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About	
  this	
  Document	
  
This	
  Reference	
  Document	
  is	
  for	
  use	
  by	
  SedonaOffice	
  customers	
  only.	
  	
  This	
  document	
  is	
  not	
  intended	
  to	
  
serve	
  as	
  an	
  operating	
  or	
  setup	
  manual.	
  Its	
  purpose	
  is	
  to	
  overview	
  the	
  content	
  contained	
  within,	
  and	
  to	
  
be	
  used	
  for	
  reference	
  purposes	
  only.	
  
SedonaOffice	
  reserves	
  the	
  right	
  to	
  modify	
  the	
  SedonaOffice	
  product	
  described	
  in	
  this	
  document	
  at	
  any	
  
time	
  and	
  without	
  notice.	
  	
  Information	
  contained	
  in	
  this	
  document	
  is	
  subject	
  to	
  change	
  without	
  notice.	
  	
  
Companies,	
  names	
  and	
  data	
  used	
  in	
  examples	
  herein	
  are	
  fictitious	
  unless	
  otherwise	
  noted.	
  	
  In	
  no	
  event	
  
shall	
  SedonaOffice	
  be	
  held	
  liable	
  for	
  any	
  incidental,	
  indirect,	
  special,	
  or	
  consequential	
  damages	
  arising	
  
from	
  or	
  related	
  to	
  this	
  guide	
  or	
  the	
  information	
  contained	
  herein.	
  	
  The	
  information	
  contained	
  in	
  this	
  
document	
  is	
  the	
  property	
  of	
  SedonaOffice.	
  	
  
This	
  document	
  may	
  be	
  updated	
  periodically,	
  be	
  sure	
  to	
  check	
  our	
  website	
  at	
  www.sedonaoffice.com	
  
for	
  the	
  most	
  current	
  version.	
  	
  Copyright	
  2008,	
  2009,	
  2010,	
  2011,	
  2012,2013.	
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  document	
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  Tickets	
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This	
  document	
  is	
  designed	
  to	
  describe	
  new	
  functionality	
  contained	
  with	
  SedonaService	
  that	
  is	
  available	
  
in	
  SedonaOffice	
  version	
  5.6.125	
  and	
  higher.	
  Modifications	
  were	
  made	
  in	
  versions	
  5.6.159	
  and	
  greater.	
  
This	
  new	
  functionality	
  is	
  not	
  being	
  released	
  to	
  the	
  general	
  population	
  and	
  may	
  only	
  be	
  activated	
  by	
  
certain	
  designated	
  SedonaOffice	
  staff	
  members.	
  	
  	
  
	
  
Group	
  Tickets	
  were	
  designed	
  primarily	
  to	
  be	
  used	
  with	
  Inspection	
  Tickets,	
  however	
  they	
  may	
  be	
  used	
  
with	
  regular	
  Service	
  Tickets	
  as	
  well.	
  	
  The	
  concept	
  for	
  this	
  new	
  feature	
  is	
  to	
  provide	
  the	
  ability	
  to	
  group	
  
several	
  tickets	
  together,	
  schedule	
  technician	
  appointments	
  for	
  the	
  group	
  of	
  tickets	
  and	
  also	
  be	
  able	
  to	
  
bill	
  the	
  customer	
  for	
  work	
  performed	
  on	
  multiple	
  tickets	
  within	
  the	
  group	
  on	
  a	
  single	
  customer	
  invoice.	
  
	
  
Additional	
  functionality	
  allows	
  the	
  User	
  to	
  link	
  an	
  Inspection	
  Setup	
  to	
  a	
  recurring	
  line.	
  	
  Once	
  the	
  
Inspection	
  ticket	
  has	
  been	
  completed,	
  it	
  will	
  mark	
  the	
  recurring	
  line	
  to	
  be	
  available	
  for	
  cycle	
  invoicing.	
  	
  
Modifications	
  have	
  been	
  made	
  to	
  cycle	
  invoicing	
  to	
  now	
  allow	
  users	
  to	
  perform	
  cycle	
  invoicing	
  for	
  
recurring	
  lines	
  linked	
  to	
  inspection	
  records	
  separately	
  from	
  the	
  non-­‐inspection	
  linked	
  recurring.	
  
	
  
The	
  Service	
  Level	
  setup	
  has	
  been	
  modified	
  to	
  indicate	
  whether	
  an	
  Inspection	
  Record	
  must	
  be	
  linked	
  to	
  
a	
  recurring	
  line	
  when	
  selecting	
  the	
  particular	
  service	
  level	
  on	
  the	
  inspection	
  setup	
  form.	
  

	
  

	
   	
  



	
  

SedonaService	
  
Group	
  Tickets	
  

	
  

Page	
  5	
  of	
  25	
   SedonaOffice	
  Users	
  Conference	
  
Marco	
  Island,	
  Florida	
  

	
  
	
  

Group	
  Tickets	
  Concepts	
  	
  
Group	
  Tickets	
  processing	
  was	
  designed	
  primarily	
  for	
  use	
  with	
  Inspections,	
  however	
  this	
  functionality	
  
may	
  be	
  used	
  with	
  regular	
  Service	
  Tickets	
  as	
  well.	
  	
  	
  	
  Inspection	
  Ticket	
  Groups	
  are	
  pre-­‐defined	
  within	
  the	
  
Inspection	
  Setup	
  records.	
  	
  Once	
  the	
  Inspection	
  Tickets	
  are	
  generated	
  into	
  their	
  pre-­‐defined	
  groups,	
  a	
  
User	
  has	
  the	
  option	
  of	
  either	
  removing	
  one	
  or	
  more	
  tickets	
  from	
  the	
  group	
  or	
  adding	
  one	
  or	
  more	
  
tickets	
  to	
  an	
  existing	
  group.	
  	
  Both	
  Regular	
  Service	
  Tickets	
  and	
  Inspection	
  Tickets	
  may	
  be	
  manually	
  
added	
  to	
  an	
  existing	
  Ticket	
  Group	
  as	
  long	
  as	
  the	
  Tickets	
  are	
  within	
  the	
  same	
  customer	
  site.	
  
Regular	
  Service	
  Tickets	
  must	
  be	
  manually	
  grouped	
  if	
  this	
  is	
  desired	
  for	
  the	
  purpose	
  of	
  scheduling,	
  
dispatching	
  and	
  invoicing	
  the	
  tickets	
  together	
  as	
  a	
  group.	
  

Inspection	
  Linked	
  to	
  Recurring	
  Item	
  
There	
  are	
  two	
  basic	
  options	
  available	
  when	
  determining	
  how	
  to	
  use	
  Group	
  Inspection	
  Tickets:	
  

¥ Link	
  an	
  Inspection	
  Record	
  to	
  a	
  Recurring	
  Line	
  
¥ Setup	
  Inspection	
  without	
  a	
  Link	
  to	
  a	
  Recurring	
  Line	
  

Using	
  the	
  option	
  of	
  linking	
  an	
  Inspection	
  Setup	
  to	
  a	
  Recurring	
  Line	
  will	
  allow	
  you	
  to	
  cycle	
  bill	
  the	
  inspection	
  
services	
  separately	
  from	
  other	
  recurring	
  services	
  if	
  desired.	
  	
  Inspections	
  may	
  only	
  be	
  linked	
  to	
  a	
  recurring	
  line	
  if	
  
the	
  Service	
  Level	
  selected	
  on	
  the	
  Inspection	
  setup	
  form	
  has	
  been	
  flagged	
  to	
  require	
  a	
  link	
  to	
  a	
  recurring	
  line.	
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Group	
  Tickets	
  Setup	
  
If	
  you	
  will	
  be	
  linking	
  your	
  Inspection	
  records	
  to	
  a	
  recurring	
  Item,	
  you	
  will	
  have	
  to	
  setup	
  at	
  least	
  one	
  
Service	
  Level	
  that	
  requires	
  linking.	
  

Service	
  Level	
  Setup	
  
The	
  Service	
  Level	
  setup	
  is	
  maintained	
  within	
  SedonaSetup.	
  	
  A	
  new	
  tab	
  labeled	
  !"#$%&'()"	
  was	
  added	
  to	
  
the	
  Service	
  Level	
  setup	
  form.	
  	
  If	
  the	
  checkbox	
  [RMR	
  Link	
  to	
  Customer	
  Recurring	
  is	
  Required]	
  is	
  selected	
  
on	
  this	
  form,	
  then	
  any	
  Inspection	
  created	
  selecting	
  this	
  Service	
  Level	
  will	
  require	
  the	
  User	
  to	
  link	
  a	
  
recurring	
  item	
  to	
  the	
  Inspection.	
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Inspection	
  Setup	
  
New	
  Inspections	
  are	
  setup	
  from	
  the	
  Customer	
  Explorer	
  within	
  a	
  System	
  record.	
  	
  New	
  fields	
  have	
  been	
  
added	
  to	
  the	
  Inspection	
  Setup	
  form	
  to	
  accommodate	
  the	
  use	
  of	
  Group	
  Tickets	
  and	
  the	
  ability	
  to	
  link	
  an	
  
Inspection	
  to	
  a	
  Recurring	
  Item.	
  	
  If	
  you	
  will	
  be	
  linking	
  the	
  Inspection	
  to	
  a	
  Recurring	
  Item,	
  you	
  must	
  first	
  
setup	
  the	
  Recurring	
  Line(s).	
  	
  	
  
	
  

Creating	
  a	
  New	
  Inspection	
  	
  
From	
  a	
  Customer	
  Explorer	
  record,	
  expand	
  the	
  Customer	
  Tree	
  to	
  the	
  System	
  where	
  the	
  Inspection	
  will	
  
be	
  created.	
  	
  Highlight	
  the	
  customer	
  tree	
  option	
  Inspections,	
  right-­‐click	
  and	
  select	
  the	
  option	
  New	
  
Inspection.	
  

	
  
	
  
	
  
	
  
	
  
	
  
	
  
Additional	
  fields	
  have	
  been	
  added	
  to	
  the	
  Inspection	
  screen	
  to	
  accommodate	
  new	
  functionality	
  and	
  
Service	
  Level	
  dropdown	
  display	
  has	
  been	
  modified	
  to	
  include	
  RMR	
  Link.	
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These	
  fields	
  are	
  only	
  
visible	
  if	
  Service	
  Level	
  
is	
  flagged	
  to	
  require	
  
linking	
  to	
  a	
  Recurring	
  

Invoice	
  Item	
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Creating	
  a	
  New	
  Inspection	
  Cont.	
  
Enter	
  the	
  description	
  of	
  the	
  inspection	
  and	
  select	
  the	
  frequency	
  from	
  the	
  dropdown.	
  	
  	
  
Select	
  the	
  Service	
  Problem	
  Code	
  from	
  the	
  dropdown.	
  
When	
  selecting	
  the	
  Service	
  Level	
  from	
  the	
  dropdown	
  you	
  will	
  see	
  a	
  column	
  indicating	
  which	
  Service	
  Levels	
  are	
  
set	
  up	
  to	
  link	
  to	
  recurring.	
  The	
  recurring	
  must	
  be	
  created	
  prior	
  to	
  the	
  inspection	
  creation.	
  If	
  you	
  want	
  to	
  link	
  the	
  
inspection	
  to	
  an	
  existing	
  recurring,	
  you	
  must	
  select	
  a	
  service	
  level	
  where	
  the	
  RMR	
  Link	
  column	
  =	
  “Y”.	
  	
  	
  
Select	
  the	
  Service	
  Company	
  from	
  the	
  dropdown.	
  
Select	
  the	
  Last	
  Inspection	
  Date	
  and	
  the	
  Next	
  Inspection	
  Date.	
  
If	
  you	
  have	
  selected	
  a	
  Service	
  Level	
  which	
  is	
  linked	
  to	
  Recurring,	
  the	
  “Recurring	
  Item	
  Link”	
  field	
  will	
  be	
  available	
  
and	
  the	
  dropdown	
  will	
  display	
  all	
  active	
  and	
  future	
  recurring	
  invoice	
  items	
  associated	
  with	
  that	
  Site.	
  	
  Choose	
  the	
  
corresponding	
  Recurring	
  for	
  that	
  Inspection.	
  
If	
  you	
  would	
  like	
  to	
  request	
  a	
  specific	
  technician	
  for	
  this	
  inspection	
  you	
  may	
  select	
  them	
  from	
  the	
  dropdown.	
  

5&2.#+1*%&!,(%-.2!!
Inspection	
  Groups	
  are	
  used	
  to	
  group	
  multiple	
  Inspections	
  and	
  invoice	
  the	
  group	
  of	
  inspection	
  tickets	
  on	
  a	
  single	
  
invoice	
  for	
  charges	
  that	
  are	
  not	
  billed	
  through	
  the	
  cycle	
  billing	
  process.	
  To	
  group	
  2	
  or	
  more	
  inspections,	
  assign	
  
the	
  same	
  group	
  number	
  (1	
  thru	
  9)	
  to	
  the	
  individual	
  inspections.	
  
Select	
  the	
  Estimated	
  Hours	
  for	
  this	
  inspection.	
  	
  If	
  this	
  inspection	
  becomes	
  part	
  of	
  a	
  Group	
  Ticket,	
  the	
  Group	
  
Ticket	
  will	
  display	
  the	
  Total	
  Estimated	
  Hours	
  for	
  all	
  inspections	
  in	
  the	
  group	
  as	
  well	
  as	
  the	
  estimated	
  hours	
  for	
  
each	
  individual	
  ticket	
  

High	
  Frequency	
  Inspections	
  
	
  A	
  new	
  feature,	
  High	
  Frequency	
  Bypass,	
  manages	
  Inspection	
  Ticket	
  creation	
  where	
  multiple	
  inspections	
  are	
  
performed	
  at	
  different	
  frequencies.	
  	
  	
  
For	
  example,	
  your	
  customer	
  has	
  contracted	
  with	
  your	
  company	
  to	
  inspect	
  their	
  monitored	
  fire	
  system.	
  	
  This	
  
contract	
  requires	
  that	
  your	
  company	
  perform	
  a	
  quarterly	
  visual	
  and	
  physical	
  test	
  of	
  the	
  fire	
  pump	
  monitored	
  
points,	
  a	
  semi-­‐annual	
  test	
  of	
  sprinklers,	
  waterflow	
  switches,	
  and	
  an	
  annual	
  test	
  of	
  all	
  equipment	
  including	
  
sprinklers	
  and	
  waterflow	
  switches.	
  	
  You	
  would	
  set	
  up	
  each	
  of	
  these	
  as	
  separate	
  inspections	
  and	
  the	
  quarterly	
  
and	
  semi	
  annual	
  inspections	
  would	
  be	
  flagged	
  with	
  High	
  Frequency	
  Bypass	
  checked	
  (Yes).	
  	
  If	
  all	
  Inspections	
  were	
  
to	
  begin	
  on	
  June	
  1,	
  2012,	
  when	
  you	
  generate	
  your	
  inspection	
  tickets	
  for	
  June,	
  the	
  only	
  ticket	
  created	
  will	
  be	
  the	
  
annual	
  inspection	
  since	
  it	
  is	
  the	
  least	
  frequent.	
  	
  The	
  quarterly	
  and	
  semi-­‐annual	
  inspection	
  records	
  will	
  be	
  
advanced	
  to	
  the	
  next	
  inspection	
  date	
  based	
  on	
  the	
  frequency.	
  	
  When	
  Inspection	
  Tickets	
  are	
  generated	
  for	
  the	
  
month	
  of	
  September,	
  only	
  the	
  quarterly	
  inspection	
  ticket	
  will	
  be	
  created.	
  
Another	
  feature	
  “Exclude	
  from	
  High	
  Frequency	
  Check”	
  enables	
  you	
  to	
  include	
  another	
  inspection	
  for	
  the	
  same	
  
system	
  in	
  an	
  Inspection	
  Group	
  where	
  the	
  High	
  Frequency	
  Bypass	
  is	
  being	
  used,	
  and	
  not	
  have	
  this	
  particular	
  
inspection	
  bypassed.	
  	
  Using	
  the	
  example	
  above,	
  if	
  you	
  added	
  another	
  Annual	
  Inspection	
  to	
  this	
  inspection	
  group,	
  
and	
  you	
  did	
  NOT	
  want	
  it	
  to	
  be	
  bypassed,	
  you	
  would	
  need	
  to	
  check	
  the	
  “Exclude	
  from	
  High	
  Frequency	
  Check”.	
  
If	
  an	
  inspection	
  is	
  set	
  to	
  “High	
  Frequency	
  Bypass”	
  and	
  it	
  is	
  linked	
  to	
  a	
  recurring;	
  when	
  this	
  inspection	
  is	
  
bypassed,	
  the	
  recurring	
  linked	
  to	
  the	
  inspection	
  will	
  also	
  be	
  bypassed.	
  	
  The	
  next	
  cycle	
  date	
  will	
  be	
  advanced	
  and	
  
no	
  invoice	
  will	
  be	
  created.	
  	
  	
  For	
  example:	
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An	
  Annual	
  Inspection	
  with	
  a	
  next	
  inspection	
  date	
  of	
  1/1/2013,	
  linked	
  to	
  an	
  annual	
  recurring	
  with	
  next	
  cycle	
  date	
  
of	
  1/1/2013	
  	
  and	
  a	
  Monthly	
  Inspection	
  with	
  next	
  inspection	
  date	
  of	
  1/1/2013	
  ,	
  linked	
  to	
  a	
  monthly	
  recurring	
  
with	
  next	
  cycle	
  date	
  of	
  1/1/2013;	
  a	
  service	
  ticket	
  will	
  not	
  be	
  created	
  for	
  the	
  monthly	
  inspection	
  and	
  the	
  next	
  
inspection	
  date	
  will	
  advance	
  to	
  2/1/2013.	
  	
  Also	
  the	
  monthly	
  recurring	
  will	
  not	
  be	
  generated	
  and	
  the	
  next	
  cycle	
  
date	
  will	
  advance	
  to	
  2/1/2013.	
  
When	
  using	
  the	
  High	
  Frequency	
  Bypass,	
  and	
  linking	
  the	
  inspections	
  to	
  recurrings,	
  the	
  relationship	
  between	
  the	
  
inspections	
  and	
  recurrings	
  must	
  be	
  a	
  one	
  to	
  one.	
  

Inspection	
  Item	
  and	
  Amount	
  
These	
  fields	
  will	
  be	
  used	
  if	
  you	
  bill	
  a	
  flat	
  amount	
  for	
  an	
  inspection.	
  	
  Select	
  the	
  appropriate	
  Inspection	
  Invoice	
  
Item	
  and	
  fill	
  in	
  the	
  amount.	
  

Creating	
  Group	
  Inspection	
  Ticket	
  	
  
The	
  Process	
  for	
  creating	
  Group	
  Inspection	
  Tickets	
  is	
  the	
  same	
  as	
  creating	
  individual	
  Inspection	
  tickets.	
  
In	
  Service	
  Module,	
  Select	
  “Inspection	
  Creation”	
  and	
  select	
  desired	
  criteria.	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  
Click	
  on	
  the	
  “Get	
  Inspections”	
  button	
  and	
  a	
  list	
  of	
  Inspections	
  which	
  are	
  due,	
  based	
  on	
  the	
  criteria	
  selected,	
  will	
  
display.	
  Select	
  the	
  Inspections	
  you	
  would	
  like	
  to	
  create	
  tickets	
  for	
  and	
  click	
  on	
  the	
  “Create	
  Tickets”	
  button.	
  Note	
  
that	
  the	
  Action	
  Column	
  will	
  indicate	
  if	
  it	
  is	
  a	
  Group	
  Ticket.	
  	
  Click	
  on	
  the	
  Create	
  button.	
  

	
  
A	
  Group	
  Ticket	
  will	
  be	
  created	
  and	
  can	
  be	
  viewed	
  by	
  selecting	
  the	
  “Group	
  Ticket”	
  Icon	
  in	
  the	
  View	
  Tab	
  of	
  the	
  
Service	
  Module.	
  When	
  creating	
  the	
  Group	
  Ticket	
  ,	
  the	
  application	
  will	
  select	
  the	
  ticket	
  with	
  the	
  lowest	
  number	
  
to	
  be	
  the	
  Master	
  Ticket.	
  Clicking	
  on	
  the	
  +	
  sign	
  will	
  display	
  all	
  tickets	
  associated	
  with	
  that	
  Group	
  Ticket.	
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Double	
  clicking	
  on	
  the	
  Master	
  Ticket	
  will	
  open	
  the	
  Group	
  Ticket.	
  	
  The	
  User	
  can	
  also	
  open	
  the	
  Group	
  Ticket	
  or	
  any	
  
of	
  the	
  individual	
  tickets	
  associated	
  with	
  the	
  group	
  by	
  clicking	
  on	
  that	
  ticket	
  number	
  in	
  the	
  dropdown.	
  
When	
  viewing	
  the	
  ticket,	
  the	
  estimated	
  length	
  for	
  that	
  ticket	
  will	
  display	
  as	
  well	
  as	
  the	
  Estimated	
  Group	
  Length.	
  
A	
  new	
  Icon	
  “Ticket	
  Group”	
  will	
  display	
  on	
  the	
  open	
  ticket.	
  	
  Clicking	
  on	
  this	
  icon	
  enables	
  the	
  User	
  to	
  view	
  all	
  
tickets	
  associated	
  with	
  this	
  group	
  as	
  well	
  as	
  any	
  other	
  open	
  tickets	
  for	
  this	
  Site.
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Adding	
  a	
  Ticket	
  to	
  an	
  Existing	
  Group	
  Ticket	
  
Click	
  on	
  the	
  Ticket	
  Group	
  Icon	
  in	
  a	
  Group	
  Service	
  Ticket.	
  Tickets	
  associated	
  with	
  the	
  group	
  will	
  display	
  in	
  the	
  top	
  
portion.	
  	
  Any	
  individual	
  ticket	
  for	
  the	
  same	
  Site,	
  not	
  associated	
  with	
  the	
  Group	
  Ticket	
  will	
  display	
  in	
  the	
  bottom	
  
portion.	
  	
  To	
  add	
  an	
  individual	
  ticket	
  to	
  the	
  Group,	
  click	
  on	
  the	
  ticket	
  and	
  then	
  click	
  on	
  the	
  “Add”	
  button.	
  	
  
	
  

Removing	
  a	
  Ticket	
  from	
  a	
  Group	
  Ticket	
  
Click	
  on	
  the	
  Ticket	
  Group	
  Icon	
  in	
  a	
  Group	
  Service	
  Ticket.	
  Tickets	
  associated	
  with	
  the	
  group	
  will	
  display	
  in	
  the	
  top	
  
portion.	
  	
  Any	
  individual	
  ticket	
  for	
  the	
  same	
  Site,	
  not	
  associated	
  with	
  the	
  Group	
  Ticket	
  will	
  display	
  in	
  the	
  bottom	
  
portion.	
  	
  To	
  disassociate	
  a	
  ticket	
  from	
  the	
  Group	
  Ticket,	
  click	
  on	
  the	
  ticket	
  and	
  click	
  on	
  the	
  “Remove”	
  tab.	
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Creating	
  an	
  Appointment	
  in	
  a	
  Group	
  Ticket	
  
Open	
  a	
  Group	
  Ticket	
  and	
  click	
  on	
  “Ticket	
  Group”	
  Icon.	
  	
  Click	
  on	
  “Dispatch”	
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From	
  the	
  Dispatch	
  screen	
  you	
  can	
  view	
  already	
  scheduled	
  appointments	
  or	
  create	
  new	
  appointments	
  by	
  clicking	
  
on	
  the	
  “Add”	
  button.	
  	
  Clicking	
  on	
  the	
  “Add”	
  button	
  will	
  open	
  the	
  Appointment	
  Summary	
  Board	
  where	
  you	
  can	
  
select	
  the	
  day,	
  time	
  and	
  technician.	
  	
  When	
  creating	
  the	
  appointment,	
  the	
  Estimated	
  Length	
  will	
  automatically	
  
default	
  to	
  the	
  total	
  Estimated	
  Length	
  from	
  all	
  of	
  the	
  tickets	
  associated	
  in	
  that	
  group.	
  Note:	
  	
  Once	
  you	
  schedule	
  
an	
  appt.	
  for	
  a	
  Group	
  Ticket,	
  you	
  cannot	
  drag	
  and	
  drop	
  the	
  appt.	
  to	
  another	
  tech	
  or	
  time.	
  	
  If	
  you	
  need	
  to	
  change	
  
the	
  tech,	
  you	
  must	
  delete	
  the	
  appointment	
  from	
  the	
  Group	
  Ticket	
  Dispatch	
  Screen	
  and	
  create	
  a	
  new	
  
appointment.	
  	
  To	
  change	
  just	
  the	
  time,	
  you	
  can	
  do	
  so	
  from	
  the	
  Group	
  Ticket	
  Dispatch	
  Screen.	
  

	
  
	
  
Group	
  Tickets	
  on	
  the	
  Appointment	
  Summary	
  Board	
  will	
  display	
  as	
  “GRP”	
  and	
  the	
  master	
  group	
  ticket	
  number.	
  	
  
Double	
  clicking	
  on	
  the	
  appointment	
  will	
  open	
  the	
  Dispatch	
  screen	
  and	
  enable	
  you	
  to	
  enter	
  Dispatched,	
  Arrived	
  
and	
  Departed	
  times	
  as	
  well	
  as	
  resolve	
  the	
  appt.	
  	
  	
  Clicking	
  on	
  the	
  Open	
  Ticket	
  Button	
  enables	
  you	
  to	
  open	
  the	
  
ticket	
  from	
  this	
  screen.	
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You	
  can	
  also	
  create	
  appointments	
  for	
  the	
  individual	
  tickets.	
  	
  Simply	
  open	
  up	
  the	
  individual	
  
ticket	
  and	
  create	
  the	
  appointment	
  in	
  the	
  Appointments	
  and	
  Labor	
  Tab	
  as	
  you	
  would	
  for	
  any	
  
other	
  individual	
  ticket	
  not	
  associated	
  with	
  a	
  group.	
  

Clicking	
  on	
  the	
  Add	
  Button	
  will	
  bring	
  
you	
  to	
  the	
  Appt	
  Schedule	
  Board.	
  	
  

Double	
  click	
  on	
  desired	
  tech	
  and	
  time	
  
to	
  schedule	
  appt.	
  	
  Once	
  you	
  have	
  

scheduled	
  a	
  group	
  ticket,	
  you	
  cannot	
  
drag	
  and	
  drop	
  appt	
  to	
  another	
  tech	
  or	
  

time	
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Adding	
  Parts	
  to	
  Group	
  Tickets	
  
Parts	
  must	
  be	
  added	
  to	
  the	
  individual	
  ticket	
  to	
  insure	
  that	
  the	
  equipment	
  list	
  is	
  modified	
  on	
  each	
  system	
  when	
  
the	
  ticket	
  is	
  closed.	
  	
  To	
  open	
  an	
  individual	
  ticket	
  from	
  the	
  Group	
  Ticket,	
  click	
  on	
  Ticket	
  Group.	
  	
  From	
  here	
  you	
  
can	
  double	
  click	
  on	
  any	
  individual	
  ticket	
  to	
  open	
  it.	
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Resolving	
  a	
  Group	
  Ticket	
  
To	
  resolve	
  a	
  group	
  ticket,	
  click	
  on	
  the	
  Resolve	
  Button	
  on	
  the	
  Ticket	
  Group	
  screen.	
  After	
  choosing	
  a	
  resolution	
  
code	
  and	
  entering	
  resolution	
  notes,	
  click	
  on	
  the	
  Resolve	
  Button.	
  	
  This	
  will	
  resolve	
  all	
  tickets	
  associated	
  with	
  the	
  
group.	
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Invoicing	
  a	
  Group	
  Ticket	
  Not	
  Linked	
  to	
  RMR	
  
After	
  resolving	
  a	
  Group	
  Ticket,	
  you	
  can	
  invoice	
  the	
  ticket	
  by	
  clicking	
  on	
  the	
  Invoice/Close	
  Button	
  on	
  the	
  Ticket	
  
Group	
  screen.	
  	
  The	
  Preview	
  Invoice	
  button	
  allows	
  you	
  to	
  preview	
  the	
  invoice	
  prior	
  to	
  saving.	
  From	
  the	
  Invoice	
  
Preview	
  screen	
  you	
  can	
  invoice	
  and	
  close	
  the	
  ticket	
  from	
  the	
  Invoice	
  &	
  Close	
  button.	
  If	
  there	
  are	
  no	
  billable	
  
charges	
  you	
  will	
  receive	
  a	
  message	
  indicating	
  that	
  there	
  are	
  no	
  billable	
  charges	
  and	
  a	
  Close	
  Ticket	
  button	
  is	
  
available.	
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Invoicing	
  a	
  Group	
  Ticket	
  Linked	
  to	
  RMR	
  
Resolve	
  and	
  Invoice/Close	
  the	
  Group	
  Inspection	
  Ticket	
  as	
  previously	
  described.	
  	
  In	
  Main	
  Tree,	
  expand	
  the	
  
Accounts	
  Receivable	
  Module	
  and	
  click	
  on	
  Cycle	
  Invoicing.	
  Click	
  on	
  New.	
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Choose	
  the	
  desired	
  Month	
  and	
  Branches	
  and	
  the	
  option	
  for	
  Only	
  Inspection	
  Linked	
  RMR.	
  	
  Choosing	
  this	
  option	
  
will	
  create	
  a	
  cycle	
  invoice	
  for	
  all	
  recurrings	
  tied	
  to	
  a	
  closed	
  inspection	
  ticket	
  that	
  have	
  not	
  already	
  been	
  cycled.	
  
Click	
  Save.	
  A	
  pop	
  up	
  screen	
  asking	
  if	
  you	
  are	
  ready	
  to	
  begin	
  selected	
  cycle	
  invoicing	
  will	
  display.	
  	
  Click	
  Yes.	
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After	
  recurring	
  cycle	
  has	
  been	
  created,	
  highlight	
  the	
  cycle	
  batch	
  and	
  right	
  click.	
  Select	
  Print	
  and	
  Cycle	
  Detail	
  to	
  
review	
  the	
  cycle	
  invoices	
  prior	
  to	
  posting.	
  

	
  
	
  
Posting	
  process	
  is	
  the	
  same	
  as	
  with	
  all	
  cycle	
  invoicing.	
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Grouping	
  Service	
  Tickets	
  
To	
  combine	
  Individual	
  Service	
  Tickets	
  assigned	
  to	
  systems	
  in	
  the	
  same	
  site	
  to	
  a	
  Group,	
  open	
  one	
  of	
  the	
  
service	
  tickets	
  and	
  click	
  on	
  the	
  Ticket	
  Group	
  Icon.	
  	
  All	
  tickets	
  associated	
  with	
  that	
  Site	
  which	
  are	
  not	
  
part	
  of	
  that	
  Group	
  will	
  appear	
  in	
  the	
  lower	
  portion	
  under	
  “Site	
  Tickets	
  not	
  in	
  Group”.	
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Click	
  on	
  the	
  line	
  for	
  the	
  ticket	
  you	
  would	
  like	
  to	
  add	
  to	
  the	
  Group	
  and	
  Click	
  on	
  the	
  Add	
  button.	
  The	
  
ticket	
  will	
  be	
  added	
  to	
  the	
  Group.
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