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About this Document 

This Reference Document is for use by SedonaOffice customers only.  This document is not meant 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. 

  

http://www.sedonaoffice.com/
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Overview 

This document is being provided to explain the basic functionality of SedonaService.  This document 

will cover creating new tickets, scheduling, dispatching, managing tickets, etc.  Another document 

related to SedonaService is available for download from the SedonaOffice website: SedonaService 

Setup & Configuration.  Please download and read both this document prior to beginning the use of 

SedonaService. 

This document is divided into five sections, Sedona Basics, Basic Functionality, Managing the Schedule 

Board, Managing the Ticket Queues and Additional Features. 

Sedona Basics ς this section will cover general navigation, definitions and terminology used in 

SedonaService. 

Basic Functionality ς this section will cover the basics of how to create and process Tickets. 

Inspections ς this section will cover how to generate Inspection Tickets. 

Managing the Schedule Board ς this section will discuss different features of the SedonaService 

Schedule Board and how to make the best use of the available features. 

Managing the Ticket Queues ς this section will cover how to configure, view, sort, filter and make the 

best use of the available features to manage your tickets. 

Additional Features ς several new features are being introduced with SedonaService; these features 

include User configurable Customer Search, Miscellaneous Appointments and Removed Parts.  This 

section will cover how to use these new features. 
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SedonaService Overview 
The Service Module which is being introduced with SedonaOffice Version 5.6 has been completely redesigned; 
this document will explain the basic functionality of how to create, schedule and manage tickets in 
SedonaService. 

The new SedonaService is activated within SedonaSetup.  Access to this new module is controlled by a new User 
Group security option.  Once permission is granted, when a User logs into SedonaOffice, the Main Menu Tree 
will only display the options of Service and Print Service Tickets.  Clicking on the Service menu option launches 
SedonaService.  If a User has been granted permission to SedonaService, they may only work in the 
SedonaService; the legacy Service Module will no longer be accessible. 

SedonaService incorporates the Schedule Board, Technician Dispatching, Ticket Queues, Inspection Ticket 
Generation, Technician Dispatching, and new Ticket creation into one application.  Ticket Queues may be 
ŎƻƴŦƛƎǳǊŜŘ ǘƻ ŀ ¦ǎŜǊΩǎ ǇŀǊǘƛŎǳƭŀǊ ǇǊŜŦŜǊŜƴŎŜΤ ŘƻǿƴƭƻŀŘ ŀƴŘ ǊŜŀŘ SedonaService Setup & Configuration, which is 
available on the SedonaOffice website. 

A new feature of SedonaService is Display Groups.  Display groups are groupings of Technicians.  When viewing 
the SedonaService Schedule Board, you may change the current Display Group at any time to make scheduling 
simpler.  A Technician may belong to one or multiple Display Groups.  The creation of Display Groups is covered 
in a separate reference document; please download and read this document which is available on the 
SedonaOffice website - SedonaService Setup & Configuration. 

The new SedonaService Schedule Board has been designed to be able to view appointments for one day, a week 
or a month at a time.  Multiple tickets may now be assigned to the same Technician for the same timeslot on the 
same day. 

Another new feature of the SedonaService is Miscellaneous Appointments; this new feature replaces the 
Technician Absence option that was available in the legacy Service module.  There is some setup involved for 
Miscellaneous Appointments.  The creation of Appointment Types is covered in a separate reference document; 
please download and read this document which is available on the SedonaOffice website - SedonaService Setup 
& Configuration. 

A new option, the Unassigned Technician is also available.  This will allow you to schedule an appointment to the 
ά¦ƴŀǎǎƛƎƴŜŘ ¢ŜŎƘƴƛŎƛŀƴέ ǘƘŜƴ ŘǊŀƎ ǘƻ ǘƘe appropriate Technician at a later time. 

 

  The right-click option is not used in SedonaService.   This new module was designed so that all options 
and functions are viewable and selectable from the Ribbon or a Context menu. 
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Launching SedonaService 

SedonaService is launched from the main SedonaOffice application.  From the main application menu, 

click on the Service menu option. In a few seconds the SedonaService application will be displayed. 

 

The SedonaService application will open displaying the Schedule Board view.  This list of Technicians 
displayed, are those linked to the current Display Group selected.  The User may change to any desired 
Display Group by clicking on the drop-down arrow to the right of the Display Group field and selecting 
a different Display Group from the list. 
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SedonaService Basics 

This section is designed to cover general navigation, definitions and terminology used in 

SedonaService.  This section includes the following topics: 

¶ Terminology 

¶ SedonaService 101 ς Definitions and Navigation 

¶ New Customer Search 

¶ New Ticket Layout 
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Terminology 

Several new terms are being introduced with the New Service Module.  This list of terms will assist in 
understanding the contents of this document. 

¶ Ribbon ς The Ribbon is located at the top of the SedonaService form; contains options from which the User 
clicks to activate an option. 

 

 

¶ Ribbon Group ς Within the Ribbon are various groups of functions; these are referred to as Ribbon Groups. 

 

 

¶ Context Menu ς Context Menus appear throughout the SedonaService application and contain additional 
options from which to select.  A context menu appears as a tab above the Ribbon. 
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Terminology (continued) 

¶ Information Bubble ς When hovering over an appointment on the SedonaService Schedule Board, 
additional information is displayed within the Information Bubble. 

 

¶ Display Group ς A Display Group is a grouping of one or more Technicians.  Within the SedonaService 

Schedule Board, the User is able to choose to view a single Display Group or all Technicians in the within the 

Company.  A Technician may be associated with one or multiple Display Groups.  Your company creates the 

Display Groups to which your Users will have access. 

A Display Group could contain all or selected Technicians in a Service Company, a geographical area, a 

service Route or any logical grouping of Technicians to make scheduling easier. 
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SedonaService 101 

This section will describe the various components which make up the new SedonaService Module along with 

information on how to navigate within this module. 

When the new Service Module is first accessed from the main application by selecting the Service option, 

SedonaService will be displayed which consists of several components; a Ribbon Bar at the top, the Calendar 

and Ticket Information list on the left and the Display area on the right.  Information that is displayed within 

Display area is controlled by which option the User clicks on the Ribbon Bar.  The following pages will describe 

each major component of SedonaService. 
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SedonaService 101 (continued) 

Ribbon 

The Ribbon displays and controls all the options for navigating to various functions of SedonaService.  Each 

option within each Ribbon Group of the Ribbon will be covered under this topic. 

  SedonaOffice Icon ς Clicking on the SedonaOffice icon will open ribbon group with two options; New 

Service Ticket and Exit.  Selecting the New Service Ticket option will open the Customer Lookup form to locate 

the customer for which a Service Ticket will be created.  Selecting the Exit option will close SedonaService.  The 

main SedonaOffice application will still be running after exiting SedonaService. 

  

  Plus Symbol ς This option is used to create a new Service Ticket.  Clicking on the Plus Symbol will open the 

Customer Lookup form to locate the customer for which a Service Ticket will be created. 
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SedonaService 101 (continued) - The Ribbon (continued) 

  Ribbon Control ς Selecting this option displays a drop-down menu with two options; Show Below the Ribbon 

and Minimize the Ribbon.  These two options are described below. 

 

o Show Below the Ribbon - When selecting this option, the Plus Symbol (create new service ticket) and 

Ribbon Control options  will be displayed below the Ribbon. 

 

 
o Minimize the Ribbon ς Selecting this option will remove the Ribbon from display.  If you want to re-

display the Ribbon, click on the Ribbon Control option and de-select the Minimize the Ribbon 

option. 
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SedonaService 101 (continued) - The Ribbon (continued) 

  Service Options Context Menu ς Selecting this context menu will display a new Ribbon with two Ribbon 

Groups; Service Setup Tables and Parts Warehouse. 

 

o Service Setup Tables Ribbon Group ς There is one option available within this ribbon group, 
Appointment Types.  Appointment Types are used when creating a Miscellaneous Appointment for a 
Technician; this defines the reason for the Miscellaneous Appointment.  You may add additional 
Appointment Types to this setup table. 
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SedonaService 101 (continued) - The Ribbon (continued) 

o Parts Warehouse Ribbon Group ς There is are two options available within this ribbon group, 

Warehouse and Technician.   These options control which warehouse parts used on a ticket will be 

removed.  If the Technician option is selected, parts will always be relieved from the Warehouse 

linked to the Technician on the Ticket.  If the Warehouse option is selected, the User may then 

choose to relieve parts inventory from either the Technician warehouse or any other warehouse. 

 

If the Warehouse option is selected, when adding a part to the Ticket, if a Technician appointment 

was scheduled for the Ticket, the warehouse will default to that of the Technician; however the User 

may override this and select a different warehouse if desired. 
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SedonaService 101 (continued) - The Ribbon (continued) 

Navigation Ribbon Group ς This Ribbon Group contains two options; Show/Hide Calendar Bar and Today. 

 

o Show/Hide Calendar Bar ς selecting this option will remove the Calendar Bar from view. 

 

o Today ς selecting this option will outline the current system date in red on the Calendar. 
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SedonaService 101 (continued) - The Ribbon (continued) 

Arrangement Ribbon Group ς This Ribbon Group contains several options; Day, Week, Month, Queue, 

Inspections, Removed Parts, and Miscellaneous Appointments. 

 

o Day, Week, Month ς selecting one of these options controls the period of time that is displayed in 
the Schedule. 

o Queue ς selecting the Queue option will display the Ticket Queue.  The Queue that is displayed is 
the last ticket queue that was viewed; i.e. Service Tickets, Inspection Tickets, Vendor Service Tickets 
or Vendor Inspection Tickets.  Also when selecting the Queue option, a new Context Menu labeled 
Queue, will be displayed above the Ribbon.  Selecting the Queue context menu will open a new 
Ribbon. 
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SedonaService 101 (continued) - The Ribbon (continued) - Arrangement Ribbon Group (continued) 

Á Queue Context Menu ς Selecting this context menu will display the Queue View Ribbon.  

This ribbon has several options that control which tickets are displayed within the Queue 

list.  There is a drop-down option to select the ticket queue to be viewed. 

 

o Inspections ς Selecting the Inspections option will open a new Ribbon which is used to view your 

Inspections and generate Inspection Tickets. 
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SedonaService 101 (continued) - The Ribbon (continued) - Arrangement Ribbon Group (continued) 

o Removed Parts ς Selecting this option allows you to view a list of parts that were replaced on 

tickets.  By highlighting a single date or date range on the Calendar will display a list of all parts 

replaced within the date(s) selected. 

This new feature provides you with a list of parts to obtain from Technician which were 

removed during a service call so that they may be returned to the Vendor for credit or 

repair if applicable. 
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SedonaService 101 (continued) - The Ribbon (continued) - Arrangement Ribbon Group (continued) 

o Miscellaneous Appointments ς Selecting this option will display a Context Menu for Miscellaneous 

Appointments.  Selecting this context menu will display a new Ribbon with options for managing, 

creating, editing and purging Miscellaneous Appointments. 

 

Miscellaneous appointments are used to block out time on the SedonaService Schedule Board 

where a Technician is not available to be scheduled for Service or Inspection Tickets.  Miscellaneous 

Appointments replace the Technician Absence option that was available in the legacy Service 

Module. 
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SedonaService 101 (continued) - The Ribbon (continued) 

Display Group Ribbon Group ς This Ribbon Group contains options for selecting the currently viewed Display 
Group, Editing and Creating Display Groups and Refreshing the SedonaService Schedule Board.  Creating and 
managing Display Groups will be covered in depth later in this document. 

 

 

o Display Group Drop-Down List ς Clicking on the arrow will display a list of all available Display 
Groups from which the User may select.  Selecting a Display Group will display all the Technicians 
linked to that group within the SedonaService Schedule Board.  

 

o   Refresh Button ς Clicking on the Refresh option will immediately update the list of Technicians 
displayed in SedonaService Schedule Board. 
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SedonaService 101 (continued) - The Ribbon (continued) - Display Group Ribbon Group (continued) 

o   Display Group Edit ς Clicking on this option displays the Display Group form.  This form is 
divided into an upper and lower tier.  The upper tier displays all current Display Groups.  The lower 
tier displays a list of the Technicians.  When clicking on a Display Group in the upper tier, 
Technicians assigned to that Display Group will have a checkmark to the left of their name in the 
lower tier. 
 

New Display Groups may be created, modified or deleted from this form. 

 

o Display Group Technicians ς Clicking on this option displays a list of all Technicians currently 
displayed in the SedonaService Schedule Board.  The User may un-check one or more Technician 
names if they do not want to include them in SedonaService Schedule Board currently being viewed. 
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SedonaService 101 (continued) - The Ribbon (continued) - Display Group Ribbon Group (continued) 

o Override Display Group ς While working in one of the Ticket Queues, if this checkbox is selected, all 

Tickets in process for the entire company will be displayed.  When this option is not selected, Tickets 

are displayed which are related to the Service Company to which the Technicians are assigned 

contained within the current Display Group. 
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SedonaService 101 (continued) - The Ribbon (continued) 

SedonaMonitor Ribbon Group ς The SedonaMonitor Ribbon Group contains critical information for managing 
Tickets and Technicians.  This ribbon groups is comprised of four options; Warning Count, Warning List, Tickets 
on Site and Ticket List.  Each of these options will be described below. 

 

o Warning Count ς The Warning Count is for Display only; if any scheduled Appointments have not 
been dispatch by the current date/appointment time, those tickets will be included in the Warning 
Count.  This applies to all types of Tickets. 

 

o Warning List ς If there is a number displayed to the right of the Warning Count, clicking on the 
Warning List will display the list of tickets where the Technician has not yet been dispatched by the 
date/time set for the appointment. 
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SedonaService 101 (continued) - The Ribbon (continued) - SedonaMonitor Group Ribbon Group (continued) 

o Tickets On Site ς This option functions when working in a Ticket Queue or the SedonaService 
Schedule Board.  When working from a ticket Queue, and highlighting a particular ticket in the list, if 
there are any other open service tickets for the same site, a count of those tickets will display to the 
right of the Tickets On Site option.  When working from the SedonaService Schedule Board, 
highlighting an appointment on the schedule will display a count of any other open tickets for the 
same site. 

 

o Ticket List ς If a count is displayed next to the Tickets On Site, clicking on this option will display a list 
of the other tickets where a Technician is currently on site for the same site. 
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SedonaService 101 (continued) - The Ribbon (continued) 

Calendar Options Ribbon Group ς This Ribbon Group contains options that control the configuration of the 

SedonaService Schedule Board and also provides quick tools for creating a new Ticket and Appointment and 

Miscellaneous Appointments. 

 

o Show Unassigned ς If this option ƛǎ ǎŜƭŜŎǘŜŘΣ ǘƘŜέ ¦ƴŀǎǎƛƎƴŜŘ ¢ŜŎƘƴƛŎƛŀƴέ ǿƛƭƭ ōŜ ŘƛǎǇƭŀȅŜŘ ŀǎ ǘƘŜ 
first column in the SedonaService Schedule Board.  Appointments may be scheduled with the 
Unassigned Technician, and then dragged to a company Technician at a later time. This option may 
be toggled on or off at any time.  Multiple appointments within the same time slot may be created 
for the Unassigned Technician. 
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SedonaService 101 (continued) - The Ribbon (continued) - Calendar Options Group Ribbon Group (continued) 

o Group Day With Owner ς This option allows you to see multiple dates for Technicians grouped 
together.  The dates displayed within each Technician are determined by the dates highlighted on 
the Calendar.  Dates selected for display in the SedonaService Schedule Board may be consecutive 
or non-consecutive.  This option is available when viewing the SedonaService Schedule Board in Day 
view. 
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SedonaService 101 (continued) - The Ribbon (continued) - Calendar Options Group Ribbon Group (continued) 

o Double Click to Add ς Double Click to Add is instructional information for the next two options; Misc 
Appointment and Ticket.  When selecting the Misc Appointment option then double clicking on an 
area within a particular TecƘƴƛŎƛŀƴΩǎ ŎƻƭǳƳƴ ƻƴ ǘƘŜ {ŜŘƻƴŀ{ŜǊǾƛŎŜ {ŎƘŜŘǳƭŜ .ƻŀǊŘΣ ǘƘŜ 
Miscellaneous Appointment form will be displayed.  When selecting the Ticket option then double 
clicking on an area within the SedonaService Schedule Board, the Customer Lookup form will be 
displayed for locating a customer for which a new Service Ticket will be created. 
 

o Misc Appointment ς When selecting the Misc Appointment option then double clicking on an area 
ǿƛǘƘƛƴ ŀ ǇŀǊǘƛŎǳƭŀǊ ¢ŜŎƘƴƛŎƛŀƴΩǎ ŎƻƭǳƳƴ ƻƴ ǘƘŜ {ŜŘƻƴŀ{ŜǊǾƛŎŜ {ŎƘŜŘǳƭŜ .ƻŀǊŘΣ ǘƘŜ aƛǎŎŜƭlaneous 
Appointment form will be displayed.  Miscellaneous Appointments may only be created for one day 
at a time. 
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SedonaService 101 (continued) - The Ribbon (continued) - Calendar Options Group Ribbon Group (continued) 

o Ticket ς This option is use to create a new Service Ticket and schedule an appointment for a 
particular Technician on the fly.  When selecting the Ticket option then double clicking on an area 
ǿƛǘƘƛƴ ŀ ǇŀǊǘƛŎǳƭŀǊ ¢ŜŎƘƴƛŎƛŀƴΩǎ ŎƻƭǳƳƴ ƻƴ ǘƘŜ {ŜŘƻƴŀ{ŜǊǾƛŎŜ {ŎƘŜŘǳƭŜ .ƻŀǊŘΣ ǘƘŜ /ǳǎǘƻƳŜǊ {ŜŀǊch 
form will be displayed for locating the Customer for which the Ticket is being created.  Once a 
Problem Code is selected and the ticket is saved, an appointment will be created for the Technician 
you selected on the SedonaService Schedule Board for the time where your mouse was positioned 
when the double click was performed.  The length of time for the appointment created is 
determined by the Estimated amount of minutes entered on the Ticket. 
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SedonaService 101 (continued) - The Ribbon (continued) 

Tools Ribbon Group ς This Ribbon Group contains two options; Open Customer and Ticket.  Each option will be 

explained below. 

 

o Open Customer ς This option works while working within the SedonaService Schedule Board or 
within a Ticket Queue.  When working within the SedonaService Schedule Board, clicking on a 
particular Technician Appointment then clicking on the Open Customer will open the customer 
associated with the Ticket in the main SedonaOffice application.  When the Open Customer option is 
clicked, the main application will be highlighted on your Windows Tray; double click on the main 
application button to view the Customer Explorer for the Ticket. 
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SedonaService 101 (continued) - The Ribbon (continued) - Tools Ribbon Group (continued) 

o Ticket Search ς This option is used to quickly open a ticket if you already know the Ticket Number.  

After entering the Ticket Number then clicking on the search button  , that Ticket [if it exists] will 

be displayed.  The Ticket Search may be used to locate both open and closed tickets. 
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SedonaService 101 (continued) 

Calendar Bar 

The Calendar Bar is comprised of two components; the Calendar and the Ticket Information Viewer.  The 

Calendar may be used when working in the SedonaService Schedule Board or within a Ticket Queue. 
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SedonaService 101 (continued) - The Calendar Bar (continued) 

Calendar 

When working in the SedonaService Schedule Board, the date or dates highlighted on the Calendar controls 
which dates are displayed in the SedonaService Schedule Board. 

 

When working within a Ticket Queue, the Calendar is used to select a date or date range on which a Technician 

Appointment is being created. 
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SedonaService 101 (continued) - The Calendar Bar (continued) 

Ticket Information Viewer 

The Ticket Information Viewer is used while working in either the SedonaService Schedule Board or in one of the 

Ticket Queues.  This viewer is comprised of two tabs located at the bottom of the viewer; Unscheduled  and 

Detail.  The Unscheduled tab displays a list of all unscheduled tickets.  The Detail tab will display the information 

of the ticket that is currently highlighted within the SedonaService Schedule Board or within a Ticket Queue. 

Detail Tab 

Appointments may be viewed,  created, edited or dispatched from the Detail tab.  If no appointment has been 

scheduled for the Ticket, the Detail tab will display certain pieces of information for Site, System and Contact. 
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SedonaService 101 (continued) - The Calendar Bar (continued) - Ticket Information Viewer (continued) 

Unscheduled Tab 

When clicking on the Unscheduled tab, a list will be displayed of any unscheduled Service Tickets that have not 
been resolved.  You may choose to include Inspection and/or Vendor Tickets in the unscheduled list by selecting 
the Inspection and/or Vendors checkbox at the top of the form. 

Tickets in this list may be dragged onto the SedonaService Schedule Board to create and appointment. 
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SedonaService 101 (continued) 

Display Area 

The information that populates the Display Area depends on which option is selected from the Arrangement 

Ribbon Group.  Shown below is the view of the Display Area when selecting the Queue from Arrangement 

Ribbon Group.  There are seven possible views that may populate the Display Area; the Schedule Board in Day, 

Week, or Month view, the Ticket Queue, Inspections, Removed Parts or the Miscellaneous Appointments list. 
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New Customer Search 

The Customer Search form has incorporated some much asked for features by our SedonaOffice 

customers.  New features include: 

¶ User Configurable Field Selection - The ability to select which fields are displayed on the search 

ǊŜǎǳƭǘǎ ƭƛǎǘΦ  ¢ƘŜǎŜ ǎŜǘǘƛƴƎǎ ŀǊŜ ǎŀǾŜŘ ǘƻ ŜŀŎƘ ¦ǎŜǊΩǎ ǇǊŜŦŜǊŜƴŎŜΦ 

¶ User Configurable Column Arrangement - The ability to re-arrange the columns displayed on the 

seŀǊŎƘ ǊŜǎǳƭǘǎΦ  ¢ƘŜǎŜ ǎŜǘǘƛƴƎǎ ŀǊŜ ǎŀǾŜŘ ǘƻ ŜŀŎƘ ¦ǎŜǊΩǎ ǇǊŜŦŜǊŜƴŎŜΦ 

¶ Branch Selector ς The User may now select all Branches by selecting the checkbox in the header of 

the Branch Selection section or un-check and select the individual branches desired. 
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New Customer Search (continued) 

User Configurable Columns 

Each User has the option of configuring the Customer Search Results columns that are displayed in the 

grid area.  The User is able to select from a list of which columns of information they want to display in 

the search results grid.  Once a customer search is executed, the User will be able to customize their 

desired list of columns to be displayed in the grid area. 

Then next time the User performs a Customer Search is performed, the column selections will be 

remembered. 
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New Customer Search (continued) 

User Configurable Column Arrangement 

Each User has the option of configuring the order in which the Customer Search Results columns are 
displayed in the grid area.  Once a customer search is executed, the User will be able to customize their 
desired order of columns to be displayed in the grid area by dragging the column header to the desired 
location. 

Then next time the User performs a Customer Search, the column order selections will be 
remembered. 
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New Customer Search (continued) 

Branch Selector 

A change has been made to the Branch Selector in the Customer Search window.  To the right of the 
Select column header is a checkbox; by checking this box, all branches in the list are selected.  
Conversely, when un-checking this box all branches are de-selected.  To select individual branches, 
simply check the box to the left of the desired branch. 

The System Level checkbox is grayed-out; this is by design since a Service Ticket is linked to a System 

record.  Only Customers with one or more Systems are displayed in the search results. 
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New Ticket Design 

The Ticket format has been re-designed and has some new features added and changes made to the 
previous functionality.  All areas of the Ticket will be discussed in this section. 

Ticket Layout 

The Ticket is comprised of a Ribbon at the top of the form and an informational/data entry section 

below.  As buttons on the Ribbon are clicked, the form will be displayed for the option button selected.  

There are some buttons when clicked, will display Context Menus for additional functions.  Each button 

on the Ribbon will be described within this section. 

 

  


