
Call - Chigk
Item Mo | Oty |Descripti0n |Dept |L|nitF'rice |T>< | TotalSale |Dsc:|.t‘-‘«ﬂerDiscount |Ehg| P
19352 1 30" = 30" Duralast Hepa Filter 20 $34.00 = $34.00 $34.00 R |
-
[ho related call infa]  Part iter Charged ta RECEIWABLES ST=PARTS; GL=3001 )
EQUIPMEMT: [customer has no equipment]
E'jntTfofrlﬂal | r i”C'“d; ‘gSk allz W Pats | Subtatal $34.00 || Taxable $34.00
2 T°:a|3 °”Pt r DUTT? ¥ Labor | Discount $0.00 | Non-Taxable $0.00
o, o A e W Miss | 7aCods [NVER | [T 5298 | Addedtakdue $2.98
- - .
_— Total 3698 T ax included $0.00
Deposit Whae Less Prtdadi £0.00 Frtz/Credits LCurdpplied
Fayment baIM J Met Balance 43595 || Curent Balance LCurBal
Set Dizcount 3 Apply Prats o Post Preview m ‘ [| Cloge ‘
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6. After all items are entered, click on the Post button to post the invoice.

7. An inventory transactions will be processed, press Enter to close the Inventory
Information box.

T T

' 1 1
| Crrrr—

on ot
ipling witt (’i ) Inventory transactions completed:
Disaiss 1 requisitions processed -

0 retumns processed

0 requisitions could not be processed
0 returns could not be processed

0 transaction errors

ged to Rl

Lipment]

mmary 3
‘tailed 3
Be— : TaxCode [NY ]| $0

8. Press Enter to acknowledge the resolution of Inventory Tags.

Confirm E'

Full payment has not been applied to this counter sale invaice, This will result in a receivable balance due
\_/ For this invoice, Are you sure wou want ko conkinue and post this invoice?

9. Click Yes to confirm.

10. Press F4 to open the customer’s BILLING ACCOUNT HISTORY screen to process the
payment following the instructions in the ACCOUNTS RECEIVABLE- APPLYING
PAYMENTS TO CUSTOMER ACCOUNTS section of the manual. (page 135)
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27 Billing Account History: (#1001 39) Parcells, William

Account #100139 ool Aok |  riuuce | oueroE |
Parcells, \William Total Invoices Total Adjustmerts

10932 Yorkzpring $0.00 $36.93

Tonawanda, MY 14120 Dwer 30 Dhwer Bl Orver 40
716-321-4567 xHome () m $.36.98

OVER] Y | LOC

Type |ltemDate  |Refd JobMa DueDate | Totaldmount| Balance CurrentBal | Owver30 OwerBD | OvwerS0
34202010

£ b

1F|eceipt...h 2 Adjust... 4 Statement | | [l Cloze ‘

11. Click the Receipt button to open the CASH RECEIPT screen.
12. Select the Payment Method and click Post.

13. Press the Escape key to close the PAYMENT window and return to the counter sale
invoice

14. Print the Invoice so that it can be used to give to the customer at the time of item
pick up or to be used as a packing slip when shipping a part to the customer.

TAKING A PHONE CALL THAT DOES NOT RESULT IN THE CREATION OF A JOB

A phone call may come into the business that does not result in the creation of a job,
agreement or counter sales. These may be a call that was not an attempt to book some
sort of service, such as a call for information or a question about an invoice. A call
additionally may not result in the generation of a job because while the customer was
interested in booking service, a job could not be booked due to price, schedule or some
other reason.

Recording a Non-Service Phone Call

1. Open the CALL TAKING form by pressing F12
2. Press Insert to add a new record

3. When a call comes in that is not an attempt to book service, purchase and
agreement or buy materials, such as a question or vendor call you will select the
Other CALL REASON

4. Enter a description of the call in the DETAILS area.
Try to capture customer information as applicable.
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6. Press Esc and then Post the phone call

7. If the call was from a caller who was not already in your database and you were
able to capture customer information click Yes when asked if you would like to
create a prospect.

Aborting a Failed Service Booking Phone Call

The only time that you abort a phone call is when the caller that was interested in some
sort of revenue generating activity does not book an appointment due to price, schedule
or some other reason.

1. Open the CALL TAKING form by pressing F12
2. Press Insert to add a new record

3. Gather all appropriate information for the service or estimate phone call including
the customer’s information and all applicable job information.

4. If the booking fails, add notes to indicate why in the Details field.
Press ESC and then select Abort

6. Inthe ABORT PHONE CALL screen select the reason that best identifies why the
booking failed and then click OK.

o] o] b

[T Concemn iZall Taking
[~ Other It's & GRE
Administr

Lrne up her AI 1 SWhat

CalldbortCode aly]

PRICE ‘RICE TOO HIGH
SCHEDULIMNG COMFLICT
SHOPM PRICE SHOPPIMG
SPOUSE MEEDS TO TaLk TO SPOUSE

THINKN  THINKING ABOUT BOOKING - e lwould be

, 1 | wouradd

TEme [FIFH[oOT [FELTLIFF J -aswell ¢

Conmpany I PO # I (Get Info -
SERWICE

| Mlass ISchSer 1 = rakack — (Check S
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Agreement Process

TAKING A PHONE CALL FOR A NEW OR RENEWAL CONTRACT

Maintenance agreements are renewed and created from the Agreement screen. When a
customer calls to renew or purchase an agreement, you will take and post a telephone call
prior to creating the agreement.

1.

Press F12 to open the CALL TAKING form and press Insert to start a new
telephone call.

Choose a CALL REASON that corresponds to the “Other” phone call type.
Enter the telephone call information as outlined in the Call Taking section.

If the call is from an existing customer Post the telephone call and press F8 to
open the customer’s location record.

If the telephone call is from a new customer, the telephone call must be posted in order to
save the customer information and then you will need to add a Billing Account to the
Service Location.

5.

Press Escape to end the call and select Post.

l'would be happy to answer th

| our address and zip code to

. ph

<P Posting this call will:

- Create a new prospect (previous caller record) ks i

Continue?

Home _ - purcs

Com

Press F8 to open the Service Location

If the call was from a new customer Press F2 to open the SERVICE LOCATION
screen. Click the Edit button to edit the location record or to add billing account
information.

To add a Carbon Copy billing account, press Ctrl+C and click the Save button.

If the billing account is different from the service location (e.g. Landlord) press
Ctri+Insert and search or enter new billing account information.
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10. Add or Renew the Agreement following the instructions in the AGREEMENT
PROCESS- ADDING A NEW AGREEMENT (page 110) or the RENEWING AN
AGREEMENT section. ( page 114)

CREATING A NEW AGREEMENT

Agreements Overview

SuccessWare®21 allows you to create membership agreements to meet any style of
agreement that your company chooses to use. Keep in mind that agreements must be
activated before you can make use of the agreement to perform service or schedule
maintenance! Agreements are activated by including them on posted Accounts
Receivable Invoice.

Agreements can be set up to run as either perpetual or fixed length.

e Perpetual agreements - indefinite and are in effect from the starting date
until the customer cancels the agreement, therefore perpetual agreements
do not have an end date.

e Fixed-term agreements - are in effect from a set start date through a set
end date, at which time the agreement will expire or can be renewed.

Creating a New Agreement

Agreements can be created from any screen where a customer is active. This includes
CALL TAKING, the JoB FORM, the SERVICE LOCATION screen or CALL CENTER.

NOTE: Agreements will not be entered into SuccessWare®21 until payment has been
received from the customer!

1. From any screen with an active customer, press F7 to open the AGREEMENT form.

Note: If the agreement is being created from the invoice form, click the Agreements
button and select New Agreement.

2. Press the Insert key to start a new agreement.
3. Click on the Type drop-down table and choose the desired AgreementType

400043 [
| | Agreement types

| hAAINT 1
MAINTZ 2 ear Maintenance
FAINT 3 3'ear Maintenance 53
MAIMTPERF  Perpetual Maintenance |

& »
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agreement.

Click Yes to confirm that you wish to use the template for the selected type of

you base your agreements on a template.

NOTE: Templates allow you to create a template with most of the fields already
populated. For consistency sake and reduction of errors, it is highly recommended that

42 Apreements: Parcells, William

40043 E
MAINT1 B [ 2
t aintenance ﬂ |_1
Fived N [ 2 N
[~ CSR Sale
d |
[v Defer Rev?
[ d
PREPAID ﬂ ™ Add Tax?
JFMAMI I ASOND
[ Jd rrrrrerreercrerer
[ 4 [
[ #8000 | | $180.00
| |
| |

Savebs Template |

400043

MaINTT

Term

Fixed

v
4 DSCL |20 [ a0
EqT_l,JpelS_l,lsti Mfg |M0delN0 |SeriaINO | L

VisitType |J [F [M|a|m]J [ [& |5 |0|N|D|EstHrs |

A

.

+f Save

¥ Undo ‘

Enter the date of sale in the SALE field. The START date will default to the date of

sale but can be modified if desired. SuccessWare®21 will calculate the end date.

Payment Method and associated information.

In the SALEs field, identify the technician or CSR who sold the agreement.
Check the CSR box if the Agreement was sold over the phone by a CSR.
If the Agreement will have periodic billings associated with it, update the

Note: If you are using a 3™ party system for processing credit card payments on
periodically billed agreements, you will need to update your credit card application to

include the new customer’s information.

9. Depending upon the method of payment you will receive on a periodically billed
agreement you will set a specific BiLL START DATE which aligns to your

processing date of that payment type.

10. Verify the dollar amounts related to the agreement are correct and modify if

necessary.
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11. Tab to the EQUIPMENT LIST section of the form and press Enter to select the
equipment covered by the agreement.

12. If the equipment has not yet been added to the Service Location, add the
equipment following the instructions in the CUSTOMER AND DISPATCH
ESSENTIALS- ADDING EQUIPMENT TO A SERVICE LOCATION instructions. (page

49)
2+ Select Equipment @
UnitType | System Manufa... | ModelMo Seriallo ServiceCount | Age
AL CaR CAR 3512687 1235E64487E 0 5
HEFLIRM LEM LEM 45k-2E58 B4C218443

£ *

«f OK x Cancel ‘

13. After checking the equipment, click the OK button.

14. Click in the VisITs section and choose the type of visit to be performed from the

drop down list. Then Tab to the month in which the visit will be due and type an
“X”'

Wizt twpes
ype||Dezcription
Annual Caoling
aH Annual Heating
AHC Annual Heat & Cool
FILTCH | Filter change anly

SEMIAC | Semi-antual AC
CERINT Carnizew il Hazhio

15. Press Enter to save the visit.

16. Right-click in the VisITs section and select New Visit to select additional types of
visits to be performed.

17. For each visit, Tab to the month the visit is to be performed and enter an X in the
appropriate column.

18. Press Enter to save the line.
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&2 Agreements: Parcells, William

wonoE E N
[T 2 (72072010
Foed T

o i [PSELUT |[20 % [ 5000

[+ CSRSale
VIS J |f” 20516112278092  [willam Parcells T (v T TSerabio r
Iv AL CAR  CAR3SI2687  123564487B
IBE /I - HEFUR  LEM  LEW4EM-2E58  54C213443
FREFAID o T ddTa =
JFMAMIJASOND
4 rrerrrrrrrer VisitType [J [F [M[&[M[1 |1 |a]s[0[n]o]EsHs] -
03/20/2010 [ || |ac ® 2
e P|&H % 2
| #s000 | | #180.00 v
| | |
| |
[ soo0 [ 9000 H |
Save bz Template | +f Save ¥ Undo ‘

19. Click the Save button.

All agreements must be activated by being included on a posted accounts receivable
invoice. If the agreement being created was sold during the performance of a job and the
agreement is being created from the invoice, the agreement will automatically be
included on the invoice and activated when the job invoice is posted.

20. If the agreement is NOT sold on a job. Right-click in the AGREEMENT form and
select Create new/renewal invoice.

Creating and posting an invaice will activate the agreement,

Be sure the agreement is correct since after activation many parts of the agreement can no longer be
modified. Once you begin processing invoices or visits for an agreement, certain types of changes to the
agreement will be locked, If you then need to make these bypes of modifications, termination of the
agreement and creation of a new agreement will be required.

Continue and create invaice Far sale of this agreement?

21. Click Yes to confirm.
22. Save and then Post the agreement invoice

113



SuccessWare®21 Operations Manual

23. If the Agreement is a prepaid agreement or requires the customer to pay a deposit
press F4 and record the payment following the directions in the ACCOUNTS
RECEIVABLE- RECORDING A PAYMENT FROM A CUSTOMER instructions. (page
135)

RENEWING AGREEMENTS

Once an agreement has expired, it can be renewed one of two ways:

e The INvoICE form--use the INVOICE form to renew individual
agreements that the technician renews while on-site.

e The AGREEMENT form- This will be used when a customer calls to renew
an agreement over the phone

Renewing an Agreement from the Agreement Form (Phone Call)

If a customer calls to renew their agreement, you will open the customer’s account and
record the renewal from there.

1. Search for the customer record and open the customer.
2. Press F7 to open the agreement.

3. Ifarenewal has already been created but not yet activated, you will highlight that
renewal in the upper right hand corner of the Agreement form. It will appear in
the list of agreements WITHOUT a checkmark.

- O X

_ 430644 AES Fixed |05/03/2012
o WwiLO0095644  A-ESP Fixed | 05/03/2011

nz
4 ~
e Tech | o] Disc | o[ 0% [s0m
 — Equiprment List

E'IIT.'r'F'e| Systi Mg | MadelM o | SerialMo |;I

4. If the renewal has not been generated, select Make Renewal. A renewal agreement
will be created based on the old agreement.

5. A renewal agreement will be created based on the old agreement. Make any
necessary changes to the agreement for the renewal including updating the price if
necessary.

6. Update the SALESPERSON field to identify who sold the agreement and if the
agreement was sold by a CSR be sure to checkmark the CSR SALE checkbox

7. Right click in the background of the agreement and select Agreement Status. In
the Agreement Status form enter an amount that will be paid as a commission if
the agreement is renewed again in the future in the RENEW field
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8.
9.

Click Save.

Right-click in the background of the agreement and select Create new/renewal
invoice. The system will create and open an invoice for the renewal.

10. Save and then Post the agreement invoice

11. If the Agreement is a prepaid agreement or requires the customer to pay a deposit

press F4 and record the payment following the directions in the ACCOUNTS
RECEIVABLE- RECODING A PAYMENT FROM A CUSTOMER instructions. (page
135)

Renewing Agreements in the Invoice Form

Many companies have their technicians renew agreements as they complete the last visit
on a current agreement or when on a service call. In these instances the agreement can be
renewed from the INvOICE form.

1.

While completing the invoice for the agreement visit, or service work, click
Agreements, then select Renew Agreement or if the renewal has already been
generated, select the listed agreement renewal.

The existing agreement will be opened or if you are selecting an already
generated renewal you will be taken to the renewal.

For a new renewal, select the Make Renewal button at the bottom of the
agreement form.

A renewal agreement will be created based on the old agreement. Make any
necessary changes to the agreement for the renewal including updating the price if
necessary.

Update the SALESPERSON field to identify who sold the agreement and if the
agreement was sold by a CSR be sure to checkmark the CSR SALE checkbox

Right click in the background of the agreement and select Agreement Status. In
the Agreement Status form enter an amount that will be paid as a commission if
the agreement is renewed again in the future in the RENEw field

Click Save.

The system will return to the Invoice form and a line item will appear for the
renewed agreement.

Post the invoice as you normally would.

BUILDING AGREEMENT RENEWALS AND GENERATING NOTICES

You can create batches of renewals (i.e. for all agreements that are expiring in a selected
date range) in the AGREEMENT MANAGER. Many companies create renewals several
months ahead of time so that they can begin sending renewal notices.

When you create renewals through the AGREEMENT MANAGER you will have the option
of printing renewal notices for all of your renewals that are due.
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Building Agreement Renewals from the Agreement Manager
This process should be performed on a monthly basis.
1. Open the AGREEMENT MANAGER and select the Renewals Due filter.

2. In the RENEwS DUE (FROM/THRU) date range, enter the date thru which you want
to generate renewals. Leave the FRoM field blank to be sure you catch any
renewals that may have been missed.

3. Press Enter to list the agreements that require renewal

TA' Agreement Manager M=
[creveamel ciant are ] enooste | taiecst Buiimus ool ren i Tovairs cue REILOEl] raneat |

Jrofredesincls vl s oo
Rerewasls due (homtheu| Ageemerihpe Yoan  Valsjet  Agesnend no
[0 [1zavaom [ [ - - |

Froed 070772003 $000 $000
100050 ESA Feopd O7X07/7003 $4m 140 $000 3000 X COPPORA

100057 ESA F 0 $157.00 s157.00 $000 s000 " BALMLER
00052 ESA 03 188400 00 2000 $157.00 b KANE
00053 EPA 120000  $20000 $000  $000 x Flowers

a1 of?

4. Right-click in the list of agreements and select Build Renewals.

Fixed 07/07/ G ]

A Fored 0707 DG SRR $0.00

hA Fixed 07/07/ MOGtT rE L tmiInG Gate 8003

b4 Fixed 07/07/ |pest/oreate st for & aareement 57.00

PA Fixed 07/08/ $0.00)
Beport

5. Confirm that you want to build the renewals for the displayed agreements by
clicking Yes.
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S ]

‘\6‘) Build renewals for the displayed agreements?
\ L

ﬂ0|

Editing Renewals from the Agreement Manager

When renewals are created they are renewed using the terms and price of the original
agreement. If you are planning to print renewal notices from SuccessWare®21 and there
has been a change in the price of the agreement from the time they were originally sold to
time of renewal, the renewal agreements will need to be edited to reflect this change.

1. Select the agreement you want to change and press Enter.
2. Click Edit.

3. Make any necessary changes.

4. Click Save to save the renewal.

5. Click Close to return to the AGREEMENT MANAGER.

Printing Renewal Notices from the Agreement Manager

You have the option of printing all renewal notices, or only printing those renewals that
are selected. These can then be sent to your customers to notify them of the pending
agreement expiration and offer them the option of renewing.

In the Agreement Manager, from the Renewals view, right-click in the background and
select the appropriate renewal notice print option.

You can choose:
e Print notices for all renewal records, or

e Print or preview a notice for the currently selected record.

Printing a Marketing List or Mailing Labels from the Renewals List

If you will be mailing a notice to your customers to let them know that their agreement is
due to expire and that you are offering them the opportunity to renew you can export the
names of the customers from SuccessWare®21or print mailing labels directly.

1. Display the list of Renewals in the AGREEMENT MANAGER
2. Right Click in the background of the list and select Marketing List
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|\c3) Remove "Do-nat-solicit biling accounts from the list?
L

n |

Determine whether or not you want to exclude “Do Not Solicit” Billing Accounts
from the list.

SuccessWare®21 will display the MARKETING LIST detail form. Click Save.

If you want to print labels, click Print. The MARKETING LIST REPORT form will
open.

I 27 Marketing List Report =] B3 I
~Mode
(" Labels - Billing
= Labels - Locatior
¢ List - Billing Only

" List - Location Only
(" List - Location and Biling

. Sortby
{3 I"Locahon Last Name"

Group by

@

S EE

Select LABELS — LOCATION. If you want to sort the labels in any particular order
(i.e. zip code), use the SORT BY options to select how you want the results to
sort.

Click the printer icon. The system will print 1”” x 2 5/8”, three across labels (such
as Avery 5160).

If you want to export the names of the customers to a data file and use them in an
outside Mail Merge for example, click the Export button.

Select the fields you wish to include in the export by double clicking on the fields
or selecting them and clicking the right arrow.
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MktgListExportF 3 x|

Available Fields

Biling Company Name  a
Billing Address

Billing Address 2

Billing City >>I
<<
&

Billing State
Billing Zip
:Biling CellPhone

Billing FAX

Billing EMail _I
Biling Service Contact

Location First Name _I
Location Last Name

Location Title

Location Company Name :.I il

{+ Tab Delimited [%

<

Fields To Export

~ Billing First Name

Billing Last Name
Billing Title

Billing Phone
Biling Phone2

(" Comma Delimited

[~ Quote Fields

0K Cancel

10. Select whether you wish the file to be comma delimited or tab delimited.

11. Select if you want the fields to be encapsulated in quotes.

12. Click OK. The system will prompt you to name the file. Unless you specify a
certain path, the system will save the file in the Marketing Lists folder in the

SuccessWare®21 folder.

TERMINATING AN AGREEMENT

Agreements can be terminated if a customer declines a renewal or if an existing
agreement must be cancelled due to lack of payment or at the customer’s request.

Terminating Due to a Failed Renewal

1.
2.
3.

Search for and open the customer for whom you will be cancelling an agreement.

Press F7 to open the AGREEMENT form.

In the upper right hand corner of the Agreement form select the agreement that

you will be cancelling.

If you are cancelling a renewal that has been generated and the customer has
decided not to renew, it will appear in the list without a checkmark.
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© N o O

10.

B - D x|

— . Termi
A EC Fived |05/03/2012
/2im wILO0I5644 | A-ESP Fised | 05/03/2011
172012
J =

Rsde  Tech | o] oisc | o[ 0% [ en00

|| Ml et 2 |

Right click in the AGREEMENT FORM and select Terminate/Cancel

Checkmark both TERMINATE AGREEMENT? And CANCELED BY CUSTOMER?
Enter the DATE of the cancellation
In the coMMENT field indicate that this is a failed renewal

-] x|
Agreement Mo 430644 taint Balance $0.00
Defened Balance $0.00
Resere Balance $0.00

¥ Terminate agreement?

[¥ Canceled by Custarner?

Drate IEIEIHEEIHEEH 1}

Comment  |Failed Renswal ;I

+f Post | x Cancel |

Click Post and confirm the termination of the agreement.

AT A A fo el | (= T b A Tl e |
SIS [N P A

WIL0095644 A-ESP Fired  05/03/2011

_

Tach | A riee | A me T wnm

If the customer is periodically billed and is in your third party credit card billing
system, they will need to be removed from that system as well.
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Terminating an Agreement due to Non-Payment by Customer

If the customer has not made their scheduled payments related to the agreement, the
agreement can be terminated.

1.

w

© © N o g &

If necessary record an adjustment to the customer’s AR account to remove the
balance due related to the agreement. For further instruction see the section of the
manual called ACCOUNTS RECEIVABLE- RECORDING A BAD DEBT (WRITE OFF).
(page 168)

Press F7 to open the Agreement form.

In the upper right hand corner of the Agreement form select the agreement that
you will be cancelling.

Right click in the background of the agreement and select Terminate/Cancel
Checkmark TERMINATE AGREEMENT?

Enter the DATE of the cancellation

In the coMMENT field indicate that this is a termination for non-payment.
Click Post and confirm the termination of the agreement.

If the customer is periodically billed and is in your third party credit card billing
system, they will need to be removed from that system as well.

Terminating Agreement at a Customer’s Request

1.
2.

© o N o g B

Search for and open the customer for whom you will be cancelling an agreement
Press F7 to open the AGREEMENT form.

In the upper right hand corner of the AGREEMENT form select the agreement that
you will be cancelling.

Right click in the background of the agreement and select Terminate/Cancel
Checkmark both TERMINATE AGREEMENT? And CANCELED BY CUSTOMER?
Enter the DATE of the cancellation

In the coMMENT field indicate the reason for the cancellation

Click Post and confirm the termination of the agreement.

If the customer is periodically billed and is in your third party credit card billing
system, they will need to be removed from that system as well.

Batch Terminating Agreements

Batch terminate privilege must be enabled to perform this action. Contact your System
Administrator to have this privilege enabled.

NOTE: This privilege will terminate automatically upon logout of SuccessWare. This
setting will need to be enabled each time the batch terminate process is performed.

1.

Go to the AGREEMENT MANAGER
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04 Call Center
T, Customer Service
SuccessWare~ !
e N Anreement Manager |
Version 1.7.300 (build 27) Payroll @ Invaice Manager
Accounting @ Receivable Manager
Marketing
Help [F1)
\what's How Management
W Suscessware21.com o

v SuccessiwareAS P com
way, SWremote. com
SuccesswiareZ] User Forum

2. Click on the ‘End Date’ Filter

3. Click in the end date thru field and enter the end date of the agreements that you
want to terminate.

4. Click on the ‘exp’ field (Expired) — this will highlight the field
Click Apply

" .ﬁgreeme nt Manager

End date [from,
2/31/2009

| |4n00z2
| |400033

3 S DUE_|RENEWS
F mﬂ“ﬂ HEEE & EINE G

Agreement type  Years Visits left  AgreefiTer

I—JI_JI_JI%

DUE] REH

[eeT]ine JRES

$0.00 >< ><
0000 K | K

HTACMAIR leed 074 BfZDDB
TOTSERY Fixed 03/08/2008

$200 00
$300.00

$D DD Month\y $1B BT
$0.00 Monthly  $3.33

SCHINTZIUS
HaMDEN

6. If preferred, right click in the grid and select ‘print grid’ to have a listing of all
agreements that will be terminated.

7. Right click in the grid and select ‘terminate all agreements in view’

= T =1 17 =1
hgree No |Type  |Tem|EndDate  [TotalPrice |Deposit il Freq|Bil Amt [PerVisit |Fenfacty] Tim|Last Name A
00032 HTACMAN Fixed 07/18/2006  $200.00 $0.00 Morthly $1667 000 X X sc»—umz:us
TOTSERY|Fixed|07/31/2005 o0l t75 00 lbioah | m-
00002 HTACMAIl Fied D8/31/2005  $30  OPen agreement AMDF!E

00003 HTACMAI Fised 07/31/2005  $30 WILLIAMS

00004  GOLD  Fixed 08/01/2005  $50 DECARLO

00005 PLAT  Ficed 08/01/2005  $60 10 : ADAMS

0000E FLAT Fixed 08/02/2005 p2anl  Terminate all agresments in view ALIOTTA

00007 GOLD  Fived 0B/0G/2005  $50 GRUSZKA

00008 | TOTSERVFived 08/06/2005  $30 oo o) ANDERSON

00003 |GOLD  Fised DB/11/2005 8§50 oo FERITA

00010 HTACMAN Fised 08/14/2005  $30 BOONE

00011 GOLD  Fixed 08/18/2005  $50 ROUNDTREE

00012 PLAT  Fixed 08/31/2005 60 BROWN

00013 TOTSERV Fired 09/08/2005 30 HAMDEN

00015 HTACMAN Fired 09/03/2005  $30 RANDALL

00016 GOLD  Fixed 09/11/2005 350 GRIMES

0anzz HTACMAI Fixed 07/18/2005 $10  Set agreement converison date. .. SCHINTZIUS w

Click on the ‘terminate agreements’ button

Enter a POST DATE — We recommend using a non-workday date (this will enable
you to trace the termination more easily if needed).

10. Enter a cCOMMENT if preferred
11. Click Post
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2¢ Batch Terminate/Cancel Agreements

¥ Terminate Agreements?

05/01/2010

Y ARNIMNG =

CAMMOT e reversed.

“ou hawve selected 16 agreements for terrmination. IJSE THIS UTILITYWITH CARE!N Agreement termination

If wou are not absolutely sure that vou wantto terminate all of the listed agreements, select Cancel.

|TErmiﬂale agieements that expired prior to 12/31/2009

o Post x Cancel

12. You will receive three prompts regarding the termination process and ensuring
you wish to continue. Click “Yes” for each of these and the batch terminate will

complete.

CANCELLING AGREEMENT VISITS

Canceling an Individual Agreement Visit

If you have a customer who has requested to have their agreement visit cancelled, you
will open the customer’s agreement and cancel the visit manually.

1. Open the customer for whom you are cancelling the visit.

2. Press F7 to open the agreement

3. Inthe visits area of the agreement right click and select Open Visits

Yisits [ First Wizit In Agreement Start bMonth?
VigitTppe [J |F [k )M [J (&[S |O]MN[D]EstHrz
2
o [ = AlilmE
Edituisit Enter :
[relete st Ali+el
Wizt M obes = —
Qpen Yisits
Wighy Wisit Load Cirl+L
Jiask Code Yisitsifalues 7
T =
= | A e | B Plose

4. In the list of visits related to the agreement, right click on the visit that you want
to cancel and select Cancel Visit

2009
2009
200
2010
il «
izt Motes

4
7
4

$0.00 2 $73000 20218 M
$0.00 2 $73.00

$0.00 2 $73.00 201315 084
Create call

Cancel Visit L} Ctrl+M

Close E=c
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Batch Canceling Agreements

Once agreement visits have been overdue for a set period of time you should batch cancel
those visits and recognize their associated revenue.

Batch terminate privilege must be enabled to perform this action. Contact your System
Administrator to have this privilege enabled.

NOTE: This privilege will terminate automatically upon logout of SuccessWare. This
setting will need to be enabled each time the batch terminate process is performed.

1. Go to the AGREEMENT MANAGER

- DA Call Center
SuccessWare” i ;

Purchasng W oo W |
Version 1.7.800 (build 27) Payrcll @ Invoice Manager
Accounting & Receivable Manager
Marketing
Help [F1)
\what's Hew M anagement
v SuccessWare21.com Setup

v SuccesswareiSP.com
v, S remote. com

Successware21 User Forum

Click on the “Visits Due’ Filter

Click on the ‘un’ field (Unscheduled) — this will highlight the field
Select the VISITS DUE (FROM/THRU)

5. Click Apply

ha¥ Agreement Manager,

M N

CREATE DATE| START DATE

SALE DATE |BILLINGS DUE| PER |r-4'-...-“"_w;ams DUE] RENEW™ ©
Wit type Agreement lype  Years Wisitz Jeft  Agreement no.

| - | -

zits due [from/thiu)
F 2003 |5 Syleoor

to wiew visits DU N a modyr range, enter a from and thru madyr and press enter. gf LCle ‘I O Apply . )
Agree Mo |T_l,lpe |VisitT_\Jpe|Year|Mo| Collect |EstHr:| CallD |VInv|VEan|Vistt| LaztM ame CompanyM ame -~
|| 400031 HTACMAIFAHC 2005 3 $0.00 2 B WILLIAMS
Annn31 HTACMAIN AHT PO0RT R &nnn ? RO 1ARS

6. If preferred, right click in the grid and select “print grid’ to have a listing of all
visits that will be cancelled.

b jf‘dUUj j ‘b' j/‘dUU( j | ﬂ‘ ﬂ| j‘ j'
Agree Mo |Typa |VisilTyDe|Year‘Mol Collect |EstHrs| CallD |VInv‘VCaanist{| LastM ame |CompanyName
_[400031 HTACMAIRAHC 2005 8 40,00 2 B WILLIAMS
400031 HTACMAINAHC 2006 & 40,00 2 B WILLIAMS
| 200031 HTACHAIN AHC 2006 9 40,00 2 B WILLIAMS
L el E‘-I Open agreement Enter
400032 HTACMAIN SEMIAC 2006 4 $0.00 3
| 200024 HTACMAIN 8H 2005 100 $3750 15 METALF
: 400024 HTACMAIR AC 2006 5 43750 15 METALF
400026 PLAT ESAPTUZ005 12 000 15 Inspect/create visits for all agreements
|4oonze  PLAT  EsaPTUZODE 2| $000) 15 Cancel all visits in view
: 400026 PLAT ESAPTU2006 7 40000 16
sAARIE D0AT coaDTinne 17 enonl 1R TR

7. Right click in the grid and select ‘cancel all visits in view’

124




SuccessWare®21 Operations Manual

b j.-"|2UU3 j ||:i j.-"|2UU." j | ﬂ| ﬂ| j| j|
Agree Mo |T5Jpe |VisitType|Year|M0| Collect |EstHrs| Calllr |VInv|VEan|Vistt| Lastiame |E0mpanyName
40001 HTACKMAIN 8HC 20050 9 $0.00 Zz E WILLIAMS
| 400031 HTACMAINAHC 2006 5 $0.00 2 B WwILLIAMS
| 400031 HTACMAINAHC 2008 9 $0.00 2 E WILLIAMS
» SIENIIA, [0 ml-l Open agresment Enter
400032 HTACMAIN SEMIAC 2006 4 $0.00 3
: 400024 HTACKAIN AH 2005 100 $37.500 15 METAL F
_|400024 HTACKAIN AC 2006 5 $37500 14 METAL F
A00026 PLAT ESAPTUZ005 12 ¢0.00 15 Inspect/create visits For all agreements
_|400026  PLAT  (ESAPTURO0E| 2| $0.00 15 Cancel all visits in visw
_|400026 PLAT ESAPTUZ006 7 $0.000 15 Print grid. ..
Anninac o AT CCADTIIMNC 17 &0 NN 1Kk - 1o

8. A question box will appear with the dates of the visits you are going to cancel.
Click ‘Yes’

<9 ‘fou have chosen to cancel displayved visits from &/2003 thru 62007,

-
Continues

9. Click on the ‘cancel visits’ button

10. Enter a POST DATE — We recommend using a non-workday date (this will enable
you to trace the cancelled visits more easily if needed).

11. Enter a COMMENT if preferred
12. Click Post
24 Batch Cancel Visits Q@@

M ARMNING ==
You have selected 15 visits for cancelation. IWSE THIS UTILITY WITH CAREN Agreement visit cancelation
CAMNMOT be reversed

I wou are not absolutely sure that you want to cancel all of the listed visits, select Cancel.
¥ Cancel Visits?

0501 /2010

|Cancel due between 6/2003 & 672007 that were not performed

«f Post x Cancel

13. You will receive three prompts regarding the termination process and ensuring
you wish to continue. Click “Yes” for each of these and the batch terminate will
complete.

PERIODIC INVOICING OF AGREEMENTS

Agreements that have been set up for periodic billing will need to have invoices created
for each of the agreement payments. SuccessWare®21 allows you to create these periodic
invoices from the AGREEMENT MANAGER.

The 3 main steps to performing your periodic billings are:

1. Generate a list of billings that are due,
2. Create invoices for the billings, and
3. Post the invoices.
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In the period invoices view of the AGREEMENT MANAGER you can mark the invoices as
paid and post them in a batch posting. The payment will be recorded using the payment
method that was specified for the agreement when it was created.

Creating Periodic Invoices
1. Inthe AGREEMENT MANAGER, select the BILLINGS DUE search indicator.

2. Enter the date range for which you want to find billings due, as well as any other
search criteria you desire.

3. Press Enter. The AGREEMENT MANAGER will display a list of all billings due for
the specified time frame.

Bhgoomentbonoger |
[ufalsiafolr]r Roviur] ]
Bilings du (from/thru) Agroement e Years  Visitsjeft  Agrosmert no.
[prvaefrrsvave .|
) g g |DOM|Comp | Ren|Ac

12 100054 EPA Perpd $0.00 Monthly| $15.00
100065 GOLD Fiwad 07/04/20056 $450 00 Quanter) $3750
100057 usa Fead 0771472008 $43000 Monthyy $1000 mns 15 0 X Mc

4. Right-click and select Create periodic invoices.

07/04/20

0714720

5. You will be asked if you want to create periodic invoices for the displayed
agreements. Click Yes.

@ Create periodic invoices for the displayed agreements?
L

HOI

SuccessWare®21 will open the AGREEMENT MANAGER to the Periodic Invoice view and
display the invoices that it created for the list of due billings.

6. If you are using X-Charge, right click and select Process X-Charge
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:gcess XCharge
rk all paid
Mark all unpaid

7. If you are processing credit cards or electronic funds transfers through third party
software right-click and select Mark All Paid.

8. If any of the billings we rejected, select those individual customers, right click
and select Mark this paid/unpaid

AuthlinvDate  |Total  |Payment |Balance |PayMethod|AccourtNumbes  [NamecnCard | ExpM|ExpY|PSTD| Last
Mast07/2172002  $1500  $1500  $0.00 Master Car  4215121412544544  Jack Jones 4 2003 JON
Mast07/06/2002  $37.50  $3750 40,00 Discover  BOT1121214521235  Mike Hammer 5 2005 ALD
| 4 Mast| 07/15/2002 $10.00| $10.00 $000|Bank Dialt 87545554444 ‘

Invoices marked as paid will have the PAYMENT field default to the amount due.

NOTE: If you have invoices that you must mail for payment you may right-click on the invoice
and choose Print this Invoice. Additionally, you can select an invoice and press Enter to edit,
apply a payment and post an invoice.

9. Right-Click and choose Post all invoices to post the invoices.

Post all invoices

OUTBOUND AGREEMENT VISIT SCHEDULING

Outbound calls to customers to schedule their upcoming agreement visits will be carried
out from the Call Center. Here you can display a list of upcoming visits due in a specified
date range and even filter those visits due by are or visit type. From that list the visits due
can be dragged to the Dispatch Board to create the job.

b

1. Open the CALL CENTER and click the VI1sITs DUE indicator. This will
display the Vis1Ts DUE list on the right side of the CALL CENTER.

2. Right-click on the visit panel’s header, Visits due for location..., and select from
the following options:

e Open visits (this month),
e Open visits (next month), or

e Open visits (other range)—If chosen you will be prompted to choose a range
of months.
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3.

January 2010
February 2010
[ I

September 2010
October 2010
Movember 2010
December 2010
January 2011

Fram [4/1/2010
Thu |8/31/2010

Right-click on the visit panel’s header again and select Unscheduled Visits. This
will limit the list to only agreement visits that have yet to be scheduled, excluding
those that are not yet complete, yet have already been scheduled.

NOTE: Be sure to activate the CUSTOMER & JOB INFORMATION panel so that you can see
the customer’s information while in the CALL CENTER and to use any CALL CENTER
filters to view the types of calls and technicians that you wish to view.

4.

10.

Use the CALL CENTER filters to limit the visits to only those that are due in certain
zones if you wish.

Select a visit by clicking on it to view the customer information at the bottom of
the CALL CENTER. Make your outbound call to the customer to try and schedule
the visit for a particular date.

If you are able to agree to specific date and time to perform the visit, navigate to
that date and drag the selected Visit Due to the time and technician. If you are not
assigning a specific technician at this time drag the Visit Due to the UNASSIGNED
bar at the top of the schedule.

Highlight the visit you just scheduled on the Dispatch Board.

Press F11 to open the JoB INSTRUCTIONS and record instructions for the
technician.

If you are not able to reach the customer or schedule the visit, press F11 while the
Visit Due is still highlighted. This will open the customer’s LOCATION NOTES.

In the LocATION NOTES, move to the top of the Notes list if there are existing
notes and add a note which begins with the date of your call and your user name.
Next in the note indicate the results of your call with the customer.
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ot N 7]
20 Royal Pheasant
9/28- Trcguire- Azked for anather couple weeks

9/15- Tmeguire Dave's Grandma just paszed he would like a call back o schedule in a
couple of weeks.

-

Lacation directians > g/
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Warranties

PROCESSING WARRANTY CLAIMS

Whether a warrantied item is being covered in-house or if it is being submitted to a third
party such a vendor for reimbursement you will be generating an Accounts Receivable
invoice in both situations.

Once it has been determined that a part is defective and covered under warranty, the
warranty process will begin

1. Asan initial step, for reporting purposes, you should select the job on which the
defective part was found and press Ctrl+Z to open the JoB SUMMARY form. On
the JOoB SUMMARY, be sure that the WARRANTY checkbox is selected.

2. Next you will need to determine the warranty coverage associated with the piece
of equipment. This can be done by pressing F6 while the customer is selected.
This will open the EQUIPMENT window.

3. Select the piece of equipment and review the associated warranty information at
the bottom of the EQUIPMENT window.

4. If there is 3" party coverage for parts and labor, you will process the warranty
claim by following the instructions in the WARRANTY- RECORDING A
WARRANTY CLAIM (OUTSOURCED) section. (page 131)

5. If there is In-House coverage available for the labor or both the parts and labor on
the job you will process warranty claims following the instructions in the
WARRANTY- RECORDING A WARRANTY CLAIM (IN-HOUSE) section. (page 130)

6. All other billable work performed on the job will be invoiced using the normal
AR Invoicing method.

WARRANTY- RECORDING A WARRANTY CLAIM (IN-HOUSE)

When processing a claim for a warranty that involves in-house coverage you will be
recording an AR Invoice for the job. You will be adding line items to the invoice that
represent the repairs at a price that is different that the retail selling price. These items
will then be charged to the warranty as opposed to the customer.

Note: Before you begin processing the invoice, be sure that any POs or Requisitions
associated with the job have been created.

1. If the warranty job involves manufacturer coverage for a defective part you will
need to record a negative PO and then return the part to the vendor. Follow the
instructions in the PURCHASING- PROCESSING PART AND EQUIPMENT RETURNS
TO A VENDOR section. (page 174)

2. Select the JoB and press F10 to open the associated invoice
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3. Enter repair tasks on the invoice.

4. When entering an item in the pricing grid, press Enter to accept the item or Esc
to cancel the data entry for that line. Once an item has been saved, you can
highlight the item and press Enter to make changes. When complete, press
Enter again to save the changes.

5. Highlight each of the line items that are covered under the in-house warranty and
press the Charge W button. If multiple warranties are listed select the one that
covers the repair you have highlighted.

0/1/2010 (out of 1) M3

v Equip ChigR Chig A v _C_,hrg\é/*l v Agreements.

1-L: labor:1/9/2011; parts:; [CUMBER, FURN; MDL:RACAD251AAAD; SN:G252959

—  5-PMFG: labor:1/8/2015; parts:1/9/2015; (mfg:Cumkisriand) [CUMBER, FURN; MC
10-PLOUT: labor:1/9/2020; parts:1/8/2020; (mfg:Goodman) , #234245252 [CUMBE

The item that has been charged to the warranty will appear in red on the invoice.

Associating Equipment with Repairs on the Invoice
6. Highlight the first repair on the invoice and then click the Equip button.
Checkmark the piece or pieces of equipment that was repaired and click OK. Do
this for each repair on the invoice. This will create equipment repair history.
Job Costing the Invoice

7. Right click on the first actual repair on the invoice (not on the diagnostic/trip
charge if one is present) and select Add Timecard Labor.

Select each of the listed timecard entries and click OK
Click on the PARTS button in the middle of the costing window.

‘ = N |% Parts % Lakn

973042010 REFAIR

10. Press Esc to close the costing window
11. If you are ready to post the invoice to the General Ledger, click Post.
12. Press F9, right click in the background of the JoB form and select FINALIZE.

WARRANTY- PROCESSING A WARRANTY CLAIM (OUTSOURCED)

When processing a claim for an outsourced warranty you will be recording an AR
Invoice for the job, but you will be billing the invoice to the holder of the outsourced
warranty
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Note: Before you begin processing the invoice, be sure that any POs or Requisitions
associated with the job have been created.

1.
2.

Select the job and press F10 to open the associated invoice

On the invoice select the BiLL To dropdown list, point to General Accounts and
select the holder of the third party warranty.

Enter repair tasks on the invoice. Tab to the UNIT PRICE field and manually update
the price to reflect the expected amount of reimbursement from the third party
provider.

When entering an item in the pricing grid, press Enter to accept the item or Esc
to cancel the data entry for that line. Once an item has been saved, you can
highlight the item and press Enter to make changes. When complete, press
Enter again to save the changes.

For each repair listed on the invoice, select the task and then click the Equip
button. Checkmark the piece of equipment you repaired and click OK. This will
add the repair as history on that specific piece of equipment.

Job Costing the Invoice

6.

Right click on the first actual repair on the invoice (not on the diagnostic/trip
charge if one is present) and select Add Timecard Labor.

Select each of the listed timecard entries and click OK
Click on the PARTS button in the middle of the costing window.

== |% Barts % Latn

953042010 REPAIR

9.

Press Esc to close the costing window

10. If you are ready to post the invoice to the General Ledger, click Post.

11. Press F9, right click in the background of the JoB form and select FINALIZE.
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Accounts Receivable

VIEWING RECEIVABLES IN THE RECEIVABLES MANAGER

The RECEIVABLES MANAGER allows you to display:

Accounts,
Invoices,
Payments, and
Adjustments.

:R‘ Receivables Manager M= I
ACCL 133 OICE o4 3
" : = i - }

72 ROUNDTREE
| oo070 BOWSER
BEE0 DESANTIS
(100020 ADAMS ADAMS SHEET METAL FA
AMORE  AMORE
| ooos CODES
B 100043 DICKSON
00063 TRALIN
F 100048 McCan
[ 100039 REYNOLDS
100057 LACK]
[ | r00077 MULCAHY
KIS |
Lt Agedd Lant Fin
Q200 Gnd Totals |
S0 malches lound for Address. 35 Meted

6
] $661 50
4 $284322
3 $152100
3 $6825.20
3. $2.08313
3 $20257.37

$1.20240

$167475

$3628 71
2 $57215
2 $117.7¢
2 $252000

Carmurt
8905 %

COrewe 30
50000

5000
$1.54600
$4.500.00

Each of the item types can be searched using 5 common fields:

In the Invoice view, you can also search by INvoICE No and JoB No.

ADDRESS,
PHONE#,

LAST NAME,
CoMPANY, and

BiLLING AccT ID.

In the Pmts/Adj view, you can search by PMT/ADJ REFERENCE.

You can view all records within a view by pressing Ctrl+Enter.
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You can further filter results by choosing to display only Open Items, Overdue Items or
Out of Balance Items.

Click on any item and press F4 or Enter to open the BILLING ACCOUNT HISTORY for that
customer.

Searching in the Receivables Manager
1. Click on the type of item for which you want to search.

ETE] INVOICES | PMTS/ADY |

2. Enter the search term in the desired field.

3. Press Enter to perform the search (or press Ctrl+Enter to return all records of
the chosen type).

4. Further limit the result set by clicking on Open Items, Over Due or Out of Bal
to see only items that fit those criteria.

QeI OVER DLE fouT

OF BAL !

RECORDING A CUSTOMER DEPOSIT

Cash receipts from a customer can be recorded as a deposit. It is important that
CusTOMER DEPOSIT is chosen, as opposed to merely applying the amount to the
customer’s account.

Note: When recording Customer Deposits, it is very important that you enter a note
regarding the deposit in the Comment field of the RECEIPT form. This will help in
identifying the job to which the deposit is related.

1. Open the BILLING ACCOUNT HISTORY screen for the appropriate billing account.

2. Click Receipts.
3. Inthe CAsH RecEIPTS form, select the CUSTOMER DEPOSIT option

) Eopliteimyoice

" Apply to accoun

" Miscellaneous

4. Enter the required information regarding the payment amount and method.
5. Click Post to save the deposit.
If the deposit is for a job that has already been entered into SuccessWare®21:

6. Open the JoB form by selecting the job and pressing F9 from the JoB MANAGER
or CALL CENTER.
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7. Right-click in the Job form and choose Record Deposit. This will open the
BILLING ACCOUNT HISTORY screen. Deposit information can then be entered as
outlined in the steps above.

Once posted, the deposit can be allocated to a posted invoice by following the
instructions in the ACCOUNTS RECEIVABLE- APPLYING PAYMENTS TO CUSTOMER
ACCOUNTS section. (page 135)

APPLYING PAYMENTS TO A CUSTOMER ACCOUNT

Applying Payments to an AR Invoice

1. If you have just posted an AR Invoice and need to record the payment, press F4 to
open the customer’s Billing Account History. You can then skip to step 6.

@

2. Open the RECEIVABLES MANAGER by clicking on the button on the toolbar.

3. Press Tab to the appropriate search field (i.e. customer name or invoice number)
and enter search term.

AEE
J CPEM ITEMS | OWER DUE JOUT OF BAL
Address Phone# f* Last Name " Company Billing &cct 1D
| | rife
Invoice Mo Jab Mo Prits&dj Reference
| |
Acct D Lazt name FirztMame | Company namme Open |Balance Due |FinCharge Current Ower 30| 6O

David $6,206.00 $6,206.00

4. Press F4 to open the BILLING ACCOUNT HISTORY screen for the selected
customer.

5. Inthe BILLING ACCOUNT HISTORY screen, press the
filter and display only open items for this account

558 button, if necessary, to
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2 Billing Account History: (#100132) Rife, David o)X
Account #100132 | ase |  FiuenceE |  OWERODUE |
FRife, David AT Tatal Invoices Total Adjustments
31 Kinsey Ave $0.00 $6.206.00

Kenmoare, NY' 14217 Over 30 Over 60 Qver 30
716-876-0755 xHome () $6.206.00

CWER| M | PMT Fie | MEG | LOC
Ower30

Tupe [ItemDate
INY |7, 010

CurrentB al Overbl Owerd0

>
1 Receipt... 2 Adjust... 4 Statement | | [| Close |

Note: If the payment received is for multiple items see the section entitled ACCOUNTS

RECEIVABLE-MANUALLY ALLOCATING PAYMENTS TO OUTSTANDING ITEMS. (page
138)

1 Receipt...

6. Select the invoice to be paid. Then click on the
left of the BILLING ACCOUNT HISTORY screen.

button at the lower

2f Cash Receipt (Mo batch)

301485 Inveice #301485 #/20/2010 $6.205.00 $6.205.00
{+ Apply to jnvoice Account #100132 $6.206.00
Rife, D avid 311 Kinsey fwve $0.00
| Applyto account Kenmare, N 14217 '
'S i 716-876-0755 xHome
| Customer deposit $0.00
| Mizcellaneous
! Payment for invoice 301485
EERPEGE ~ |$6.206.00 |
| J | /
(+ Auto allocate payment i " Manual Allocation " Unapplied
I «f Post x Cancel |
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7. Press the Tab key to move to the AMOUNT field. If the amount of the payment is
different from the amount of the selected invoice, change the dollar amount as
needed.

Note: If the dollar amount received is less than the selected invoice amount, the message:
“Payment amount is less than invoice” will appear. If you intend to adjust off the remaining
balance of the selected invoice refer to the instructions in the ACCOUNTS RECEIVABLE-
MAKING A PAYMENT WITH AN ADJUSTMENT section; otherwise, you will need to manually
allocate the payment to the invoice.

8. Tab to the COMMENT field and enter payment comment.
9. Tab to the PAYMENT field and select the payment method from the drop down list.

| 0941144

Cash J

| Other,..

10. Depending upon the payment method chosen, enter the payment information.

24 Cash Receipt (Mo batch)

301485 Invaoice 2301485 F2042010 $E6.206.00 $E6.206.00
&+ Apply bo jrvoice Account #100132 $6.206.00
) Rife, David 311 Kinzey fAve $0.00

(" Apply to gocount Kenmare, N 14217
" Customer deposit F1E-87E-0755 »Harme 40,00

i Mizscellansous

Payment for invoice 301485

| 0911/2000|$6.206.00 |Ck #1321
Check o = | [
|
o Auto allocate payment i " Manual Allocation " Unapplied
['\\S «f Post X Cancel ‘
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11. Click the Post button to post the payment.

If the amount of the payment is equal to the amount due on the selected invoice the
payment will be auto-allocated. If the payment is less than or greater than the amount due
you will be taken to the Allocation window to manually allocate the payment.
Instructions for manual allocation can be found in the ACCOUNTS RECEIVABLE-
MANUALLY ALLOCATING PAYMENTS TO OUTSTANDING ITEMS section.

This will close the CASH RECEIPT screen and the payment will now show in the BILLING
ACCOUNT HISTORY.

2¢ Billing Account History: (#100132) Rife, David

Account 7100132 $0.00 Lik :
Rife, David Total Inveices Total Adjustments
Kenmore, Nv 14217 Der 30 Dver B0 Qver 30
F16-876-0755 xHame [)
owER] Iy | PwT | a0J | REF | FIN | MEG [ LOC

| Type |ItemDate |F|ef1¢ JobMao |DueDate |Total.~'-\mu:uunt|BaIanu:e |EurrentEaI |Dver3D |D\-'erEEI |Dver9[ ~
=MV F420/2010 (301485 201109 742042010 | $6,206.00
L'{'_r" PMT 94112010 |Check 941./2010 | [$6,206.00)

Manually Allocating Payments to Outstanding Items

If a payment is received that applies to more than one item in the customer’s Billing
Account History, the payment will need to be manually allocated to the items being paid.

If you selected to manually allocate a payment, the MANUAL ALLOCATION window will
open after you post. Manual Allocation is used to tell the system how to apply a receipt
when the payment amount does not match the balance of the item for which you are
entering the receipt, or when the receipt is for multiple transactions.

1. After posting a payment, the MANUAL ALLOCATION window will open.

Notice that the bottom portion of the screen only displays the open items on the account,
the total of your payment still to be allocated.
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wr Bilbng Account Histery: [$100073) ROUNDTREE . RICHARL

Account #100079 B oc [ roece | cweeou
ROLNDTREE, RICHARD { [T wvoices | Total snpusmenes |
7100 LEOM RD | 331.50: #4500 1§17 500.00)
CLAREMCE. Wy 14221 | YT T T T
LR T all 1£1.500,001} 214500
] RSN R Y O T e
€ Fotna PUY Ot D | $1500
| Tupe [Reis [dcbbe  [OusDale - [TotsbmounBalace  [alocale  [Altecdliccate] Comment la]
[ = v 100020 22099 1500 $1500  ($1500)
(0] v oooez o0oes ares S2IE000  $2,10000 $2.100.00
_l.'.;.‘ [LF 100091 Jee 1500 $1500 [$15 00§
[ 8 5 i

FIM 101559 3350 $3t.50 $31.50 % 210000 cutstarding & 1,55

a

-
*
Unappled Bdancal

| Pt | Xume | [ |

" 41 455.00 - Po)t balance an sccount

2. Move through the items allocating the payment as follows:

Press To

Enter If the unapplied balance is greater than the item’s
balance, pressing Enter will fully “pay” the item. If the
unapplied balance is less than the item’s balance,
pressing Enter will apply the full un-applied amount to
the item.

Alt+Enter Alt+Enter will place the line item in edit mode where
you can enter the amount you wish to apply to the item
in the ALLOCATE column.

Del Pressing Del will clear the allocation. If an incorrect
amount is in the ALLOCATE column for the item, clear
the allocation and either automatically or manually
allocate the item again.

Ctrl+End Pressing Ctrl+End will auto apply the remaining
balance. The system will automatically allocate the un-
applied balance starting with the oldest item.

3. Once you have completed the allocations, click Post. If there is still an un-
applied balance, the system will display the following prompt: “The item is not
fully allocated, continue & post?”

e Clicking Yes will post the item, thus leaving the un-applied balance as a
credit balance on the customer’s account
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e Clicking No will return you to the allocation form where you can continue
to allocate the payment.

Making a Payment with an Adjustment

Making an adjustment with a payment allows you to apply a payment to a billing account
item and cancel any additional amount that is owed. This is useful when payment for an
invoice is being made by a finance company that withholds a portion of the payment as
their fee, or a customer making a minor “short pay” on an invoice. The balance remaining
on the open item once the payment amount is applied is charged against an Accounts
Receivable adjustment code that you will choose

1. Open the BILLING ACCOUNT HISTORY screen for the appropriate billing account.
2. Highlight the item to which you want to apply a payment.
3. Right-click on the item and select Receipt or Press Alt+1.

L'l:ht:(:e)lNu hal:h] . ) -_l
| Inveics o [100272 Invoice #100272 12731/ $231.00 $231.00
& Apphyto irvorce | Account 7100030 $2,656.20
fi || SHAW, KEVIN 111 S EDITHAVE SUITE 8 $0.00
Apply to gecount || SHaw/ CO gg*s#émmu; itk
|| .o posk “ $5,000.00
" Miscalansous EXCEL

Payment for invoce 100272

[ [07/726/2002  [$230.00 |
Payment amount 12 less than Invoce Balance

|Ch'eck | of 2w [ [ 4

£ Futn elopee pavmer (* Auto with adpstment " Marual Allocation " Unapphed

[weTorF— ] [+1.00 Jec Bl Yl g fioe72
LAacciMseg
ammer l\éz’il\\’ave Dollar not remitted

o Post | X Carcel |

4. Enter the AMOUNT of payment, as well as other payment information.

Enter a COMMENT which explains the fact that this is partial payment or other note
you would want available in the future when viewing this transaction.

6. Choose AUTO WITH ADJUSTMENT. You must complete the adjustment portion of
the screen. That section will only be available when the AUTO WITH ADJUSTMENT
selection is made.
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(ol S & futo with adjustment

(" Manusl Allocation (" Unapphed

[;;f;nor; 4 |731f60 3 | 4 r

LAcciMsg

cel Dept Relerence
of oo ) Jrocez

I'\l/lll ‘Wave Dallar not remitted)

7. Complete the fields as follows:

+f Post

X Carcel |

Field

Function

Adjust Code

Select the AR Adjustment code that
best represents the reason that you are
removing the remaining balance due
from the open balance of the item.

Adjust Amount

The system will calculate the
difference between the invoice
balance and the payment amount to
determine the amount of the
adjustment.

Acct

The General Ledger account will
default based on the ADJusT CODE
selected. This field cannot be
changed.

SubAcct

If the General Ledger account has
sub-accounts you must select a sub-
account (using the drop-down list). If
you enter a sub-account when setting
up the adjustment code, the sub-
account will default.

Dept

Select the appropriate department
from the drop-down list.

Reference

Will default to the invoice number for
which you are posting the receipt.
You can change the field if desired.
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Field

Function

Comment

It is very important that you record a
comment that explains why you have
removed the remaining balance from
the open item as this comment will be
your reminder when you view this

transaction in the future.

8. Click on Post to save the transaction.

MISCELLANEOUS CASH RECEIPTS

You will use miscellaneous cash receipts to record money received that is not related to
an accounts receivable item or billing account. Examples would be payment received
from onsite vending machines, worker’s compensation refunds, or cash refunds from a

vendor.

Recording the receipts in this manner will include them in the un-deposited receipts cash
box so they can be reconciled and deposited correctly. You WILL NOT do a journal
entry to record these receipts. Journal entries will not update the Account Register.

Entering a Miscellaneous Cash Receipt

1. Open the RECEIVABLES MANAGER

2. Right-click in the display grid and select Post Cash Receipts.
The CAsH RecelpPT form will open.

¥ Cash Receipt (No batch) M= E3
worce o | Invoice # 3000 $0.00
ool : |Account 100001 $2.566.04
| ALDRED, JOE 1111ST ST 98 64
 Apply to ccourt ONE TIME INC gg%gh% 14216 .
£ Cinsbornes siposk $2.00000
& Miceloncous BADR
' , Miscalaneois cash receipt
| | EREETTIN T |WORKER'S COMP REFUND 2000
[Check o [2049778645 | [ 4
Distrbat Worker's Comp Insurance
, IAd'chode |acet  |Subkeet  |Dept  |Amourt |Memo l_:]
[FfwrRer 5500 20 $150.00 SERVICE PORTION
| wrREF 500 7 $104.37 INSTALLATION PORTION
5
it $15000
W Post | X Cancel I
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3. Use the mouse or spacebar to select Miscellaneous as the method for applying the
payment. It is very important that you select Miscellaneous! This selection
tells the system that you are not applying the payment to a receivables or a billing
account.

Fill in the receipt information

Click into the Adjustments area and press Insert

Choose an AbDJusT CODE that best represents the reason for the receipt of payment
Tab to the DEPARTMENT field and select department 00

© N o o &

In the MEMO field indicate a description of the payment received
9. Press Enter to save the adjustment

NOTE: If you wish to split the distribution between multiple distribution codes or
departments, press Insert to open another line and complete the fields. Continue until the
full amount of the receipt has been distributed.

10. When all fields have been completed, click Post.

The receipt will debit the cash account and credit the accounts assigned to the adjust
code(s) used. There will be no record of it in the RECEIVABLES MANAGER or any billing
account. The receipt will appear in the cash box register account used for undeposited
funds where you will reconcile it to create a deposit.

AGING ACCOUNTS

Once accounts with an open balance have remained unpaid for a certain amount of time,
you will want to be able to identify those open items for the sake of pursuing payment as
well as assigning finance charges. Aging accounts reads the open items' transaction date
(either invoice date or adjustment date), compares them against the current date and then
classify the items as being 30, 60 or over 90 days overdue. These items are then displayed
in the appropriate aging column in the RECEIVABLES MANAGER.

e To Age all accounts, you will age accounts from the Receivables
Manager.

e To Age a selected billing account, you will open that account’s billing
account history.

Aging All Accounts from the Receivables Manager

SuccessWare®21 allows you to update all of your accounts with their current aging status
at once from the Receivables Manager. This action should be performed before you apply
finance charges to your receivables accounts.

1. From the RECEIVABLES MANAGER, right-click in the grid and select Age Accounts.
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2. SuccessWare®21 will display the following prompt: “All users must be out of
receivables while accounts are aged. This may take a while. Continue?” Make
sure that no other users have receivables open and confirm. This includes
invoicing through customer service.

3. The system will age the accounts and return to the RECEIVABLES MANAGER.

Aging an Individual Billing Account

If, as a practice, you do not apply finance charges to ALL customers, SuccessWare®21
allows you to apply finance charges to a single billing account. In relation to this you can
also age an individual account, identifying items on that customer's account as 30, 60, or
over 90 days old, without affecting your other receivables customers.

To age a single account:

1. Open the account’s billing account history by searching for the customer in the
RECEIVABLES MANAGER and then pressing F4 or Enter.

2. Click on the Age indicator located at the top of the form or right-click and select
Age Account.

3. The system will display a calendar. Double-click the date you wish to use as an
"as of date" for aging, then click on Post. The account will be aged accordingly.

ADDING FINANCE CHARGES

SuccessWare®21 allows you to add finance charges to the accounts of your customers
who have overdue balances on their accounts. Generally a finance charge is not applied
until a customer is at least 30 days overdue; however you can control this in your Finance
Charge Setup

At the General Ledger level, finance charges great an AR balance due and the countering
GL entry posts to the Default Account that you have identified for Finance Charges.
Finance charges are always posted as revenue to department 00 (Administrative) and
should be reversed against that department as well.

There are two ways that you can apply finance charges in SuccessWare®21.

e You can calculate finance charges for all accounts in the Receivables
Manager.

* You can calculate finance charges for one account in the account’s billing
account history.

To ensure that the proper finance charges are applied, the account should be aged before
posting finance charges.

Finance charges often serve as good "motivation" in getting a customer to pay their open
balance. Finance charges will appear as a due item when you generate a statement for a
customer.
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Finance charges can very easily be reversed either from all billing accounts or from an
individual account in a situation where the customer may remit their total original
balance due, but not the finance charge.

To Calculate and Post Finance Charges for All Accounts

1. From the RECEIVABLES MANAGER, right-click and select Post Finance Charges.
The APPLY FINANCE CHARGES TO ALL ACCOUNTS form will open.

Apply for.

i Apply finance charges to all accounts M[=E3

Last spphad I 3

Morthly raie: (B %

[cans72001 Enter Apply For and Rate, and Select Prepate [OR) Select Review Last

< Review Last I ) Prepare I X Cencel I

2. Adjust the AppPLY FOR date to the date on which you want to apply finance
charges. This date cannot be a future date.

3. Click on Prepare to calculate finance charges for accounts that meet the

followi
[ ]

ng conditions:
Account has open items over 30 days (specified in setup),

Account is not marked NO FINANCE CHARGE in the Billing Account Detail
form, and/or

Account has not had finance charges applied in the current period
(normally 30 days, specified in setup).

The system will display all accounts that meet these conditions including the calculated

charges.

4. To delete items from the list, move to the items and press Ctrl+Delete or right-
click and select Delete.

\ NOTE: To clear the list and prepare again, click on Reset.

5. Click Post to post the prepared charges

To Calculate and Post Finance Charges for a Selected Billing Account

1. Open the billing account history for the selected account. This can be done
through the RECEIVABLES MANAGER or by pressing F4 from any other screen
where the customer is selected.
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2. Double-click the Finance indicator located at the top of the form, or right-click in
the grid and select Apply Finance Charge. The APPLY FINANCE CHARGES TO . . .
form will open.

3. Adjust the AppLY FOR date to the date on which you want to apply finance
charges. This date cannot be a future date.

4. Click Prepare to calculate finance charges for the account.
5. Press the Post button to apply the finance charge against the customer's account.

Reversing the Last Posted Finance Charges from All Accounts

After finance charges have been posted, the last finance charges created can be reviewed
and reversed. This may be done in a situation where the wrong percentage was applied or
perhaps if you forgot to age your accounts before you applied the finance charges.

1. Open the RECEIVABLES MANAGER, right click and choose Post Finance Charges.
2. Inthe AppLY FINANCE CHARGE window, click the Review Last button

i Review Last|

The list of finance charges last posted will appear in the window.
3. To reverse all of the listed finance charges, click the Reverse button

4. You will be asked to confirm the reversal of all associated accounting
information. Click Yes to continue.

Thiz will reverse all accounting information for these charges.
Are pou sure you want to reverse?

5. Press Enter to confirm the deletion of the finance charges.

Reversing Finance Charges on an Individual Account

If there is a situation where you decide not to hold a customer responsible for paying a
finance charge, which has already been applied to their account, you can reverse the
finance charge. This will not delete the finance charge, but will rather create an
adjustment which will be applied to the finance charge, therefore creating a zero balance
due on the charge. The original (but now satisfied) finance charge will remain part of the
customer's billing account history.

1. Open the BILLING ACCOUNT HISTORY screen for the appropriate billing account.

2. Click on Adjust, located at the bottom of the BILLING ACCOUNT HISTORY screen.
You can also right-click and select Adjust, or press ALT+2.

3. Click on the Credit finance balance button at the bottom of the window.
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4. The AMOUNT field will default to the total finance charges on the account. The
ADJUsT CobDE will also default to the finance charge code.

5. The DEPARTMENT number will default to 00, the department used to post finance

charges.
6. Click Post

P
|1oous Invoice #100148 11/8/00 $13234 $0.00

Account #100104 ’ $84318

T DI RE. CHRIS 8260 MAIN STREET $14.75

Wikiamswle. NY 14221
% Apply to gccount 565-3500 x $200.00
CASH

(v CredtMemo " Debit Memo  Subliacting from blling account balance due

om0 [FincHe o [$1475 HE

[ ' I_'_,] [FrCredn
[Credt al finance charges
b s s £/ Horn ¢ oo ,
Creditfnnce balance | Credifcerehund | o Post | 3 Cancel |

Whether the reversed finance charges are equal to a single finance charge item, or
are the result of multiple finance charge postings you will need to manually
allocate the reversed balance. To allocate the adjustment refer to the instructions
in the ACCOUNTS RECEIVABLE- MANUALLY ALLOCATING PAYMENTS TO
OUTSTANDING ITEMS

PRINTING CUSTOMER STATEMENTS

SuccessWare®21 allows you to print statements that identify open items on a customer’s
billing account.

e You must use the RECEIVABLES MANAGER if you want to print statements
for all accounts.

e You can us either RECEIVABLES MANAGER or the BILLING ACCOUNT
HisTORY if you want to print a statement for one account.

To Print Statements for All Accounts

It is required that you age accounts before generation of statements. For information on
aging see the AGING ACCOUNTS section

1. Press Ctrl+Enter from any search field in the RECEIVABLES MANAGER to list all
accounts, and then select either Open or Overdue to view only the accounts with
an open balance.
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2. Right-click in the grid and select Print Batch Statements. The system will then open
the STATEMENT DIALOG box.

2r Statement Print Dialog - O] x|

—Accountz ta Print

" Select Account Mo
" Select Last Mame
" Select Company Mame

—Statement Period
Fram Thiru

070242002 EA IEIB;-'EH A2002 EA

—Staternent Type
% Open lbems Only

™ Balance Farward [with all itemns in statement peniod]

—Frint Option
Print accounts with: [ credit balance

[~ zero balance
[¥ no activity in statement period

[+ ro past due balances [age accounts first)

F'rint I F'reviewl [| Cloze |

The STATEMENT DIALOG allows you to choose the type of Statement to generate and
allows you flexibility in determining which customer account to include or exclude.

3. Choose whether to include all accounts (batch statements) or print for a single user
selected account. You can also choose to run the statement using a customer Last
Name or Company Name. If you choose to run by name, the % wildcard character is
available. (Ex. %Mart would return statements for both WalMart and KMart.)

4. Choose the STATEMENT TYPE that you would like to print.

e Open Item — Any item with an open balance (or an unapplied balance)
which is due prior to the end date specified for the statement. The FROM
date is ignored when running an Open Item Statement.

e Balance Forward — This statement allows you to display a balance due by
the account as of the start date identified. It then shows all new activity
(invoices and payments) from that date through the end date. At the end of
the statement is a total balance due through the end date, including
previous balance and new activity. An example of a Balance Forward
statement is a standard credit card statement.

5. Choose the type of accounts which you want to appear or which you want to exclude
in the statements generated. Use a checkmark to include accounts with:

e A credit balance
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e A zero balance
e Any activity during the statement period

e No Past Due Balances- allows you to include or exclude accounts that
have no past due items (Accounts must be aged before this option will
offer accurate results.)

6. Choose either Print or Preview to generate the statements.

To Print a Statement for One Account

From the RECEIVABLES MANAGER—I0cate the billing account for which you want to
print a statement, right click on it and select Single Statement.

-OR-

From the BILLING ACCOUNT HISTORY screen—click on Statement located at the bottom
of the form, or right-click and select Statement. Double-click on the date you wish to use
for the statement date in the calendar displayed.

A list of items that will appear on the statement will open. Right click and choose Print or
select the Print button.

1. The system will then open the STATEMENT DIALOG box with the selected Account
number already recorded.

2r Statement Print Dialog o m| 4

—Accounts to Prink
Al dccounts

Aect No |1uuuau J

" Select Last Mame
{~ Select Company Mame

—Statement Period
Eram Thiru

05/3./2005 B |DE.-’3EI."2EII35 A

—Statement Type
{* Open ltems Orly

{~ Balance Forward [with all items in statement period]

—Frint Optian
Print accounts with: [ credit balarnce

[~ | zeme balance
¥ rio activityin statement period

[¥ niopast due balances (age accaunts fiist)

Prirt I F'reviewl [l Cloze |

The STATEMENT DIALOG allows you to choose the type of Statement to generate and
allows you flexibility in determining which customer account to include or exclude.
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2. Modify the date range of the statement if necessary.
3. Choose the STATEMENT TYPE that you would like to print.

e Open Item — Any item with an open balance (or an unapplied balance)
which is due prior to the end date specified for the statement. The From
date is ignored when running an Open Item Statement.

e Balance Forward — This statement allows you to display a balance due by
the account as of the start date identified. It then shows all new activity
(invoices and payments) from that date through the end date. At the end of
the statement is a total balance due through the end date, including
previous balance and new activity. An example of a Balance Forward
statement is a standard credit card statement.

4. Choose Print or Preview to generate the Statement.

PROCESSING CUSTOMER CREDIT MEMOS AND REFUNDS

If a job completed for a customer requires the processing of a refund or credit you can
create a credit memo for the customer that will be reflected on the customer’s account.
The credit memo will also be recognized when viewing invoice and profitability reports
related to the job. If the customer has already paid the job invoice you can also process a
refund as a function of the credit memo process.

This Credit Memo feature will help to streamline several processes

e Allow you to choose the General Ledger effect- Reversal of the sale or post
against Returns and Allowances

e Allow you the option of returning inventory part items to inventory stock if
appropriate.

e Give you the option to reverse task-based pay earned by an employee during the
original performance of the job

Credit Memo Limitations

Some functions that are handled by an AR invoice cannot be reversed by the creation and
posting of a credit memo. These include:

e New or renewal activation of an agreement (A credit memo will not deactivate
an agreement)

e Agreement Visit Completion (A credit memo will not mark a visit as 'not
completed’)

e Labor hours associated with timecard entries (A credit memo will not reduce
the number hours on an employee's timecard.)
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e Agreement Periodic Billings (Individual credit memos can be issued, but
multiple credit memos cannot be created at the same time.)

Permissions Required to Process Customer Credits and Refunds

User Group permissions have been created to control user access to customer credit and
refund feature. The following permission control these actions.

Receivables Tab
e Receivables Column

- PosT REFUNDS — post a refund via Billing Account History in Accounts
Receivable

Invoicing Tab
e Credit Memo Column
- CREATE/MODIFY CREDIT MEMO — create and/or modify a credit memo
- PosT CREDIT MEMO — post credit memo /refund to accounting system
- ApPpPLY REFUND — apply a refund on a credit memo

To access the User Group settings:
: 21
1. Click the —__ to access the MENU screen.

2. Select Setup and then User Manager.
3. Right-click on a user name and select User Groups.

[ Student ID ADMIN
Open... Enter
New Ins
Print grid...

User Grqups...
CHS Coﬁr%orate User Account

Close Esc
View *
Filters *

The following permissions must be set on the USER GROUPS screen:
4. Go to the Receivables tab.
5. Select Post Refunds in the Receivables column on the left side.
6. Select Refunds/Credits in the Payment Processing Column.

151



SuccessWare®21 Operations Manual

Customer Service - 1 I Accounting - 2 | Setup/Misc - 3 Receivables - 4

[v Allow Access to Receivables Data

v View Payment Processing

v PostPayments [V Process Payments
v Alternate Post Date (Payments) [V Clear/Reset Payment
v Post Adjustments/Allocate [V Refunds/Credits

v Post Refunds

v Reverse

7. Go to the Invoicing tab.
8. Under the Credit Memo header, select Create/Modify, Post and Apply Refund.

Inventory - 7 I Pricebook - 8 ] Payroll -9 I Reports - 10 ] Projects - 11 Invoicing - 12 I
v Allow Access to Invoice Data
[V Create/Modify/Delete Enter cost:
v Verify v Parts
v Void v Labor
v Post [V Rates
v Adjust [V Piecerate
v Alternate Post Date [V Miscellaneous
v Price Override
[V Create/Post Counter Sales Credit Memo:
v &pply Payments v Create/Modify
v Post
v Apply Refund

9. Click Save.

Creating Credit Memos Using the Credit Memo Wizard

When you need to create a credit memo you will have the option of creating a blank
Credit Memo that you will add line items to manually or allowing the Credit Memo
Wizard to walk you through the steps of creating the Credit Memo.

Using the Wizard to guide you through the process helps to automate your choice of:
e General Ledger accounts used
e The returning of requisitioned parts to inventory
e Reversal of Paybase (task based pay items) associated with the job.

You also can identify the reason for the credit memo and enter additional notes if needed.
The wizard will then create a negative version of the original invoice for you to modify
and post as needed.

The CREDIT MEMO WIZARD can be accessed from the BILLING ACCOUNT HISTORY screen or directly
from the Invoice form.
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From the Invoice form:

1. Click the Plus Sign next to the Invoice# field.
2. Select Credit Memo from the listed options.

@ Invoice: 301507

Invoice# - 301607 A | w2 Quick entry %Enterg
k o o 192919 9012 De
InvDate  12/21/2017 Options
Billing Acct. 100100 A Add a new job document?
Call #20113312/21/2017 (out of 1) 1 Invoice
Q) 2 Credit Memo
3 Quote
- |
OK Cancel
fterm Mo Oty Descrip l v X Der
%‘ DUCTCL1D 1 Duct Cleaning up to 70 Fegisters 50
1REGCL 3 DuctCleaning per Register after first 10 50

From the Billing Account History screen:

1. Opening the Billing Account History screen for the desired customer.
2. Right-click on invoice to be credited and select Credit

Processing a Credit Memo

1. Select the desired option if you wish to manually enter a credit memo create a
credit memo for the invoice. This will open the CREDIT MEMO WIZARD.

Credit Memo Wizard @

Create a new blank Credit Memo for Job #201133 ( requires manual entry )
@ Apply credit memo based on the existing invoice #301507 from 12/21/2017

Payment(s) $1053.00 (1)
Existing Credit Memos: None
Additional Options
¥| Post G/L to Returns and Alowances

Return Parts to Inventory
No parts were on the invoice
Reverse Paybase

Total paybase amount $110.50 exists on the invoice.

[=s]
1]

B3 Next H K Cancel
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4.
S.

Select AppLY CREDIT MEMO BASED ON EXISTING INVOICE.

Under Additional Options, you can choose to:

Post to default G/L account for returns and allowances or choose the G/L
account you wish to effect with the credit memo. If this option is NOT
selected, when you click Next you will be asked if you want to post the credit
to the same account each line item originally posted to (such as a Sales
Account) or you will be able to select a GL Account for each line item on the
invoice.

Return Parts to Inventory- If selected, each of the part items originally
requisitioned from inventory will be listed in the Part cost screen of the credit
memo with a negative quantity.

NOTE: On Posting of the Credit Memo you will need to go to the Verify
Parts screen to post the return of the parts and then Update Invoice Cost.

Reverse Paybase (Task-based pay) entries in payroll.

After choices are made, click Next

Click the drop-down arrow to select the Credit Memo Reason.

Note: Credit Memo Reasons can added/edited from the REFERENCE LIBRARY in
the Customer Service Volume.

6. Enter details in the Credit Memo Notes field if desired.

Credit Memo Wizard @

Credit Memo Reason:
DISSCUST M Dissatisfied customer

Credit Memo Notes:

Customer was not happy with the service we provided. |

1

[3 Back H P Finish H i Cancel

Click Finish to create the credit memo.
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&t Credit Memo: 301521 5]
Imvoice# - 301521 + =2 Ouick entry Enter cost CostElus [F L ]u] Credit Memo
— — 1.053.00
1INV, 1 CRM DucDate 120282017 Degt 50 A SalesPer . Total Credit % )
I Dat 12/26/2Mm7 Total Cost $0.00
gt John Anderson: SE5-4611 )\ Py
Billing Acct ﬂ 100 Southside Bhd Margn 'mg _D%
Call #20113312/21/2017 (out of 1) Credit Memo Reasan
DISSCUST M
Call - Equip | Chrg B Chrg A - Chrg W ¥ | Agreements.. ¥ Wisits.
ltermn Mo Oty Description Dept  UnitPrice Tx TotalSale Dsc afterDiscount  Chg =
DUCTCL10 -1 Duct Cleaning up to 10 Registers 11 $810.00 (3810.00 ($510.00) R | =
1REGCL -3 Duct Cleaning per Register after first 10 50 $81.00 ($243.00) $243.00) R

[Call #201133: 12/21/2017 DCS [Completed]] Task item (PayBase=($85.007) Charged o RECEIVABLES ST=SERY: GL=3005 ()
EQUIPMENT: [customer has no equipment]

Frint format include task notes 7| Parts Subtotal ($1.053.00) | Taxable $0.00
Tiaialks @iy @ S“m'fnary 7| Labor Discount $0.00 | Non-Taxable (£1.063.00)
el HB i D 7Mise Tax Code  NYER 3 5000 | Added tax due $0.00

Sales Qunote i $0.00
= e ($1,053.00) Tax included
it )
Deposit B Less Pmt/Adj gnnn || Refund/Applied $0.00
Payment Net Balance ($1,053.00) || Current Balance $0.00
Set Discount Apphy Bind Fost Adjust Freview | +f Save | @& Undo | Close

You will be presented with a version of the invoice with negative quantities for the line
items. You can make edits to the Credit Memo before posting such as removing a line
item that you are not crediting or modifying the amount of a line item you are crediting.
Individual lines on a credit memo can be for a positive quantity or a negative quantity,
but the total amount must be negative or it cannot be posted.

8. Once you have completed any necessary edits, click Save and Post. The POSTING
CREDIT MEMO screen will appear to allow you confirm the actions that will
happen.

9. Choose how you want to handle any required refunds or credits.

e If you want to create the Refund to the customer as your next step, be sure
PROCESS REFUND AFTER POSTING is selected.
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Posting Credit Memo @
Posting Credit Memo Job Invoice #301507
Not ret It
oF TERINING parts Total: $1053.00
Reversing paybase of $110.50 Paymant(s): $-1053.00 (1)
Additional adjustments to costing Adjustment(s): £0.00 (0)
G/L posting to Returns and Alowances Cred(s): $0.00 (0)
Posting Total Standard Hours of 4:45 Balance: $0.00
Credit & Refund Options...
| Process Refund after Posting CreditMems £301521
. Total: $-1053.00
Credit Job Invoice #301507
redi Job mnvoice Amount to Refund:  $-1053.00
Balance after Refund: £0.00
Apply to Invoice: £0.00
Credit on Account: £0.00
« OK ‘ X Cancel |

e |If you want to leave a credit on the customer’s account and perhaps process a
Refund later, then uncheck the box.

e If the customer has not yet paid the invoice and you are crediting off the
balance due you will not have the option to process a refund, but rather you
will apply the credit to the open invoice.

Paosting Credit Memo @
FIEmD D e Job Invoice #301523
Mot returni rt:
oF TERUITIng parts Total: $159.00
Not reversing paybase Payment(s): $0.00 (0)
No additional adjustments to costing Adjustment(s): $0.00 (0)
G/L posting to Returns and Alowances Credit(s): $0.00 (0)
Posting Total Standard Hours of -0:30 Balance: $159.00
Credit & Refund Options...
. . ) CreditMemo #301524
Process Refund after Posting
. ) Total: $-159.00
| Credit Job I #301523
rede Sob fvoice Amount to Refund: $0.00

Balance after Refund:  $-159.00

Apply to Invoice: $-159.00
Credit on Account: $0.00

« OK X Cancel

10. Click OK to confirm posting.

Processing the Customer Refund

If you have chosen to process the refund after posting you will be taken to a CUSTOMER
REFUND form.
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ﬂ Customer refund - by Check from Checking Account \E\ [=] @
301521 Credit #301521 1242642017 -$1.063.00 -$1.053.00
(@) Apply to credit mermao Account #100100 : -$916.24
- Anderson, John 100 Southside Blvd. $7.76
() Apply to account Cheektowaga, MY 14225
BEE-4611 =
$0.00

Refund for credit, Ref #: 301521
Refund of $ 1,053.00 was made on 12/21/2017 for this account

G95-962-8674 Checking Account $49.203.55

120262017 $1.063.00 Custorner Refund

Check 574

(@) Auto allocate payment Auto with adjustment () Manual Allocation () Unapplied

Frint Alignment l B Print " + Past " X Cancel
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If you are Refunding by Check

Your Default Checking Account will be selected as the Register Account to from which
to pay the refund. If you are going to refund the customer by check you can leave this
option as is or if you will be writing the check from a different account, select that
Register Account instead.

1. Select Check from the PAYMENT METHOD field. When you tab out of the field
your next available check number will be displayed in the check number field.
You can change this check number if necessary.

2. Select Print if you are printing the check directly or Post if you will be
handwriting the check.

3. The Refund will be automatically allocated to the Credit memo.
If you are Refunding the Customer’s Credit Card

If the customer paid by Credit Card and you will be refunding their Credit Card, select
the REGISTER ACCOUNT dropdown and select your Undeposited funds account. You will
be creating a Credit Card refund that will appear in Undeposited funds and will need to
be reconciled with your next credit card batch (to reduce your upcoming deposit).

1. Navigate to the PAYMENT METHOD field and select the customer’s Credit Card
from the dropdown.

Refund for credit, Ref #: 301527
DERACCT |;| Undeposited Funds $7.479.00
12i272my 43000 Customer Refund
Wisa |;| 4147..5869 Carolyn Fitzsimmons g ;2021
@) Auto allocate payment Ao with adjustment tanual Allocation Unapplied
2. Click Post.

The customer's billing account will reflect the fact that a credit memo was posted and it
will be allocated to the selected invoice.
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INV 12/21/2017 301507 201133 12/21/2017 | $1,053.00

% PMT  12/21/2017 Check 12/21/2017 | ($1,053.00)
% CRM 12/26/2017 301521 201133 12/26/2017 | ($1,053.00)
b= REF 12/26/2017 Check 12/26/2017  $1,053.00

Processing A Credit Memo for a Counter Sale

SuccessWare®21 allows for the creation of non-job related sales such as the purchase of a
part from your business by a customer through the use of a counter sale invoice. If you
need to process a credit and or refund related to the Counter Sale you can do so using a
Credit Memo.

To do so:

1. Search for the customer that made the counter sale purchase and navigate to their
BILLING ACCOUNT HISTORY screen.

2. Filter the list of transaction for only invoices to make it easier to find the invoice
you will be crediting.

aﬂ Billing Account History: (#100026) Smith, Patti

Account #100026

Smith, Patt

111 12th Street Apartment 1
Kenmore, NY 14217

824-9824 x (Joe Aldred at One Time.)

Type ItemDate  Ref# JobNo DueDate
P= INV 12/21/2017 301533 12/21/2017

3. Select the Counter Sale Invoice that you have to credit and select the @‘
button at the bottom of the screen.

4. This will open the CREDIT MEMO WIZARD
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Credit Memo Wizard @

Create a new blank Credit Memo for Counter Sale Customer #100026 ( requires manua

@ Apply credit memo based on the existing invoice #301533 from 12/21/2017

Payment(s) $9.79 (1)
Existing Credit Memos: None

Additional Options
¥| Post G/L to Returns and Alowances

¥ | Return Parts to Inventory
1 Part(s)
Reverse Paybase

No paybase was entered on the invoice

[ua]
al

| E3 Mext ” B Cancel ‘

If you are managing inventory, the Wizard will give you the option to return the parts on
the invoice to inventory stock.

5. Click Next and identify the reason for the Credit Memo along with any notes you
wish to include.

6. The Credit Memo will be created.

@ Counter Sale Credit Memo: 301534 @
] VERIFY i
Invoice# - 301534 ﬂltl | = Cick entry | Qa Enter cost | B Cost Flus — Crl‘t Memo -
DueDate  12/26/2017 Dept 20 A SalesPer | oatre :
Iy Drater 12/28/2017 Total Cost $0.00
Ly Patti Smith: 8248824 )
Billing Acct: 100028 ﬂ 111 12th Strest CASH Margin Batm
LDfItCall Credit Merno Reasan
PARTRTN n
QUOTED... M
Call - | Chrg B - - -
ltem Mo Oty  Description Dept  UnitPrice Tx TotalSale Dsc AfterDiscount  Chg =
@ Rinz -1 3/8" Coupling with Stop 20 §3.00 % [$9.00y 1$9.00) R |

m

[norelated callinfo] Partitem Charged to RECENMABLES ST=PARTS: GL=3001 ()
EQUIPMENT: [customer has no equipment]

Print forrmat include task notes 7| Parts Subtotal %3.00) | Taxable ($9.00)
Totals only ) Sumr.nary 7| Lahar Discount $0.00 | Non-Taxable $0.00
Totals. no tax Detailed 7 hisc Tax Code NY-ER ‘] [$0.79) Added tax due ($0.79)

Seles Quate Tax included $0.00

B Credit ($9.79)
Deposit e — | Less Pmt/Adj g000 | Refund/Appled $0.00
Payment MAIN +| |Net Balance ($8.79) | Current Balance $0.00

7. Enter the date of the Credit Memo and then click Save and Post.
8. Confirm you will be processing a refund to the customer and click OK
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Posting Credit Memo @
Posting Credit Memo Counter Sale Invoice #301533
Returning 1 part(s) — $9.79
Not reversing paybase Payment(s): $9.79 (1)
Mo additional adjustments to costing Adjustment(s): $0.00 (0)
G/L posting to Returns and Alowances Cred(s): $0.00 (0)
Posting Total Standard Hours of 0:00 Balance: $0.00
Credit & Refund Options...
CreditM #301534
/| Process Refund after Posting recitiemo
} o Total: $-9.79
) VO #301533
Credit Counter Sale Invoice #3015 e e §-9.79
Balance after Refund: $0.00
Apply to Invoice: $0.00
Credit on Account: $0.00
[ " OK | X Cancel ‘

9. Choose your method for refunding the customer in CuSTOMER REFUND form and
then either Print (for a check) or Post.

@ Billing Account History: (#100026) Smith, Patti

Account #100026 $0.00

Smith, Patti

111 12th Street Apartment 1 £0.00

Kenmore, NY 14217 [ Curent | Ow

824-9824 x (Joe Aldred at One Time.)

0
CASH

Type ItemDate  Ref# JobNo DueDate TotalAmount Balance Cu
= INnV 12/21/2017 301533 12/21/2017 $9.79
= PMT | 12/21/2017 Cash 12/21/2017 (%9.79)
& CRM | 12/28/2017 301534 12/28/2017 ($9.79)
= REF 12/28/2017 Check 12/28/2017 $9.79

Processing Refunds without a Credit Memo

In a situation where you need to process a refund check to a customer and it is NOT
associated with a job, you can do so without the creation of a Credit Memo, however, in
addition to the Refund you MUST create an adjustment to the customer’s account to
properly allocate the refund given.

To enter/post a customer refund:

1. Open the BILLING ACCOUNT HISTORY (F4) screen for the customer you wish to
refund.

2. Be sure you are selected on a line item other than an invoice or credit.
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3. Click the \m button.

eﬂ Customer refund - by Check from Checking Account E [=] @
Credit #
Apply to credit memo Account #100094 _ $0.00
Ptak. Thomas 152 Starin Awe $0.00
@) Apply to account Biuffalo, MY 14214
B858-9898 %
$0.00

Refund on customer account

8958-962-8674 El Checking Account $49.203.55
12/28/2017 $100.00 [/\\5 Payment to customer for damage to wall
Check E|

Auto allocate payment Auto with adjustment Manual Allocation Q@ Unapplied

Frint Alignment ‘ 24 Print H + Fast H XCanceI‘

4. Select the register account that will make the payment in the From Reg Acct drop
down list.

5. Confirm or enter the Date and Amount of the refund.

6. Select the Payment Method. (If it is a checking account, SuccessWare®21 will
default to the next check number)

7. If the refund is being made by check, you can Print the check or Post without
printing if it is a handwritten check.

This will create the check for the customer, but it also creates a balance on the customer’s
account. We will use a credit adjustment allocated against the Refund to eliminate the
effect of the customer’s balance due.

8. Highlight the refund in the customer’s Billing Account and click the Adjust
button.
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iF |PMT |12/5/2017 |Cash 12/5/2017 ($326.00)
= REF 12/28/2017 Check 12/28/2017 $100.00 $100.00 $100.00

9. Be sure that you are creating a Credit Adjustment in the AR ADJUSTMENT form.

10. Choose the ADJUSTMENT CODE that represents the reason for the refund given to
the customer. This will determine the GL account that will be posted against.

11. Enter the AMOUNT of the Adjustment

12. Choose the DEPARTMENT that will be incurring the “expense” of the refund.
13. Enter the number of the check you created in the REFERENCE field

14. In the CoMMENT field enter a description of the reason for the adjustment.

@ A/R Adjustment E [=] @
Invoice ﬂo |r‘IVOice # $DDU $UDU
Account #100094 $100.00
ApDlv to Invoice Ptak, Thomas 152 Starin Ave $0.00
Apply tolnvoc Buffalo, NY 14214 '
@ Apply to account 888-9898 x $0.00
@) Credit Memo Debit Memo
Date Adjust Code Adjust Amount  Acct Sub Acct Dept Reference
12/28/2017 CustGW H $100.00 9201 20 M 882
Comment  Payment to customer for damage to wall during inst
Auto allocate adjustment @) Manual Allocation Unapplied
Credit finance balance «f Post H X Cancel

15. Be sure MANUAL ALLOCATION is selected
16. Click Post

17. In the Allocation Screen be sure the unallocated refund is selected and press
Enter to allocate the credit to the Refund.
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@ Billing Account History: (#100094) Ptak, Thomas
Account #100094 $100.00 FINANCE OVERDUE
Ptak, Thomas Total Invoices Total Adjustments
152 Starin Ave $0.00 $1,364.63 {$100.00) ($1,364.63) $100.00
Buffalo, NY 14214 Over 60 Over 90
888-9898 x () £100.00
Posting ADJ Credit Memo: 882 $ 100.00
Type TtemDate  Ref# JobNo DueDate Totalamount Balance Allocate Afterallocate Comment
»= REF 12/28/2017 Check 12/28/2017 $100.00 $100.00 ($100.00) Payment to customer
N
PRI b
Unapplied Balance $ .00 Fuly allocated
1 Receipt 2 Adjust. 3 Allocate 4 Statement 5 Credit / Refund l + Post " 3 Undo ‘ Close
18. Click Post
The Credit Adjustment will be allocated to the Refund which will no longer display a
balance.
- T A ) e AT L&ty \_n.p-.JLU-UUJI
= REF 12/28/2017 Check 12/28/2017 $100.00
P= ADJ 12/28/2017 882 12/28/2017 ($100.00)

RECORDING AN NSF CHECK

When the bank returns a check you received due to insufficient funds, you must make
adjustments to affect the account in which the deposit was made and to the customer that

issued the check.
To accommodate this you need to have an AR adjustment code and a CB Adjustment
code that both point to the same GL Account. These codes will be used to “move” the

money out of your bank account and make it a balance due from the customer who
bounced the check. We recommend creating NSF codes in both lists that point to GL

account 2090- Clearing.

If your company posts cash receipts through the Billing Account History Receipt option
you can un-allocate the original payment so that the invoice can be aged properly and
finance charges applied, if applicable.
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Note: The NSF Check must also be recorded in the Bank Account into which the check
was initially deposited. Recording the transaction on the customer billing account is only
half of the total transaction. For instructions on applying the bank piece of the NSF check
see the section titled ACCOUNT REGISTER- RECORDING AN NSF CHECK. (page 200)

To Adjust the Customer’s Account

1. Open the Receivables Manager and search for the Billing Account for the
customer.

2. Highlight the account and press ENTER to open the Billing Account History (or
right-click and select Open history).

3. If your company posts cash receipts through the Billing Account History Receipt
option and you wish to un-allocate the original payment so that the invoice can be
aged properly and finance charges applied:

4. Highlight the original payment that was returned NSF and press Enter to open the
ALLOCATIONS FROM . . . form.

ij Allocations from... [ =B —Ehl
Iterm Itern Total
10/6/13 PMT  Check [$519.93]

[N 100523 [$513.93) $0. 00

Balance

E Close

5. Right-click and select Clear all allocations from the menu and then select Save
and close the ALLOCATIONS window.

6. If your company posts cash receipts through the Apply Pmts button on the
invoice, or you do not wish to age the original invoice and/or apply finance
charges you will move to the next step.

7. Select the Adjust button located at the bottom of the form, or press ALT+2, to
open the adjustment form.
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10.

11.
12.
13.

14.
15.

4 A/R Adjustment = S
100529 Invoice #100529 10/6/13 $519.93 $519.93
Account #100166 $125.00
- Edgerton, Tyler 1452 Carzon Ave,
© Apply to invoice wiliamsville, N 14221 HU
Apply o account 716-555-9489 & %0.00
Credit Memo @) Debit Mema
104622013 MSF El $519.93 2090 1] El 1500
Ck 1500 returned MSF
Auto allocate adiustment @ Manual Allocation IInapplied
| Credit for refund | | " Post || XK Cancel |

Select Debit memo.

Enter the date you wish the adjustment to affect the customer’s account (the same

date as the adjustment to the bank account.)

Enter or select an Adjust code. If you are using the clearing account, you can
select NSF. If you did not use the clearing account when adjusting the bank
account, be sure to use an adjust code that will use the same general ledger

account you used there.
Enter the amount of the returned check.

Enter, or select the department that you wish to affect with the adjustment.

Enter a reference number, if desired. You may wish to use the same reference as

you did when adjusting the bank account.
Enter a comment if you wish.

Select Manual Allocation and select Post to apply the adjustment to the original

payment.
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2F Rilling Account Histary Z9104041 2 TOM

Account #X91040412

TOM, SHUMATE

7293 WEST HARTFORD CT

WEST CHESTER. OH 45063-5519

F13-850-0713 (]

| Tvpe |ItemDate |Hef1¢ |-_|DI:|N|:| |DueDate |T|:utal.é«mu:uunt|Ealance |EurrentEaI ||:Iver3|3 |DverED |Dver9[]:|
| =NV 942302010 548133 448138 9/23/2010 $300.00 $300.00 $300.00
| qF FMT  9/23/2010 Check 9/23/2M0 ($300.00)
| BE AD) 94232010 2334 942372010 $300.00
Ld e ADJ  9/23/2010  MSFFEE 94232010 $25.00 $25.00 $25.00
KN o

2 Adjust... 3 Allocate | 4 Statement - Past | (8t} | E Clogze |

L.

1 Receipt...

Updating the Customer’s Billing Account

1. While in the customer’s BILLING ACCOUNT HISTORY screen, press F3 to open
their BILLING ACCOUNT DETAIL

2. Click Edit Acct

3. Change the customer’s rating to a value to indicate the customer wrote an NSF
check.

4. Checkmark No STATEMENT, BAD RiIsk and Do NOT SoLICIT
Click Save

Riatipe IEADEK ﬂ T2 O

[+ Mo Statement

I Balance Diue:

Tem [RECEIPT J Salespeston [SERVOD J Credit Limit 2
Pt thd A [ General biling acco ¥ Dotdot Solicit
[ Caurter 5ale Custanmer Yo Happy Checks
PayR ettt I _I
EN Date Added:  06/24/2008

|
E xpiration I_ / I Added By MAMDRE WS ;I

EE.!.-'hltemateal:lclness... I= | Using altemate Edit.ﬂ.cct| «f Save | xLlndD ‘ |£| [Elaze |

Go to the section titled ACCOUNT REGISTER- RECORDING AN NSF CHECK (page 200) to
complete the process.
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RECORDING A BAD DEBT (WRITE-OFF)

On rare occasion, it may be necessary to write off a bad debt
Recording the Bad Debt Adjustment

@

1. Open the RECEIVABLES MANAGER by clicking the button on the toolbar.

2. Enter search criteria and press enter to find the desired customer as outlined in the
Searching in the Receivables Manager portion of this manual.

3. After the correct customer record is located, press F4 to open the BILLING
ACCOUNT HISTORY screen.

2 Adjust...

4. Click the button to open the A/R ADJUSTMENT screen.

|2 AR Adjustment

Invoice # $0.00 £0.00

[I Account #100053 $5.159.04
- Reiner, Roger 41 Rainer Place

Tonawanda, MY 14120 el

f+ Apply to account 444-BE78 » $0.00

{« Credit Memo (" Debit Memo  Subtracting fram biling account balance due

5/20/2010 | ﬂ | | ﬂ |

i {+ Manual Allocation " Unapplied

Credit finance balance | Credit far refund «f Post x Cancel |

5. Select Credit Memo to lower the account balance.

6. Select BADDEB or other appropriate code from the ADJusT CoDE drop down list.
7. Enter the account balance in the ADJUST AMOUNT field.

8. Tab to the DePT field and select department 00.

9. Enter “BadDebt” in the REFERENCE field

10. In the CoMMENT field enter the Billing ID and Customer Name

11. Make certain that Manual Allocation is selected and click the Post button.
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24 Billing Account History: (#100053) Reiner, Roger,

Account £100053 45158 04
Reirer, Roger $292.04 Total Invaices Total Adjustments
Tonawanda, MY 14120 | Curert | Ohver 30 Ceer G0 Chwer 80
444-B678 4 () $4.867.00
ovER] v | enT | apg | REF | Fin ] mEG [ Lo
Paosting ALY Credit Memo; BadD $5.153.04
Type |ltemDate  |Reff JobMo Total&mount| B alance Allocate Afterdllocate| Comment -
1 942202009 (301213 | 201036 9/22,/2009 14 857.00
FIN - 12/30/2009 730 $7am $73.01 § 4.867.00 outstan
FIN  1./30/2010 143052010 $73m $73.0 $73.01 % 4.867.00 outstan
FIN 3302010 33052010 37301 $73m $73.01 | $ 4.867.00 outstan
FIN - 4/30/2010 4307200 730 $7am $73.01 § 4.867.00 outstan
»
< >
Unapplied Balance $£5159.04 Post balance on account
| +f Post 3 Undo ‘ ||

12. In the BILLING ACCOUNT HISTORY screen, press Ctrl+End to allocate the
adjustment to all open items on the account.

13. Click Post to enter the allocation.

Updating the Billing Account Record

After recording a write off for a bad debt, it is very important to update the customer’s
billing account immediately so that users are made aware that you do not plan to allow

further charges on the account.

1. From the BILLING ACCOUNT HISTORY screen, press F3 to open the BILLING
ACCOUNT DETAIL screen.

2. Click the | £ EditAcet | ptton.

3. Select DNSVS (Do Not Service) or other appropriate code from the RATING drop
down list.

4. Check No Statement, Bad Risk, and Do Not Solicit.
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22 Billing Account Detail: (#100053) Reiner, Roger,

|F||:|ger |F|einer I_J
|
|41 Rainer Place
|
|T0nawanda IW 14120
|
|
DMSYS ﬂ Balance Due:
K [
o
| I
| Date Added:
Added By:

[

E,! Alternate address... L

[~ General biling account

FEX

4445670 | |

[~ MaFinance Charge
[ Mo Statement
v BadRisk

—

N Mo appyEI:uecks

1242342002
P

«f Save X Unda

5. Click the Save button
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Purchasing

CREATING AND RECEIVING A PURCHASE ORDER

When there is a need to acquire goods or services you may be required to generate a
purchase order. The goods or services that you order may be required for a job, materials
for the office or items that will restock a warehouse or inventory. Once the parts that you
have ordered have arrived you can record and post a Receipt document.

Once there has been a determination made that there is a need to purchase goods or
services you will first need to assure that the vendor has been entered in
SuccessWare®21. If the vendor is not in the system add the vendor following the
directions in the ADDING AND UPDATING VENDOR instructions.

1.

10.
11.
12.

If you are creating a job related purchase order, you can create the PO by:

¢ Right Clicking on the job in the CALL CENTER, pointing to Job
Materials/Purchases and choosing New PO

e Open the Job (F9), right click in the background and point to Job
Materials/Purchases and choosing New PO.

If you are creating a non-job related PO open the PURCHASING MANAGER and
press Insert to add a new PO

Tab to the WAREHOUSE number field. If you are creating a PO to stock a
warehouse or truck, be sure that truck or warehouse is selected. If this is a JOB
related PO, be sure that the WAREHOUSE field is BLANK.

Be sure that for a job-related purchase order that the job number appears in the
JoB NUMBER field.

Tab to the VENDOR field and select the vendor from whom you are making the
purchase.

Press Insert to add line items to the Purchase Order. For instructions on searching
for items review the CUSTOMER AND DISPATCH ESSENTIALS- SEARCHING FOR
PRICEBOOK ITEMS instructions. (page 46)

Tab to the DEPARTMENT field and select the department for which you are
purchasing the item. If this is a Job-related PO, the department must match the
department of the respective job.

Updated quantities as required.

Mark the item as taxable if required.
Press Enter to save the line item

Add additional line items as necessary

Save the Purchase Order and press Update Status to indicate the purchase order
has been submitted to the vendor.
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Note: Regular monitoring of open POs should be performed to ensure timely recording of
material expense in relation to earned revenue. This can be performed using the
Purchase Order Status report or using the Open PO view in the PURCHASING

MANAGER.

Invoiced

Created by class

——

Carrier Air Conditioners
1991 Miagara St
Buffalo MY 14214
7168778765

ORDERED VD] RCVDINFULL | CLOSED | CANCELED |
F.O# Date Estirnated tatal § warehouse Job # Bequested by
[Eon07s o[z | [ | ECIRER o NiEK L]
Yendar No ICAHH|EF| J endor Mame/Address/Phone/Contact for PO Ship To Name/Address [~ Shipto-Job

|Buffal0 Flurnbing, Heating and Air

|8880 Main Street

Wendor Part:

Receipts/nvoices...

Update status

|Suite 102
[wiliamsvile INY 14221
Description |I
Iternt umber Dept |Gty Unit | Description JobMo wiarehouseM o |UnitCost T#| T axésmount | Total -
D
< [ G
@E“PTPPE SR, ST Tar% | TOTALS > $735.00 $000  $735.00

&y Print | 15 Edit | -/ Save

Undo | [| Close |
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Receiving on the Purchase Order

Once the items that you ordered have arrived or have been picked up by a technician, you
can record a Receipt for the items. For job-related purchases, once the items have been
included on a posted receipt they will be importable as cost on an Accounts Receivable
invoice.

New Receipt (300236): C=re X

CARRIER J it A Ramaiamems . RECEIFTNOTPOSTED
1991 Miagara 5t
800075 J Buffalo N?( 14214 09/28/2010

7168776765 -
$735.00 o
201121 J

|temM umber Dept| Unit| Description

EA |Bryant 3 Tan AC Linit

aEHpType: EQUIF, GAL Acct: 4100, Job Addr: 267 East Prospect Ave.

@Vendnr Partf:

| 2y Print | +f Save & Unda ‘

1. Open the PURCHASING MANAGER.

The default view in the PURCHASING MANAGER is OPEN POs. If you can find the PO that
you need to record a receipt for in that list select it. If you do not see the PO, go to the
Search filer, type the PO number in the PO# field and press Enter

2. Right click on the PO and select New—>New Receipt for Selected PO. The
quantities received will default to the quantities ordered. These can be changed.

3. If any of the line items on the receipt have not been fully delivered, select the line
and press Enter.

4. The expected quantity (ExPQTY) will equal the quantity ordered, enter the actual
number received in the received quantity (Rcvb QTY) field.

5. If you are canceling the remaining items enter the remaining quantity in the
cancelled quantity (CNcL’D QTY) field. If you do not cancel any of the remaining
items the remaining quantity will automatically be entered in the back ordered
quantity (BO’D QTY) field.
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NOTE: The back ordered items quantity will default as the expected quantity (Exp
QTY) on the next receipt that you open for this purchase order. Any Purchase Oder can
be received upon multiple times as you wait for items to arrive. This will result in
multiple AP Invoices created for that PO.

R4201 21 EA 10INCH BALLCOCK MaIN 6.00 £.00 000 0.00

When all items have been received, canceled, or backordered, click Save, then
Post to post the receipt.

The packing slip should be turned over to the appropriate party as you await
arrival of AP Invoice.

PROCESSING PART AND EQUIPMENT RETURNS TO A VENDOR

When a part or piece of equipment needs to be returned you will follow a procedure
similar to the one employed when a part is purchased. However, the Purchase Order,
Receipt and AP invoice will indicate a negative quantity showing that the part is leaving
our possession and returning to the vendor or manufacturer.

1.

Create a new Purchase Order. Depending on user role, this can be done in various
places:

e From the CALL CENTER, right click on the job, point to Job
Materials/Purchases- 2 New PO

e From the JoB Form, right click, point to Job Materials/Purchases—> New
PO

e From the PURCHASING MANAGER press Insert

Update the Purchase Order number so that it is prefaced with “RET”. For example
the PO number for a returned item could be RET800233.

If the returned item is related to a specific job, be sure that the job number appears
in the JoB # field.

Select the name of the VENDOR to whom you are returning the part.

5. Add the items that are being returned to the PO but set the quantity as a negative.

Be sure the department represents the one that will receive credit for the returned
part. For a job-related return this should be the same department as the respective
job.

Save the PO and click the Update Status button.
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Note: Regular monitoring of outstanding return (RET) POs should be performed to
ensure timely return of parts and receipt of associated credits. Outstanding return (RET)
POs can be found by using the Search view of the PURCHASING MANAGER, entering
“RET%"” in the PO# field and then filtering for only Open POs.

New Purchase Order:

ORDERED PARTIALLY RCVD

RETBODS43  |[0/8r200 | | | ETIRFE | [PREW ]
BC J FEEED e [~ Ship-ta-Job
artz Supply H ; H
li 199 M ot |Buffalo Plurnbing, Heating and Air
Buffalo M7 14222 |gggg Main Strest

| 8838383 K123 Joe
s 561010 FAX |Suite 102

[willamsvile Ny [14221

ItemMumber WwarehouseMo | UnitCost T Taxdmount | Tatal

BEAGOAZS

1 [ P
(#E=pType: PARTS, 4001 / 7 IE5 77 0.00 IE5 77
.\-"endnl Partit: ($265.72) & ($265.72)

Feceipts/|nvoices. .. | Update status | Print ‘ ‘ ‘ E Close ‘

Recording the Negative Receipt

Once the item has been physically returned to the vendor or manufacturer you will post a
negative receipt for the item. If the items had been returned before you began creating the
negative PO, you can simply click the Receipt button at the bottom of the PO form to
access the receipt while creating the return PO, otherwise,

1. Open the PURCHASING MANAGER and bring up a list of open return POs by
clicking on the Search indicator then typing “RET%” in the PO# field and
pressing Enter.

2. Click the Open Filter to only show open return POs.
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. OPEN CANCELED
POH# Yendor bl Job# Wendord Wendaor Mame |/\\s

RETZ | | | J| J

Wendorlnvio Amount | PART |FULL| =

3. Right Click on the PO that has had its items returned and select New >New
Receipt for Selected PO

4. Assure that the “received Qty” is accurate to the number of items that were
returned. This should be a negative number.

5. Post the Receipt- This will create an unposted negative (credit) AP Invoice in the
Payables Manager. The Credit Invoice, once received will be processed by
Centralized AP.

Note: Regular monitoring of un-invoiced receipt for returns should be monitored to
ensure timely receipt of credits. This can be done by opening the PAYABLES MANAGER to
the Un-posted invoices view. Type “RET%” in the PO# field and press Enter. You can
then right click and print the list if you wish.
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Account Payable

ADDING AND UPDATING VENDORS

To Add a Vendor

1.

Open the PAYABLES MANAGER and select the Accounts indicator at the top of the

screen

Click the New Vendor button

Override the default vendor number and replace it with the vendor name with no
spaces (up to 10 characters)

Complete the remaining fields as defined below

Field

Description

Company

Vendor’s company name.

Address 1 and
Address 2, City,
State and Zip

Address information for the vendor.

PO Contact

Name of contact person regarding purchase orders.

Phone 1 and 2,
Fax

Vendor phone numbers.

Email Email address of vendor.

AR Contact Name of person to contact regarding Accounts
Receivable questions.

Phone Phone number of AR contact.

Separate Remit
Address

Check to add a separate address to which you will mail
payments. A separate address form will open.

Type

Choose the type of vendor from the drop-down list.

Tax Percent

Tax percent added to purchases.

Terms Choose the payment terms from the drop-down list.
Credit Limit Your credit limit with the vendor.

Print 1099? Checkmark to add this vendor to a 1099 report.

Tax ID# Vendor’s Tax ID #.

Check Memo Information entered here will print in the memo field of

checks sent to this vendor.
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Field Description

Is Active? Determines whether or not this is an active vendor.

Preferred Vendor | Checkmark this field to indicate that this is a preferred
vendor. You will be able to run AP reports grouped or
filtered based upon the preferred vendor status.

Affiliation Enter the preferred vendor affiliation.

5. Click Save

To Edit an Existing Vendor
1. Locate the vendor account in the PAYABLES MANAGER ACCOUNTS View.
2. Highlight the vendor

3. Right-click to select Open and then Vendor details. (You can also press F3 from
any screen in which the vendor is active, i.e., from an invoice or purchase order
for the vendor).

The VENDOR ACCOUNT DETAIL will open.
4. Click Edit Acct.

5. Make any necessary changes.

6. Click Save to save the changes.

CREATING ACCOUNTS PAYABLE INVOICES

Accounts Payable invoices can be created from the:

Purchase Order - click Receipts/Invoices and select New Invoice.

Payables Manager - click New Invoice or press Insert.

Receipt - an un-posted invoice will be created automatically when the receipt is posted.

Call Center - Right click on a call in the Call Center and point to Materials/Purchasing,
then select Vendor Invoices

The Job Form- Right click, select Job Materials/Purchases and then select Vendor
Invoices, New Vendor Invoice.
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<

22 VYendor Invoice: Ferguson Parts Supply 9387553 Q@@
FERGUSON | | Ferguson Parts Supply e '
456 South Division Street
o] | Buftalo Ny 14216 06/01/2007
716-554-3456 3337553
201036 *l 07/01/2007
ItemMNumber | Dept | Oty | Unit | Description V|JobNo IWarehouseN orl UnitCost | X I Taxé.mountl Total ~
22430 1.00 EA 11/2 TON CONDENSOR 201036 MAIN $397.9400 $0. UU $397.94

I--l

v
bé

IQERDT}JDE PARTS, G/L Acct: 4001, Job Addr: 41 RAINER PLACE $982.28 $0.00 $982.28
Vendor Parti: $0.00
% | $382.28
N/A
[ 2] $19.65 |06/15/2007 | 825 N
¢ Post I Receipt ‘ @AppIyEmts] [ New Edit ] ‘ [] Close ‘I

If an Accounts Payable invoice is created from a purchase order or a receipt, the items on
the purchase order or receipt will default as the line items on the invoice.

If you are creating an accounts payable invoice from scratch the line items will need to be

added.

Creating an Accounts Payable Invoice

1.
2.
3.

Open the Invoice.
Choose a vendor from the Vendor drop down list

If there is an associated PO, choose it from the PO# drop down. The list will show
open POs for the selected vendor. This will populate the invoice with the line
items on the purchase order. When the invoice is posted this will have the effect
of "receiving" the items from the Purchase Order.

If the Invoice is a purchase of items for a specific job you can enter or select the
job from the Job No. drop down. If a Job Number is selected each of the line
items on the invoice will be associated with the selected job.

Note: This list only shows Open jobs, if the job you are posting the invoice for is already
closed, you can manually key the job number into the field.)

5.

Enter the Invoice Date. The Due date will default based upon the terms of the
vendor.

Enter a unique Vendor Invoice number. Each invoice number that you enter must
be unique for the vendor selected. For example, you could have 2 vendor invoices
with the same number (E.g, 123456), as long as the invoices were from different
vendors.
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7. If you need to add items to the invoice, click in the item detail area and press
Insert.

8. Add line items to the invoice by using the standard search method or by entering
the Item Number of the item you are purchasing.

9. Tab to the Department field and select the department that is purchasing the item.
(this is the department that will charged with the expense of the purchase at the
General Ledger level if applicable).

10. Tab to the Quantity field and enter the number of items being purchased.
11. Tab to the Description field to modify the description of the item if necessary.

12. If the invoice item is being specifically purchased for a job, tab to the Job Number
field and enter or select the job number. If you selected a Job Number at the top of
the invoice or created the invoice directly from a job, the job number selected will
automatically appear on each line.

13. If you have activated inventory you will need to decide whether or not the items
being purchased are being received to a warehouse or directly to a job. Including
or excluding a warehouse will determine whether a Job Tag or Warehouse Tag is
created.

If Inventory is NOT activated, choosing a warehouse will affect your ability to
report on items purchased with a warehouse number attached to them (such as
with the Item Distribution report which can be run by warehouse).

14. Tab to the Unit Cost and modify the price if necessary.

15. If the item that you are adding to the invoice is eligible to receive a discount be
sure that an X appears in the Dsc column. An X will appear in this column by
default and will have no effect on the invoice total if discount information is not
applied in the Discount area of the invoice.

16. If the Item you are purchasing is taxable, be sure to place an X in the Tx column.
If you mark the first item on the invoice as taxable, any additional items added
will have the Tx column marked automatically. Tax will be applied using the tax
rate identified when setting up the selected vendor or as defined in the Tax %
field at the bottom of the invoice.

$5.44 |06/04/2007 | 825

| & 4ooly Prots | [ New > E

17. Press Enter to save the line item

ItemNumber IDeptlQly IUnitlDescriplion IJobNo |W’arehouseNo|UnitCost |Dsc|T><|TaxAmt |Tota| |A
R1212 23 25.00 EA  3/8" Coupling with Stop MAIN $4.5000 X $0.00 $112.50

B350l 23 | 1500/EA [11/2%165 0 TAILPIECL _IMAIN | s1064000 % | | $000] 415350}
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18. If the payment terms you have with the vendor allow for a discount the discount
will be displayed in the Discount field near the bottom of the invoice. The
discount percentage and amount can be edited if necessary.

19. Post the Invoice when finished.

RECURRING AP INVOICES

Recurring invoices serve as AP Invoice templates that can be used to represent
periodically occurring expenses such as rent, utilities, loan payments or software
subscriptions. These templates can then be used to generate, as needed, an AP Invoice
that already contains the line items that are to be purchased/paid for. For invoices
representing expenses for which the amount varies invoice to invoice, (such as utilities),
the price of the line items can be modified on the invoice created from the template.

In addition to the time saving aspect of recurring invoice templates, is your ability to
build "departmental expense splits” into the line items on the template. This is helpful for
overhead expenses that you would like to have divided (at the general ledger level) as
expense between many departments. The line item(s) on the template can be split, and
each invoice that is created from the template will contain those splits, which can be
modified at that time if necessary.

Note: The invoices that are created based upon recurring invoice templates are not
generated automatically by SuccessWare®21. You must, as the selected bill is coming
due, open the template item and choose to create the current invoice based upon the
template.

There are two steps to processing Recurring Payables:
1. Create the vendor invoice template, and
2. Process the recurring invoices.

The Recurring Invoice View

The RECURRING INVOICE view of the PAYABLES MANAGER displays your list of invoice
templates and in the lower portion of the screen, invoices that have been created based
upon any of the templates selected in the upper portion. From this view, new templates
can be created or existing templates can be opened.

The Cancelled filter allows you to view Recurring Invoice Templates that have been
cancelled and are therefore no longer active.
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24 Payables Manager

ACCOUNTS UNPOSTED INY RECURRING INy
Vendor “endor name Vendor type
| P ol 4
YendorNo |Vend0rName |P0ﬁ |LastDue |NextDue IAmounl IﬂCreated |ﬂRemaining_‘ HPayments | ~
_| 700007 GMAC Financing |03415/2004  09/15/2005 $550.00 5 43 48
| 700007 GMAC Financing 03/15/2004  09/15/2005 $550.00
[§ LMMPROPR|LMM Property Manag ~ |08/06/2005 |09/06/2005 $950.00 _--
| [NATIONFUE NATIONAL FUEL 09/18/2005 10/18/2005 $0.00
| 700008 Niagara Mohawk |09/13/2002 | 09413/2005 $0.00 2 =
|_|STEVES  Steve'Mobil Mart and 08/18/2005 09/18/2005 $700.00 1
b
Rent for Office '
rll\/endorNo [ vendorame ]lnvoiceD ate |VendorlnvoiceNo I Totalbmount | DueDate I PSTD | ‘ADJG-l Balance Dis":\i
P |LMMPROPR LMM Property Managr 9/24/2002  SEP2402 $950.00 9/24/2002 X E
LMMPROPR LMM Property Managr 4/6/2004  APROGB04 $950.00 4/6/2004 beS
LMMPROPR LMM Property Managr 5/6/2004  MAY0E04 $950.00 5/6/2004 X
LMMPROPR LMM Property Managr 6/6/2004  JUNOB04 $950.00 6/6/2004 X v
</ >
New template... | New Vendor... | Payment... Pay bills.... I ﬂ Close

Creating a Vendor Invoice Template
There are two different ways of creating recurring invoice templates:

e From the RECURRING INVOICE view of the PAYABLES MANAGER, click
New Template.

e From an existing, posted AP invoice. Open the invoice, right-click in the
gray area of the form and select Make recurring. (When using this option
you can skip to step 7 below.)

To Create a Recurring AP Invoice Template
1. Open the RECURRING VENDOR INVOICE TEMPLATE.
2. Choose the vendor from the drop-down list.
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¥ Recunmg Vendor Invoice Template: NATIONAL FUEL Mi=]E3
ciotis [WATONFUEL | | NATIONAL FUEL
| 1 NATURAL GAS BLVD [recutring setup i nol complete)
Bulfalo NY 14214
716-746-3527 31t O

rated

"

el

-

=
Explype UTIL, GA Acct: 180, ).00 000 00.00
Vendor Parth : . $400.00 $0.00 S“ggg
$400.00
I vy o R
[ Cumert Balance NZA

T Recuning setup. . (3 Cieate nest I %] Ed l e |71 i I J] com |

3. Enter a DEscCRIPTION of the invoice template you are creating. This description
will appear in the Recurring Invoice view of the PAYABLES MANAGER when you
select the template in the list view. This is helpful in differentiating between
multiple invoice templates that may be related to the same vendor. (Such as
multiple loans for vehicles that may be paid to the same finance company)

4. Click into the grid area and press Insert to add a new line.

Enter an ITEMNUMBER or search for one from the PriceBook and choose the
DEPARTMENT, QUANTITY and UNIT CosT. For items that change in cost from
month to month such as utilities, you can enter $0 as the UNIT COST.

Press Enter to save the item.

For an overhead expense item, you can use a split to divide the expense of the
overhead item amongst departments. To do so, right-click on the line item and
choose split. Then create your percentage allocations. Close the ITEM
DISTRIBUTION form using the X in its upper right corner.

27 ltem Distubution =] E3
R {

| F

uTiL 0 000 000 Dverhesd

UTILTIES

<eelscted anlty = nol from FO>
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8. Press the Recurring setup button to establish the frequency and schedule of the
recurring invoice.

@ Recurring setup... {

9. Inthe RECURRING INVOICE SETUP window, choose whether the recurrence is
Open-Ended or is for a Limited Term. If you select Limited Term be sure to
identify the Total # of Payments required.

10. Choose the recurrence interval for the invoice by choosing whether it is DUE ON A
MONTHLY BASIS or DUE ON A DAILY BASIS.

e If you have selected Monthly- Choose how often, in months, the invoice
is due and the day of the month it will be due.

e If you have selected Daily- Select the number, of days, that pass between
each invoice coming due.

11. Tab to the NEXT DUE (ACTUAL) field. This will default the next possible billing
date based upon the recurrence pattern you identified. If the date of the first
billing is correct continue on. If the date is incorrect, manually enter the date that
the first invoice based on the template will be due.

12. If you have changed the date in the NEXT DUE (ACTUAL) field the CREATE WHEN
NEXT DUE checkbox will be cleared automatically. After the first invoice using
the template is created the checkmark will automatically be returned and the
recurrence pattern of the invoice will begin as defined.

Note: The Cancelled checkbox allows you to tell SuccessWare®21 that you no longer
wish to show invoices due based upon the template.

13. Click Save.
27 Recumnng Invoice Setup
+ Open-ended kerm Lazt due
" Lirited term M et Due [zalculated)
Thatal Haf payments (0 ﬁ Mext Due [actual) I

[# Create when nest due
& [Due on a monthly basis
" Due on a daily basis

Exery |'| ﬁ rnarths
# Inwoices created
ar the I'IE‘ day(z] of the manth

[ Canceled

«f Save ‘ @Undu |

14. Close the template.
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Creating an Invoice Based Upon a Recurring Invoice Template

Once a Recurring Invoice Template has been created, you will use it to create new AP
Invoices.

To Create an Invoice Based on a Recurring Invoice Template

1. Select the RECURRING INV view in the PAYABLES MANAGER. All recurring invoice
templates will display.

2. Select the template for which you want to create an invoice and press Enter to
open it or right click on the template and select Open Recurring Template.

3. Inthe Invoice Template form, click the Create Next button in the lower left
corner

] 3 Create next...

A new Accounts Payable invoice will open modeled after the template.

4. Make any necessary changes to the line item(s) on the invoice. This may include
editing the cost.

5. If you have already paid the invoice you are entering, either through a handwritten
check or via a credit card or automatic withdrawal transaction, select the Apply
Payment button and record your payment information. If the invoice is posted
without a payment it will appear as an open payable that can be paid at a later
point.

6. Post the invoice

PAYING YOUR BILLS

There are five methods that you can use to pay a vendor.
1. You can choose to pay a single vendor,
2. 'You can pay multiple vendors in a batch,
3. You can record payments on individual Accounts Payable invoices
4

You can make a miscellaneous payment to a vendor that is not related to an
invoice.

5. You can pay a vendor with a Credit Card
Paying a Single Vendor
1. Open the Payables Manager and display the Accounts view.
2. Select the account to which you want to make a payment.
3. Click Payment at the bottom of the Payables Manager.
The MAKE PAYMENT window will open.
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27 Make payment: Check #123493 from NATIONSBANK

+ 001 [NATIONSBANK)

$367.480.75
@ Check € Debt c
pion |
: [ABC :J
[RBC Pertz Supply 4
=00 CENTS™
Jendot Pay e Total Crad {otal Discourts
$000 $000 $0
|'|Rel«enceNlDwdm IBalm:e | Comenent IPayS |Dac date |Discavd onwml;
M 7247 11/25/00 24 11/5200 $0.48
sz 21102 $37508 82 $750

P,'anm|

© N o g &

Enter or accept the date.

=
_EPm | QP | X canc |

Choose the account from which you want to make the payment.
Be sure that Vendor payment is selected.

Select whether you are paying by check or debit.

If by check, either confirm or enter the check number

e The lower half of the window displays open items owed to the vendor.

e The amount of the check will be determined by which outstanding payables

you choose to pay.

9. Select each item you intend to pay and use the appropriate keystrokes or right-

click options:
Menu Option Effect
Edit To make changes to the payment amount (i.e. partial

amount/discount

payment) or the amount of the discount you are
taking. The keystroke for this option is Enter.

Tag/untag for
payment

This option toggles. If the item has been marked for
payment it will un-mark it. If the item has not been
marked for payment, it will mark it. The keystroke
for this option is Spacebar.
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Menu Option Effect

Take discount Use this option to take discounts on items that are past
the discount due date. The system will automatically
take available discounts on items that are prior to the
discount due date. The keystroke for this option is
Ctrl+D.

Items that will be paid with this check will be preceded by a red checkmark.

|"|Rde|encaN‘Duadate |Balanoe ICmrmnt IPayS IDiscdaIe |Discavail IDizctoukal

o 7247 11/25/00 $24.00 $24.01 11/5/00 $0.48

| $375.09

10. To post the check without printing (for instance, to record a handwritten check),
click Post.

11. To print the check, click Print. The system will post the payment once the check
has printed successfully.

12. You will be prompted as to whether the checks printed successfully or not.

?‘) Did check pant DK?
o

_to |

13. If Yes, SuccessWare21 will post the payments.

14. If No, you will be asked whether to void the check or try to reprint.

Printing complete
= {1 Voud check ¥123433
2 Repirk check 8122433

[ wox | X conce |

If you choose to void, you will be returned to the Make Payment window. The check
number will be increased by one.

Paying Multiple Vendors

1. Click Pay Bills from the Payables Manager and select the Payables option or
right-click and select Payables.
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T ()
e i pEymery $2205556 Fapante e $ 251032
7T | N $000 [ i ucowidan  $22BH5
¥ accuunt & $ 28555 1ol decow $1377
A egiaves  gEpmrs DSy £2A)
- | ¥ $ 2285556
[GaT peATIONSEANK) - 3 by $34462519
“ohit Cames Ar Conditoners Inle 377002 | $586.47
Check amount $817354 v
243 4/10M2  $340 99 Caerier Ai Conditio $34099 4/10/02 16,92
| 3325 51002  $340.99 Caeriar At Conditio 4/23M2 1682
|| 3778 51002  $561.93 Camier Al Condlio $591 98 4/24/02 $1354
| | 155 5A0M2  $581 98 Caenier At Condilio $561.98 4/10/02
|| a002 5/26/02 $259 64 BRAUER SUPFL' $299 64 5/5/02 1599
| @ s 81002 $1.363 96 Caenier Ait Conditio $1.36396 5/20/02 $27.28
[ |& 120001 €/10M2  $581.98 Cavier Al Condtio $581.98 5/22/02
| |#een §/10/02  $1.36356 Carrier Air Conditio $1.35396 5/23/02
|| & 5002 8/7102  $375.09 ABC Pats Supply $375.09 6/1/02 $750
| |&f 45246 70002 $360.00 TIMLEMONT 0O $36000 7/10/02
|| 3287 7N0/2  $1.101 66 Carier &n Condtio $1.101 56 6/7/02
BCEE: 710/m2 $65 60 Cartior Air Conditio 16 47 B/2702 $013 $013
o 3423 7N0/02  $58158 Carier Ai Condibio $581 98 £/20/02
§5678323 710002 $581.58 Cassier Ait Condlio $568 24 /2702 $13864 $1364
B =
3 Cheacks. I §] Ciose ]

2. Enter or select the due date through which you wish to pay bills. Select INCLUDE
DISCOUNTS to include items with a discount due date prior to that date.

Choose the account from which you want to write the checks.

4. Use the appropriate keystrokes or right-click options in the open item grid to
select items you wish to pay. Options include:

Option Effect

Edit To make changes to the payment amount (i.e. partial

amount/discount payment) or the amount of the discount you are
taking. The keystroke for this option is Enter.

Tag/untag for This option toggles. If the item has been marked for

payment payment it will un-mark it. If the item has not been

marked for payment, it will mark it. The keystroke
for this option is Spacebar.

Take discount

Use this option to take discounts on items that are past
the discount due date. The system will automatically
take available discounts on items that are prior to the
discount due date. The keystroke for this option is
Ctrl+D.
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Option Effect

Tag all Use this option to mark all displayed items for
payment. If you are paying most invoices, you may
wish to “tag all” then un-mark the ones you do not
wish to pay. The keystroke for this option is Ctri+A.

Report Use this option to print the grid report.

Untag all Use this option to un-mark all items that have been
tagged for payment. The keystroke for this option is
Ctrl+U.

Checks Opens the check queue.

Close To close the pay bills screen. Keystroke is Esc.

5. Once you have completed the item selection, click Checks to go to the Check
Queue. The Check Queue will display the checks that the system will print based
on the selections you have made.

B Chock Quaus
oo [osmezoz [1z3355 336748075 3205655 $:4062513
* | Cheek No| [ {CrwchMunn | 2|
| 123495 $35310 ABC Pats Supphy
12343 7% BELL ATLANTIC 7165559900
B U3 t29a6d BRAUER SUPRLY NCCT 123
: 123438 $8.15377 $1377 Carme A0 Condbicnes
123489 sas 2 FERGUSON SUPPLY ~CCT 8776
B 120500 8425584 HLIGMES SUPPLY
| 12350 450000 KOS

:l\
ek e o] Pt grmen J85 P checs] /P | ) Ciose |
B chechs vo perd (822,95 56 0 checks 1o pore 90,000 0 crchs Yo vexd 50.00) =

6. Verify that the Check date and Starting check no (number). is correct.

7. To post the checks without printing (for instance to record handwritten checks),
move to the last check in the list and press the Spacebar or right-click and select
Mark void/reprint/ok. The system will prompt “Mark prior checks print ok?”.
Click Yes and then click Post.

8. To print the checks, click Print. The system will print the checks and prompt you
to verify that they all printed correctly.
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q)‘ Did al checks part OK?
Chck “par'' 1o post checks,

~
o "o 10 eview, voud, aed/on reprint.

If all checks printed ok, click Yes. The system will post the checks and update the
vendor accounts.

If all checks did not print ok, click No. The system will display the message “Checks can
be marked as printed ok (to-post), printed bad (to-void), or not printed (to-print). Mark
checks and post before reprint”. Select OK.

The system will return to the Check Queue where you will mark each check with the
appropriate option. Right-click and select Mark void/reprint/ok or use the Spacebar to
toggle through the options.

Indicates that the check printed ok and is ready to post.

@Indicates that the check is to be voided.
No symbol in front of the check indicates that the check has not been printed.

9. If you have marked all checks to void but wish to reprint them using the same
check numbers (for instance, they printed on paper and you still have the blank
checks) mark the first check for reprint. The system will prompt “Mark
remaining checks for reprint?”. Click Yes, then print the checks again.

Making Payments Using Your Credit Card Account

Credit card register accounts can be used when making either vendor or miscellaneous
payments.

Credit card payments can be applied from the Payables manager using the Payment or
Pay Bills options as you would with most outstanding vendor balances, but more likely
you will apply the credit card payment at the time of posting the AP invoice.

You can also process miscellaneous payments from the Account Register that will be
applied against the Credit Card account.

To Pay an AP Invoice Using a Credit Card Account
1. Complete the Account Payable invoice as you normally would
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6.
7.

After adding all items to the invoice, select the Apply Payments button at the
bottom of the invoice (or press the letter P on the keyboard).

Select the Credit Card account you wish to charge from the REGISTER ACCT
drop down list. This will automatically select the Credit Card option in the
PAY BY row of the PAYMENT form.

Tab to the AMOUNT field to automatically fill in the amount of the payment
based upon the total of the Invoice.

Enter a reference in the REFERENCE field. (You may choose to enter the credit
authorization number or the transaction date.)

2¢ Yendor Invoice: #4, ABC Parts Supply 3 -0 x|
Invoice Date l1 0/29/2003 Post Date 10/29/2003 Subtatal $946.00
Due Date l1 1428/2003 Tax $0.00
Payment Iotal :giggg
ess :

Register Acct ICap 1VISA :] Cap 1 VISA (Capital One 42155421658956 | B alance Due $0.00

Pay by " Check ¢ Debt {© Cash (¢ Credit Card

Smount Discount Reference

| $946.00 | $0.00  |Auth12345 N

" Save changes ‘ X Cancel | 1] Close I

Select Save Changes
Post the AP Invoice

The Invoice will be marked as paid in full and the Credit Card account will display the
transaction in the Account Register.

To Make a Miscellaneous Payment Using a Credit Card Account

1.
2.

Open the ACCOUNT REGISTER

Use the SELECT AN ACCOUNT drop down list to select the Credit Card from
which you want to make a miscellaneous payment.

Click the Payment button at the bottom of the ACCOUNT REGISTER (Or press
Alt+2)

Tab to the DescrIPTION field of the MAKE PAYMENT form and type a
description of the transaction. This will display in the transaction view of the
credit card account.

Complete the PAY To, REFERENCE, DATE and AMOUNT fields of the MAKE
PAYMENT form.

Choose and adjustment code (or codes) for the payment.
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1ol
From scoount Cap 1 VISA (Capital One 4215542165895632)

urr -$1.814.38 (" 1Vendo payment (= 2Miscellaneous € flraisier Acol

Pawby & Chec € Deby G Ca @ Credit Card [W
=senplion ]Pos'agechhase Dale W@

Amour 3850
[Onked States Postal Service o
““Thirty-Eight DOLLARS and 50 CENTS™

| 6L Distiitedion Dntnbuticr Cour Oflicerf'r‘oslage
=
[
3
Dastnbution lotal $3850
= S.pin | QPos | X cancel |

7. Post the Payment
The Credit Card account will display the transaction in the Account Register.

Paying a Credit Card as a Payable

SuccessWare21 allow you to pay your credit card bill as a payable. Credit card payments
can also be made using the Payment option in the ACCOUNT REGISTER.

A Credit Card account must be reconciled through the ACCOUNT REGISTER before you
apply a payment to the account through Payables.

To Pay a Credit Card Account through Payables
1. Open the PAYABLES MANAGER

2. Click the Pay Bills button at the bottom of the window and select the Credit
Card option

Each credit card account will be displayed with its Payment due date as well as the
minimum balance due. Additionally, any payments that have not yet been reconciled will
be totaled in the OUTSTANDINGPMTS column.
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o poy il (Credtcards) LTk
Clies thit Tobal d $2.40000
[u_ranma_ tal sccourk dha §43.00
$235200
B o Acooor $42241.12
[002 (Checking Accourt) ;] $42.00
$4219312

o1 Capstal One Cradit Caed

StmEndBal |PmiDusDate|MinPmiDue | OutstandingPmis| Pay $

| (s2.40000)|12/21/2003 $43.00|

@Ehedns.“] ﬂCbse |

3. Use the appropriate keystrokes or right-click options in the open item grid to
select items you wish to pay.

Option

Effect

Edit
amount/discount

To make changes to the payment amount (i.e. partial
payment) or the amount of the discount you are
taking. The keystroke for this option is Enter.

Tag/untag for
payment

This option toggles. If the item has been marked for
payment it will un-mark it. If the item has not been
marked for payment, it will mark it. The keystroke for
this option is Spacebar.

Tag for Minimum
Payment

This option will tag the item form payment and use
the minimum payment amount as entered during
reconciliation as the amount for the payment.

Tag all Use this option to mark all displayed items for
payment. If you are paying most invoices, you may
wish to “tag all” then un-mark the ones you do not
wish to pay. The keystroke for this option is Ctri+A.

Untag all Use this option to un-mark all items that have been
tagged for payment. The keystroke for this option is
Ctrl+U.

Report Use this option to print the grid report.

Checks Opens the check queue.

Close To close the pay bills screen. Keystroke is Esc.
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Note: If you select to tag an account that has an outstanding, unreconciled payment, you
will be notified and asked to confirm that you wish to make another payment to the
account.

4. Click the Checks button to generate the checks for payment to the credit card
accounts.
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Account Register

RECONCILING UN-DEPOSITED FUNDS AND MAKING A DEPOSIT

Reconciling a Cash Box

You will reconcile the cash box account used for un-deposited receipts as often as
deposits are to be made. The reconciliation assures that all payments recorded in the
system are accurately represented in your deposit.

Note: In order to facilitate easier bank reconciliation, each type of payment should
probably be reconciled separately (e.g. Cash/Checks, Visa/MC, Amex, Discover,
ACH/EFT). Each of these reconciled batches will then be marked for deposit separately.

To Reconcile Undeposited Funds:
1. Open the ACCOUNT REGISTER.

2. Select the Un-deposited Funds cashbox account from the SELECT AN ACCOUNT
dropdown

Reqizter Accountz
4 ccountMo Descriptian Lt
| Checking Operating Account B, L
| IChecking Imprest Checking Account By
kb arket koney barket Account B
Payroll Fayroll Account BA,
Pettpazh Petty Cazh B

Undepozited  |Undepcgited Funds -

| R »

3. Select Account Reconciliation from the SELECT AN ACTIVITY drop down list.

4. Before you begin the actual reconciliation you will need to determine the dollar
total of the type of payments that you have recorded into SuccessWare®21 that
day. For example you will need to know the total of your Cash and checks, the
total of the Visa/Mastercard payments you received, the total of your American
Express, the total of your Discover payments and the total of ACH/EFT payments
received.

5. Enter the totals in the appropriate fields located in the top left portion of the
reconciliation screen.

e If reconciling Cash/Checks, use the TOTAL CASH and TOTAL CHECKS
fields.

e If reconciling Credit cards or ACH/EFTSs use the TOTAL OTHER field
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24 Account Register: Undeposited Funds

* DEPACCT * Account Reconciliation Current period
IW @ ADJUSTWENTS
C|Date Fmtethod| Cktt / CCH# [amount [Name ~
LESolk YN R — $A-PB-Propery ban
s000 | |& 7200010 [Check 722 $3,243.00 | Mendola
T wei7an &l 7222010 Check 444 $1,995.00 | Merza
9112010 |Check | 321 $65,206.00 | Rifs
000 1 om0 Cash $36.92 Parcells
$1617879 | |E 9/20/2010 Check 521 $1,000.00 | Property Mar
$0.00 :ﬁ? 9/21/2010  Check 521 $2,382.73 | Froperty Man
o0 | 32172010 visa 4563 $39.00 | Dverton
9/21/2010 | AmEx 9575, $532.35| S oloman
AL 7 |3/21/2010 |C $1,347.00 4
$.00 9/21/2010 Discover | 45654 $732.00 | Chardonnay
$16.175.79
$.00
$16,178.79
$.00
a2 Add adjustment = Z
< »
$17.879.12
CE Last Skmk: 0701902010, Ending Bal: $0.00 Current Bal; $17,879.12

6. Next you will clear the items in your list of recorded payments. You will only
clear items of the payment type you are reconciling. You can use the filters above
the list of payments to limit the display to only certain types of transactions. For
instance, if you are clearing checks, select the Checks filter to display only
checks. Use the right-click menu or the appropriate keystrokes to mark the items

as cleared.
Use To
Spacebar Clear or unclear the selected transaction
Ctrl+A Clear all items
Ctrl+D Unclear all items

7. Once you have cleared all of the items of the payment type you are reconciling
the Difference at the bottom of the left column should be $.00. If the difference is
NOT $0 you will need to evaluate the list of reconciled items vs. your checks,
cash or credit card receipts to find the discrepancy. You may have to close the
reconciliation and return to a customer account to correct an error.

8. Once you have a DIFFerReNcE of $0 click the Hand button in the lower left corner
of the screen.
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$.00
$.00

nent = [ |
4

9. Select Finish.
The funds are now available for deposit. Repeat these steps for each deposit type.

Entering the Bank Deposit

You must reconcile the cash box account that you are using for un-deposited receipts
prior to recording a deposit. Reconciling the cash box creates the deposit transaction and
works as your daily cash sheet to verify that transactions were posted correctly.

To enter a deposit:
1. Select the Operating/Deposit Account from the SELECT AN ACCOUNT dropdown

2. Click the Deposit button, or press Alt+1.

D — - |
< [orT72001 g 2 $1.500.00
Depost 3 $3.0£3.00
2 $0.00
LU $0.00
$0167.65 $454300
Cazh box | Date | Cash|  Checks| Ot | Other | Tolal |

v CB1/RICH'S DESK oo $1.500 00 $3.04900 $200 $0 00 $4.54900

C Past XCmedl

The system will display the BANK DEPOSIT form, which will include all cash box
reconciliations that have not been deposited.

3. Enter, or select, the DATE of the deposit.
4. Use the mouse or spacebar to mark the reconciliations that you wish to deposit.

5. The top of the form will list TOTAL CASH, TOTAL CHECKS, and TOTAL OTHER
amounts. Use the mouse or spacebar to mark the type of transactions you wish to
deposit

6. Verify that the TOTAL DEPOSIT (amount) in that selection box matches the amount
you actually deposited (or will deposit) and click Post. That amount should
match the deposit as reported when you receive your bank statement.

NOTE: If you need to adjust the deposit amount to record credit card fees or other such
transactions, right-click in the CASH Box column and select OTHER ADJ prior to posting the
deposit.
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Printing a Deposit Report

After you have deposited funds into an account, you will be asked whether or not to print
a Deposit Report. Clicking yes will generate an itemized document that lists all checks,
cash, credit card and other items that have been included in the deposit. A deposit
summary can also be created at any time from the transaction review of an account.

1. Open the account to which you have made a deposit.
2. Be sure that you are in TRANSACTION REVIEW.
3. Right click on the deposit for which you want to create a report.
4. Select Preview Deposit. This will open the Deposit Summary.
5. Select the Printer icon to print the report.
Date 1802 Bank Deposit Summary Page 1.of)
Company Name  Success Incorporated Account 002
Company Address 2860 Mun Sreet Checkang Account
Sume 102 Irans Group EHDEPNG]
Wilkamenls NY 14221 Depost
Cash
a5t a1k 'lf}_._ It 3 A
Cash Sub Tolal $7800
Check
Chack 5552 100026 WILLIAMS $37 50
Chech 158 100050 ALIOTTA $5200
~heck 3N 100088 NEW WESTBROOK PROFPERTES §1.7850C
Cheach 3242 100035 HANDEN $33 20
—hech 5666 AMORE AMCORE $75.00
heck 43212 100072 SCHNTAUS $1 78500
- — [ KSu ] S»
CreditCard
Mastar Car 4521121245215412 100050 ALIOTTA 37500
CrediiCard Sub Total $75.00
Total Deposit $3625.70

RECORDING ADJUSTMENTS TO A REGISTER ACCOUNT

You will enter adjustments to bank accounts through the ACCOUNT REGISTER.
Adjustments will be used for items such as bank fees, credit card fees and interest earned.

When entering adjustments you will identify the amount of the increase or decrease to the
account and then select an adjustment codes which will determine where the transaction
will post in the General Ledger.

1. Select the appropriate account from the SELECT AN ACCOUNT dropdown in the
ACCOUNT REGISTER

2. Click the Adjust button, or press Alt+3.
Enter the Date of the adjustment

Identify whether the adjustment will increase the bank balance (i.e. Interest
Earned) or decrease the balance (i.e. a bounced check fee).

5. Enter the AMOUNT of the adjustment
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In the REFERENCE field indicate the type of adjustment, for example NSFfee,
BkFee, Interest.

From the AbjusT CoDe field select the adjustment code that best represents the
reason for the change in the account balance.

Choose 00 as the DEPARTMENT

In the COMMENT field provide details of the adjustment including the Location or
Billing ID if applicable.

- .
abﬁlccountﬁldjustment — = | (O] |-

ey

(" Increaze balance [Deposzit, bank, credit, etc.]
SEE-SlE I |DE;"28;"2EI1 0 @ (* Decreaze balance Pwithdrawal, bank fee, etc.]

$60,541.91 |$12.00 INSFFee

|S ERCRG ﬂ |UEI A |Fee for returned check,

2340/

) Post ¥ Cancel

—_____________ T —a

10. When all information has been entered, click Post.

MAKING MISCELLANEOUS PAYMENTS

Use miscellaneous payments to record payments that are not associated with Accounts
Payable. Since miscellaneous payments will not affect Accounts Payable you will be
required to select an Adjustment code to indicate where the transaction will post in the

GL.

Miscellaneous payments will only be used for one time payments (when entering the
vendor in the system is not required), for example a charitable donation.

1.

2
3.
4

From the ACCOUNT REGISTER, select the appropriate checking account.
Select the Payment button.
Be sure that the MISCELLANEOUS option is selected.

In the DESCRIPTION field enter a reason for the check being written. This will print
in the CHECK MEMO field once you print the check

In the PAY TO field enter the appropriate name and address information
The CHeck # field will default to the next available check number
Enter the DATE of the check
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8. Enter the AMOUNT of the check

9. Click in the ADJUSTMENT CODE area of the form and press Insert to add an
adjustment code.

10. Use the AbjusT cobEt dropdown to select the adjustment code that best represents
the reason for the payment being made.

|22 Make payment - by Check #!

898-962-8674 [Checking Account]

$80.991.91 ¢ 1%endor payment % 2 Miscellaneous (" 3 Register Acct
{+ Check " Dehbit L r and
|D0nati0n ta Armherst Litle Leagus 03/28/2010 @
150.00
|Amherst Little League J

*“**0One Hundred Fifty- DOLLARS and 00 CENTS**

Caontributions

Adust code  [Acct Subdcct Dept  |Amount tema -
|4 CHARDO 0o $150.00 | Amherst Little League

11. Select Print to print the check, or select Post if you will hand write the check.

RECORDING AN NSF CHECK

When a check has been returned NSF, the amount of the returned check needs to be
removed from the bank account into which the check had been deposited.

Note: In addition to removing the amount of the check from the deposit account, the
record of the returned check must also be recorded on the customer’s billing account.
Recording the bank portion is only half of the total transaction. For instructions on
recording the NSF on the customer, see the section titled ACCOUNTS RECEIVABLE-
RECORDING AN NSF CHECK.

1. Open the account register and select the account into which the check was
originally deposited. (The Bank Account, not the Cash Box.)

2. Select the Adjust button located at the bottom of the account register (or press
Alt+3) to open the adjustment form.
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[ ij Account Adjustment I. = | (=] |ﬂh |

— Inzrease balance [Deposit, bank credit, et ]
e @ @ Decreaze balance Pwithdrawal, bank fee, etz.]

$3.741.73 $519.93 1500

NSF Q o E| NSF EDGARTON CHECK

2090/

| {1 Post " > Cancel

9.

Enter the Date the check was returned to you, or the date you wish the adjustment
to affect the account.

Select to Decrease Balance.
Enter the Amount of the returned check.

Enter a Reference number if you wish. You may want to enter the original
invoice or check number.

Use the drop-down menu to select the Adjust code. Select the NSF adjustment
code. (You can use a different account if you wish but you will use the same
account when adjusting the customer in order to create a “wash” entry.)

Enter the Department you wish to affect by the adjustment. If you are using the
clearing account you will enter department 00.

Enter a Comment if you wish.

10. Once the data fields are complete, select Post.

This adjustment will decrease the balance in the account to reflect that the check was
returned to you. You will then need to adjust the customer’s account to reflect that they
still owe you the amount of the returned check.

The result of the adjustment will be a credit to Cash and a debit to the selected account
(in our example, 2090- Clearing.)

NOTE: You will post another adjustment to enter the Bank Fees as you normally would.
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Em

ployee Tasks

EMPLOYEE SETUP

To Add an Employee

1.

To access the EMPLOYEE SETUP form, select the 21 Icon to access the Main
Menu and click Setup and then Employee Manager.

Press Insert, or click New. The system automatically generates the Employee
Code, but you may overwrite it. The Employee Code will appear in the Call
Center. For employees that will appear in the Call Center, make sure to enter the
name, initials, or number that you wish to use as the Employee Code. Another
field is available for employee number.

Note: Once an employee is saved, the Employee Code can no longer be changed!

2r Emp

Enter the employee’s name (first and last) and select the EMPLOYEE TYPE. The
system will mark the appropriate check boxes; SALES PERSON, TECHNICIAN, and
MAINTAIN ASSIGNMENTS based on the type selected. Make sure that MAINTAIN
ASSIGNMENTS is marked for all employees that you wish to schedule in the CALL
CENTER. If this is checked, timecard entries will automatically create
assignments.

Checkmark AuTomMATIC OVERTIME- if payroll is to be utilized and automatic
overtime calculations are desired.

Enter the employee’s JOB TITLE in the appropriate field.

Select ACTIVE to indicate that this employee is presently employed and actively
working.

Move through each of the tabs (SCHEDULING, ADDRESS/PHONE, etc.), and
enter the appropriate information.

Click Save.
loyee Setup - | el x|

Employes Code ITIMMEG [T Subcontractor
First / Last name ITithh}' IS IMDG Lire: v Active
Employee Type ITechnician J Payroll zetup for [T Sales person
_ _ thiz employee is ¥ Technician
el il ISEW":E Tech NOT complete. ¥ taintain Assignments
[~ Automatic Overtime
1 Scheduling I 2 Addrez=/Phaone I 3 Perzonal Infarmatiarn I 4 Training I B age Infarmation I

—Fh__.

RS I TN P B (R | I
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Additional Employee Setup

The Employee Setup form contains a number of tabs of information pertaining to the
specific employee.

e Scheduling -Contains information regarding the employee’s schedule and
work abilities. See detail below

e Address/Phone -- also includes fields for entry of email, pager,
emergency contact and cell phone, and set up for email paging.

e Personal Information -- includes sex, marital status, birth date, driver
license number and expiration date, spouse information, Social Security
number, employee number, hire date and termination date. The Social
Security number entered must be 9 digits or you will receive and error
message.

NOTE: You must record a Social Security number (in the xxx-xx-xxxx format) a gender
for the employee and an Employee number for Payroll processing.

e Training -- press Insert to enter a free form line to list training that has
been completed by the employee. This tab can also be used to record
licenses and their expiration dates.

e Wage Information - Includes information regarding the employee’s
payroll setup. See below for further information

- Piece rate - This tab will only appear if the employee has a Pay Type
of Piece rate.

- Salary split - This Tab will only appear if the employee has a Pay
Type of Salary.
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The Scheduling Tab

2¢ Employee Setup b ) =101 x|
Employee Code BRANDI [~ Subcontractor
First # Last name IBrandi J |Kramer [V Active

[~ Sales person
v Technician
[V Maintain Assignments

Employee Type Ilnstaller
Job Title [ nstaller

[~ Automatic Dvertime
1 Scheduling I 2 Address/Phone I 3 Personal Information I 4 Training I 5 Wage Information I
Regular Work Schedule

S MTWTF S Default Dept. |21 :l

midrdddrds from lB:UUAM to |5ZUUPM Yehicle ID IVEH“

Note ILead Installer Qualifications and Skills... I

[~ ‘ I r | (e I Mew

= Edit I  Save | XUndo I [Close |

The Scheduling Tab will make different fields available to you depending upon whether
the selected employee is marked as a TECHNICIAN or SALES PERSON.

The following fields are only available for Technicians or Salespersons. When assigning
jobs, the system will refer to these fields to indicate which technicians are qualified to
perform the job and will display the wrench, screwdriver and wand icons where
appropriate.

Field Description

Work Schedule Use the mouse or spacebar to check the days of
the week the employee normally works. Then
enter the employee’s normal start and stop times.

The Work Schedule must be set up for ALL
employees if you are using payroll (Even
Salaried employees). SuccessWare®21 will post
salaried employee’s wages to the G/L based
upon their work schedule.
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Field Description

Note Use this field to enter any comments or notes
about the employee or his/her schedule. This
information is displayed as a pop-up hint when
placing your cursor over the employee’s title
panel in the CALL CENTER.

Default Dept Enter the department in which the employee
normally works. This department will be used
for non-job related timecard entries.

Vehicle ID If the employee has been assigned a company
vehicle, enter the vehicle’s ID here.

Qualifications and Skills | This button will allow you access to the
Quialifications and Skills window, which allows
you to identify the Job Classes, Job Types and
Skills performed by a technician. These
qualifications will be referenced when a call is
assigned to the tech. If the tech does not have the
appropriate qualifications and skills to perform
the call, a warning will be displayed.
Additionally, icons will appear with the employee
in the Call Center to identify qualifications.

Wage Information Tab

1 Scheduling | 2 Address/Phone | 3 Personal Information | 4 Traning | g}_‘{ggg!ﬁqmm 6 Salary Split |

Pay T | T :
- Hout HoulyRae | S Next Review 0470172004
@ Salay AnvualSalay [ $51.00000 LastReview  [0470172003

C Recerste | avgHis/Peiod | 0 Last Raise [6e751 72003

Pay Pesiod Avg Check l
Last Howly Rate l
M Pay Rates . I

Last Salary | $48.500.00
Bill rate I

Bill cost I Hire Hourly R ate I
HEwemptions | Employer TaxCode | o Hire Salary [ sazoonoo

~ Weskly

HICIP'NI New | [SE&t I Ire ]_gaosej

On the WAGE INFORMATION tab you will define information related to Payroll for the
selected employee.
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Field

Description

Pay Type

Select whether the employee is HOURLY,
SALARY or is paid by PIECE RATE. ONLY set
up employees as hourly if you want their
earnings based on timecard entries. If pay is
based upon billed hours your will use Piece Rate
and enter their hours through the
MISCELLANEOUS WAGE Manager.

Pay Period

Select how often the employee is paid. Only the
pay periods you have defined in payroll setup
will be available.

# Exemptions

Enter the number of exemptions that the
employee is claiming. This field is for your
information only and not used by the payroll
module.

Hourly Rate

For hourly employees, enter the employee’s
hourly pay rate. Then enter the number of hours
the employee normally works in the pay period
in the AVG HRS/PERIOD field. The system
will calculate the ANNUAL SALARY and AVG
CHECK.

Annual Salary

For salaried employees, enter the employee’s
annual salary. Then enter the number of hours
the employee normally works in the pay period
in the AVG HRS/PERIOD field. The system
will calculate the HOURLY RATE and AVG
CHECK.

Avg Hrs/Period

Enter the number of hours the employee
normally works in the pay period.

Avg Check

For piece rate employees, enter the gross amount
of the employee’s normal check. For hourly and
salaried employees, this field will calculate
automatically.

Pay Rates

Click on the Pay Rates button to optionally set
up varying rates for different types of work, or
for pay items. This is ONLY for hourly
employees.

Bill Rate

If Payroll is turned on this field should be left
blank

Bill Cost

If Payroll is turned on this field should be left
blank
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Field Description

Next Review, Last Enter the appropriate dates.

Review and Last Raise

Last Hourly Rate or The employee’s pay rate as of the last change.
Last Salary

Hire Hourly Rate or Last [ The employee’s starting pay rate.
Salary

Employee Pay Types

Different options will be available to you when performing employee payroll setup
depending upon the specific Pay Type that you choose for the employee. Additionally,
the way you will process each employee’s payroll information is based on the particular
Pay Type used.

Hourly Employees

Enter the employee’s hourly rate and specify the average hours/period (e.g., for a weekly
pay period the average hours might be 40). Based upon the hourly rate and the average
hours worked during the period, SuccessWare®21 will estimate the employee’s annual
salary and average (expected) gross earnings.

When preparing and posting payroll, hourly employees’ wages are expensed by date, pay
item and department as specified on timecard and miscellaneous wage entries.

To optionally set up varying rates for different types of work (or pay items), click on the
Pay Rates button to access the Employee’s Pay Rate Reference Book (variable pay rates
will only apply to hourly employees). Within this book you can enter different pay rates
for different hourly pay items.

For Example, a Pay Rate can be established that pays an employee a different rate for
Meetings than they do for job-related time.
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2 Employee Setup

Employes Code
First / Last name
Employes Type
Job Title

A1k

I.James IM IHDberts

ITechnician J Payroll setup for
— thiz employee is

IH\-‘.-’-‘-.E Technician complete.

= 0] =]
[~ Subcontractar
v Active

[~ Sales person
v Technician
v Maintain Assignments

v Automatic Overtime

1 Scheduling I 2 Addrezz/Phone | 2 Perzonal Information I 4 Training 2 'Wage Information |

rPap Type—
&+ Haurly

" Salary

= Piece rate

—Pay Period——

f* weekly

# Exemptionz I 1

Hourly Rate I £17.50 Mext Review IEIS."‘I 542004
Annual Salary I $36.400.00 Last Review IUE."‘I 542004
Auwg Hrs/Period I 40 Last Raise IEIS."‘I 542004

Awg Check

I $700.00

Ermployes Pay Rates

Payltem Fiate

SHOP $15.00
TRMTG $15.00 Hire Hourly R ate I $1250
;I Hire Salary I

Lazt Hourly Rate

Lazt Salary

T
—

EE

R [=0 | Edit | o Save ‘ X Undo | mClnxe |

Salaried Employees

For salaried employees, enter the employee’s annual salary and specify the average
hours/period (e.g., for a biweekly pay period the average hours might be 80). Based upon
the salary and the average hours worked during the period, SuccessWare®21 will
estimate the hourly rate and the average check amount.

2r Employee Setup

Employee Code

Firzt / Last name

Richart

IHIEH

I |Jac:kson

Employes Type

IManager J

Payroll setup for
thiz employee is

Job Title

1 Scheduling I 2 Addrezz/Phone | 3 Perzonal Information I 4 Training 2 'wage Information | B Salary Split I

Pay Type———
= Hourly
f+ Salam
" Piece rate

Pay Period——

f+ ‘weekly

IService tanager

complete.

Howrly Rate I $24.04 Mext Feview |'| 241542003
Annual S alary I $50,000.00 Lazt RBeview I‘I 21542002
Avg Hrs/Period I 40 Last Raise IU'I /0142004

Avag Check

I $361.54

g'n Pay Rates. . |

# Exemptions I 1

Last Salary I $47 500,00
Bill rate I
Bill cozt I Hire Hourly Fate I $30.00
Emplover Tax Cade I J Hire Salary I $24,000.00

Lazt Hourly Rate

o ] [
[~ Subcontractor
¥ Active

[~ Sales persan
v Technician
v Maintain Assignments

[~ Automatic Overtime

—

il [l e

ey | Edit | o Save | XUndn | mﬁlnse |
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A sixth tab will become visible for salaried employees, SALARY SPLIT. On this tab you
must designate how the employee’s wages should be expensed.

1 Scheduling | 2 Address/Phone | 3 Persanal Information | 4 Training | 5'Wage Information & Salary Spiit I
nnsia salary “_‘i"ﬂ Salaq: ‘Expenee épﬁc ‘
. :n_e.cid, $ s Payltem | Depattmert | -]
@ lsalary spits 50 SALARY a0
Select whether Lo expense thes E %0 SALARY 20
employes's salary with the pay items
an time card entries, or with the pay
items spectfied on the salamy splits
you specifiy on the nght
I I | | P | e |V‘7%"‘—-" | ./Save erdO | 1 [Limss |

You can select to expense the employee’s salary based on:
e Timecard entries, or
e Salary splits

Timecard entries — If the employee's wages are expensed to timecard entries, the ‘salary
rate’ will be determined by dividing the Average Check by the total hours recorded on
the timecards for the period. This salary rate will be expensed as designated by the pay
items on the timecard entries. For instance, if 40% of his timecard entries were created
with the pay item for Tech hourly and were in department R1, 40% of his salary will post
to COS Labor, department R1, 40%. The employee’s wage summary will be based upon
the timecards and miscellaneous wage entries.

Note: This method is not recommended for employees who have very little timecard
activity. The few hours represented on the timecard are probably not a good
representation of the employee’s total earnings.

Salary Splits: If the employee’s wages are expensed via salary splits, you must enter the
splits specifying a percentage, a pay item and a department. The percent column for all
splits must add up to 100%. The average check amount will be split by the percentages
indicated to the pay item/department on the split entries regardless of timecard entries.
The employee’s wage summary will be based upon these splits and any additional
miscellaneous wage entries.

Piece Rate Employees

For piece rate employees, enter the average hours/period and an estimated average check
amount. SuccessWare®21 will calculate an estimated hourly rate and annual salary
amount.
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1 Scheduling | 2 Address/Phone | 3 Personal Information | 4 Training | 5 'Wage Information | & Piece rate |
411 = o S
2 j(olsale. This employes will be pad on an per job bagsis.
v Pats Choose wether lo compensate the emplovee based upon a percentage of
[V Labor sale [parts, labor, misc) and wether of not to allow a base wage entry
[ Misc i when recording wages,
eq., allovang base entry, an employes's pece rate entty may look like this
o L $100 base + 10% of parts & labor sale
n|<|>|n| New @Eml A |[]a°se|

Piece rate wages are summarized and expensed based upon miscellaneous wages only.
Timecard entries are only referenced for total hours during the period when determining
the employee’s regular rate for premium pay.

When an employee is set up as piece rate, the PieceRate tab is visible within employee
setup. On this page you must specify whether or not to use a base amount and a
percentage of sales to pay the employee.

Checkmark INCLUDE A BASE PAY and leave the other fields empty or set to 0.

CREATING TIMECARD ENTRIES

Creating Job-Related Timecard Entries

Once a Job has been scheduled and assigned to a technician, the next step in the job
process is to send the technician out on the call. The actual performance of the job is
recorded, for timecard sake as well as job process sake in the CALL PROGRESS window.

Entering Call Progress will create job-related timecard entries for the employees in the
CALL PROGRESS form. The timecard entries created in the Call Progress window are then
made available in the labor costing screens of an AR invoice where they can be imported
as actual cost.

The Call Progress window can also be used to assign additional technicians to a call by
pressing Insert while you are in Call Progress.

The call progress stages are:
e Call Confirmed - confirm the call with the customer

e Notified - notify the technician with the call information (optional). This time will
be recorded if you page job information to the technician.

e Dispatched- This time indicates the beginning of the drive time for the technician
as he starts his trip to the location.
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e Onsite- Identifies the time that the technician arrives at the Service Location
e Completed- Identifies the time that the technician finished the job.

Only the Dispatched, Onsite and Completed entries result in the creation of timecard
entries.

The entries made in the Dispatch and Onsite fields will together create a timecard entry
with a status of Dispatched on the employee’s timecard. The Onsite and Completed
entries in the CALL PROGRESS window will together create a timecard entry with a status
of Onsite on the employee’s timecard.

Call progress can be accessed from 3 different screens:
e The JoB form- click the Call Progress button
e The JoB MANAGER- right-click on the call and select Call Progress
e The CALL CENTER- right-click on the call and select Call Progress

To Record Call Progress

Open the CALL PROGRESS window. Record the times in the appropriate field by, typing
the time or typing a /" which will give you the current computer time. Click As
scheduled to automatically complete the fields based on scheduled time and call
duration.

27 Call progress: Job#200032 9723702 11:00 AM..12:00 PM (scheduled) [H[=] E3

JobH Call Scheduled for Duration Call Status

200032 200032 09/23/2002 1.00 Hours | :_l

IEmployeeIScheduled lNotiﬁed IDispatched IDnsite ]Completed | i'
_)_@ TIM 11:00&M 10:504M 11:004M 11:158M

Job summary... I As scheduled | 2 Complete call ' [] Close |

Recording Non-Job Related Timecard Entries
Timecard entries allow you to keep track of each block of time in your employee’s days.

Non-Job related timecard entries such as lunch, shop time, personal time and meetings
will be recorded through The EMPLOYEE TIMECARD form.

1. Open the EMPLOYEE TIMECARD using one of the following methods:

2. Right Click on an employee in the EMPLOYEE MANAGER and select Timecard

3. Right Click on an employee's name in the CALL CENTER and select Timecard

4. Right Click on an Assignment in the CALL CENTER and select Employee Timecard
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5. Right Click on a Job in the JoB MANAGER and select Time Card

6. Click on the Time Card Manager icon @‘ from the toolbar if it has been
added.

€ Emplogee Timecard

T(ne, Sep 24, 2002 |bnew A[MEMU] [Fo0Am :;-j[smm j

CfED _EMody. | ] cose

I 1Pay ltems / Premuums 2 Time Breakdown 3 Overtime Review

< 1015AM  10254M | Depalched [HOURLY

| % 1025AM  11:20AM | Omsite  HOURLY | 20 JOBH200811
e e | lh | 2 [Lunch
ol of
Hee = 00 Ren=NM  AT=NN  Prame=00  rBec=N 6Pad=000  \Waekl =000
7. Use the drop-down menu to select the employee if necessary
o & B D
8. Use the date navigation L buttons to choose the date of the

timecard entry.
9. Click Modify.
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& Employee status change (timecard entry) } i x|
Date Emolovas Linke (A1249, C-1,J=1, P-1, 1-1) [ I TECH
Thu, Mar 25, 2004 (DREW) Drew Bledsoe
S1al | [FUTURE IEDENN “REGIOY . 0:00
; | ey | v Mon-paid Prem .00
[Lunch S Hpaoem 2, & Nonoodiive ar oo
ninesy 035
|Lunch
| Tota 35
! I ¥ close |
20 BO00AM 8:30 AM SHOP Shop Time
2 8:30 AM 8:55 AM Dispatched  JOBE200868
20 B55AM 155 PM Ornsite JOBE200868
Lunch _l
21 230 PM 250 PM Dispatched  JOBE200871
21 250PM 525 Onsite JOBE200871
w
| 1 Assgnments | 2. Other scheduled calls ! 3 Unschedued calls
[Time |otdio  |CallType|CaliD |Status [Address |Location_ Name |«
_)_ @{) 3/25/2004 £ 200868 NH 200858 CM 15 WYANDOTTE BISHOP, PATRICI
| | @@ 3/25/2004 2 20087 INHUM 200871 CM 111 T axen way PTAK, THOMAS
=]
K1 i

Wrs=9:25  Reg=8:20 |OT=0:00  Prem=0:00 rReg=0:30 rPaid=0:35 |Weekly=31:10

10. Press Insert or right-click and select Add new entry.
11. Select the appropriate timecard status from the STATUS drop down.
12. Enter the IN and OUT time.

13. If necessary change the IsPaid status of the Timecard Entry. If you change a non-
paid entry to paid, you will need to choose a Pay Item for the Timecard Entry.

14. If necessary, modify the Non-Productive Status. This field is defaulted by the
setting associated with the Timecard Status selected. If you want to change the

Productive status of a timecard entry, add or remove the checkmark.

Note: The Productive Status of a Timecard Entry determines how the particular timecard

status is handled when calculating the technicians Billable Hour Efficiency for

scoreboard reports. For example, Shop Time may normally be considered productive
time (counts against employee’s billable hour efficiency), but on an occasion when you
have the tech in the shop counting stock, you may want to make the time non-productive

S0 it does not count against their efficiency rating.

15. For non-job related entries, the employee’s default department will appear in the

DepARTMENT field. Use the drop-down menu to change the department if

necessary.

16. The employee’s pay rate will be displayed. This will come from the employee’s

standard hourly rate in employee setup, or from the pay rate entry for the
corresponding pay item.
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17. If you wish to apply a premium rate for the block of time, select the Premium
Code from the drop down list.

18. If you have applied a premium code, choose the duration of the total timecard
entry that should be calculated at the Premium Rate.

GE :_”2;45 _—'_!

19. Click Accept.

Note: The Total Time (time out - time in) of any timecard entry can be broken down into
five categories. Where it falls in the categories will determine how it is handled when
preparing the payroll period.

Regular time—ordinary paid time that will accumulate and turn into overtime and effect
regular/premium rate calculations.

Non-regular time—paid time that does not affect overtime and regular/premium rate
calculations.

Premium time—time that is paid at a premium.

Non-paid time—time that is not paid.

Overtime—time that is paid at the overtime (OT) premium.

Recording Multiple Timecard Entries

The Timecard Assistant will help you to create timecard entries for multiple employees,
multiple dates or both. For instance, you can create entries placing several employees at a
meeting or training session, or, make entries to record an employee’s week of vacation.
These entries can be made without having to opening or access multiple time cards.

Note: The Timecard Assistant can only be used to create Non-Job Related timecard
entries.

1. Open the TIMECARD ASSISTANT using one of the following methods:
2. Right click in the background of the CALL CENTER and select Timecard Assistant

3. Right click in the back ground of the TIMECARD MANAGER or an employee's
timecard and select Timecard Assistant

4. You can also right click on an existing employee timecard entry in the employee's
timecard and select Timecard Assistant to create a matching timecard entry for
other employees.
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24 Timecard Assistant Q@@

New/Review...

Entry details | 1 Create entries for these employees

Status _!J
Time In
Time Out

Comment |

Every 1 ﬁ weeks

On the days... Sunday
Monday
Tuesday
Wednesday
Thursday
Friday
Saturday

Add.. | | [

29: Create... I | F"’ Save | @ Recurring | ﬂ Close I

Choose the Timecard Status of the entries you want to create from the STATUS
drop down.

Enter the TiME IN, TIME OuT for the timecard entry/entries

. Add a COMMENT. A comment must be entered. The comment will appear as the
caption for the timecard entry in the CALL CENTER

Use the EVERY ___ WEEKS field to identify if the entry will be a weekly entry, or
if it will happen every other week, every third week, etc. If you are only going to
be creating the entry for a single week, leave the value as one.

Choose a Day or Days of the week on which you want the entry to occur.
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Entry details

Status W 1_|
Time In |8:00 AM

Time Out |9:00 AM

Comment |Staff Meeting

Every 1 j weeks

v
Tuesday
Wednesday
Thursday
Friday
Saturday

On the days... Sundai [%

Note: If you plan to create the entry for alternating weeks you will be required to choose
a start date. This date will establish the start date for the recurrence pattern. It is NOT
required that you create an entry within that week however. For example, if | enter that a
meeting will occur every 3 weeks beginning 6/2/06 (First week of June) and choose
Friday as my Day of the Week, the Timecard Assistant will calculate a meeting to occur
every 3 weeks on a Friday, from that date.

=1

-

Every 3 weeks

Starting 6/2/20086 2

On the days... Sunday
Monday
Tuesday
Wednesday
Thursda
v

Saturday

10. Select the employees for whom you wish to create entries:

11. Click on Add under the CREATE ENTRIES FOR THESE EMPLOYEES list, to choose
employees. This will open the EMPLOYEE SELECTION form.

12. In the EMPLOYEE SELECTION form, the employee filter defaults to all active
employees. You can filter by clicking the Select from Filtered List button to
assist in employee selection.

13. Choose Apply Filter to update the list of employees.

14. Select the employees to be added to your list by double clicking the employee.
This will toggle the X on and off in the employees row in the grid. All employees
listed can be selected by right clicking in the grid and choosing Check All or
pressing Ctrl+A on the keyboard.
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_lox
XlEmpCodelFirstname ILastname l :J (" Select from all active employees
X TIM Tim McGuire ¢ Select from flitered list
| | X DREW  Drew Bledsoe —Calactfiom::
M| X NICK Nicolas Leberer

v Technicians
v Sales people
[v Subcontractors
v Other

Department IZU :J
Emp Type | A

[ Include inactive employees

::I Apply Eilter I
v

«f Ok X Cancel |

15. When you select ‘OKk’, the employees with an ‘X’ will be added to your list.

Create entries for these employees

Add... Delete Clear

You can use the Delete button to remove individual employees or the Clear
button to delete the entire list of employees

16. To create the entries, click the CREATE button
17. Choose the date from which you want the entries to be created.

18. Choose the number of weeks forward that you would like the entry to be created.
If you want to create entries only for the current week, leave this set to one.
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19.
20.

21.
22.

24 Create Multiple Timecard Entrys

Staff Meeting

Meeting: Fri

200 AM - 2:00 &AM Sun Mon Tue Wed Thu Fri Sat
Every 1 weeks 2228 29 30 3t

Starting the week of |US/1 4/2006

For the next |1 j week(s)

1 ¥ Cancel |

Click OK to create the timecard entries

This will create the timecard entries and take you to the review grid showing the
status of the new entries.

The timecard entries will be listed in the Review Grid proceeded by:

A Green Plus to signify that it was created successfully

A Yellow yield/warning sign to indicate that a conflict exists or an error has
occurred. If this indicator appears that timecard entry HAS NOT been created.
The comment column will indicate the conflict status and time in/out. You may
right click the entry to open the timecard and manually review/modify entries for
that employee.

27 Timecard Assistant Q@@

Review created entries...
Timecard entry review for Sun 6/11/2008 through Sat 6/17/2006.

Meeting starting at 8:00 AM [created from recurring entry #6) 3 entries found.
RID Day Date EmpCode|Lasthame Firsthame TimeOut Comment iﬁ
- |B/16/2006 9:00&M Staff Meeting
I 9 | i F- B/16/2006  NICK  Leberer Nicolas 9:004M Staff Meeting
l R F- B/16/2006  TIM McGuire Tim 9:004M Staff Meeting

From the review form you can use the Back button to return to the Timecard Assistant
where you can create new entries or review existing entries.
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