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This session will cover best practices in reviewing/auditing, invoicing and closing Service and
Inspection Tickets. Since this is an advanced user course, we assume you already know the
operational basics of creating and processing tickets.

Note: This will be an interactive session, so plenty of space is being provided for taking notes as
your presenter walks-through and reviews each Ticket through to the closing process.
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Tickets Overview

There are two basic types of Tickets in SedonaOffice — Service Tickets and Inspection Tickets.

Service Tickets are manually created one by one and may be defaulted to an internal service
company or an external company, which is referred to as a Service Provider. Tickets assigned to
a Service Provider are referred to and labeled as Vendor Tickets.

Inspection Tickets are generated in bulk, typically one month prior to the inspection due date.
Inspection tickets may also be defaulted to an internal service company or an external
company, which is referred to as a Service Provider. Inspection Tickets assigned to a Service
Provider are referred to and labeled as Vendor Inspection Tickets.

Over the years we have seen SedonaOffice customers develop creative uses of Service Tickets
and Inspection Tickets to automate internal company processes.

e Internal technical support (code changes, downloads, troubleshooting)
e Customer Service Issues (the need for this will be replaced by the new SedonaEvents)

e Contract Expiration/Renewal Reminders (using Inspection Tickets)

When using Tickets for purposes other than servicing a customer’s system, new Service
Companies are setup so that Tickets may be filtered in the Ticket Queue by the different
departments using Tickets.
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Ticket Processing Flow

Servicing your customers on a timely basis is the job of your company; providing the tools to
automate, optimize efficiency and gather data to provide reliable reporting is the job of
SedonaOffice.

Over the years, the Service module has been enhanced to provide a set of tools to better
process tickets. Thanks to the input of our customers, the Service module (SedonaSchedule)
has continuouly been enhanced and improved to provide options for processing tickets in the
most efficient and effective manner possible.

One of the main keys to success when using SedonaSchedule, is to have clear policies and
procedures in place so that each individual involved in ticket processing, has a clear
understanding of how to use the tools provided and how what they do affects other Users and
other areas of the software.

Operational Accounting
Functions Functions
Notes
Audit/Review Ticket e
Parts

Create Invoice

Close Ticket
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Ticket Audit/Review

The processing of Service Tickets and Inspection Tickets is identical. The only difference is how

the ticket is created.
Review Notes

Panel damaged during storm and panel is un-repairable. Replace with V128BP; custome
insurance company.

[ (/,b\ Ticket #1007 E
) Ticket
2 = ) ) A 1 . = = W)
S @B O §$ QO @ & = B &
Service Custom  Appointments Billing Documents Equipment Journal | Notes | Other Purchase Service Ticket Ticket
Ticket Fields and Labor (0) and Parts [#3) Items Orders (0) History Log Group
| Go To Notifications
Customer 1015 Created 12/18/2015 7:56 AM Contact Max Fegan v
Fegan, Maxwell g
Site Fegan, Maxwell Created By Administrator Phone (949) 758-7963 Ext
15668 Indian Creek Tr
Riverside CA 92506 Status Resolved Notify general maxwell fegan@gmail.com =
N B
»7 Multiple false alarms received in centr.. 1- No Restriction O 12/18/20157:56.. Administrator 12/18/20157:56.. Administrator
¢ Panel damaged during storm and panel.. 1-No Restriction 1/11/2016 10:15.. Administrator 1/11/2016 10:16.. Administrator
() Ticket #1007 - Notes List -0 -'

Created by Administrator @ 12/18/2015 7:56:47 AM (1 - No Restriction)
Multiple false alarms received in central station.

Created by Administrator @ 1/11/2016 10:15:30 AM (1 - No Restriction)
Panel damaged during storm and panel is un-repairable. Replace with V128BP; customer has authorized the cost and will
ineed a receipt to submit to his insurance company.

Access Level 1-No Restriction v | [v] Resolution Note

Save
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Review Purchase Orders

Make certain all Purchase Orders have been received. If the number in parenthesis on the

Purchase Orders button is zero — this indicates no purchase orders are attached to the ticket.

J ) Ticket #1007
| Ticket ‘ | p—
| 2, = - [N ™ ) 3 . =1 S, |
Service Custom | Appointments Billing Documents Equipment Journal Notes Othdr | Purchase rvice Ticket Ticket ‘
| Ticket Fields and Labor [(0)] and Parts (2) Itergs | Orders (0) istory log Group |
| GoTo Notifications
Customer 1015 Created  12/18/2015 7:56 AM Contact | MaxFegan| I~
Fegan, Maxwell ==
Site Fegan, Maxwell Created By Administrator Hhione (949) 758-7963 ==
15668 Indian Creek Tr ; =
Riverside CA 92506 Status Resolved Natify \gensral maxwell fegan@gmailcom || (1|

I N N R S I N
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Review Parts

£ ﬁ Ticket #1007 ﬁ

| Ticket |

\.;j ﬁ ‘ (:; ‘.5 |;1 m@,«_ &;? RS E 35 lj L‘*Z*\“ s COGS Account: 520101

Service Custom — Appointments Billing Documents | Equipment | Journal Notes Other Purchase Service Ticket Ticket

Ticket Fields and Labor [(1)] and Parts (2) ltems Orders (0) History Log Group
Go To I Notifications
Customer 1019 Created  12/18/2015 7:56 AM Contact | MaxFegan I~]
Fegan, Maxwell
Site Fegan, Maxwell Created By Administrator Hione |(949) 758-7963 | Ea |
15668 Indian Creek Tr ;
Riverside CA 92506 Status Resolved Notify |general maxwell fegan@gmailcom | 1|

e o o 4 AR A AN A AL

- 021201

7 bEg4 ¥, WIRELESS MOTIC. 1 04/02/2015 Other 41015

55834  QWIRELESS MOTIO. 1 04022015 Other J 1015

# 6150 _\gvpmeism.cn 1 | 04/02/2015 Other 4 1011

7 WAVE2 N@ORSiREN 1 04/02/2015 Other  J 1011

# IM-1270 IM-W870 12V 7AMP.. 1 04/02/2015 Other 41011
-

Service Ticket Pars

COMMUNICATOR 143923

Remave Equipment @.

439.23 3514 Standa..

e Do you want to replace V128FBP-24 with V128BP?
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Review Labor

' J’\ Ticket #1007
Ticket ‘

O I L = LA =

Appointments | Billing Documents Equipment Journal Notes Other Purchase Service Ticket Ticket

& @

Service Custom

Ticket Fields and Labor ()] and Parts 2) Items Orders(0) History Log Group
| GoTo Notifications
Customer 1015 Created  12/18/2015 7:56 AM Contact | MexFegan Iv]
Fegan, Maxwell = —
Site Fegan, Maxwell Created By Administrator Ehane (949) 758-7963 || &2 |
15668 Indian Creek Tr
Riverside CA 92506 Status Resolved Notify |general maxwell.fegan@gmail.com =]
Labor
[] Manual Labor e s
Hours Rate Amounts
= —

Amount

Tax

Total Amount
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Review Other Items

)

Ticket #1007

A AR A A A Ass

| Ticket |
Z ST - [ ~ [ [ A =
Service Custom | Appointments Billing Documents Equipment Journal Motes | Other | Purchase Service Ticket Ticket
Ticket Fields and Labor [(4)}] and Parts (2) Orders (0) History log Group
Go To || Notifications
Customer 1015 Created  12/18/2015 756 AM Contact | MaxFegan I¥]
Fegan, Maxwell
Site Fegan, Maxwell Created By Administrator Phone |(949) 758-7963 = |
15668 Indian Creek Tr ; =
Riverside CA 92506 Status Resolved Notify |general maxwell fegan@gmail.com ”E|

Save
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Review Billable Charges

If the charges are correct, click the Create Invoice button.

Add Resolution Note to Invoice
[] Close Ticket After Invoicing

\ Ticket #1007
Ticket |
(T — ’ = [ B = =
$ B0 R Y = & #
Service Custom | Appointments Documents Equipment Journal Notes Other Purchase Service Ticket Ticket
Ticket Fields and Labor {0) and Parts (2) ltems Orders(0) History Log Group
Go To Notifications
Custamer 1019 Created  12/18/2015 7:56 AM Cortact Mex Fegan| T+l
Fegan, Maxwell —
Site Fegan, Maxwell Created By Administrator Bhone (949) 758-7963 | =% |
15668 Indian Creek Tr - _—
Riverside CA 92506 Status Resolved Natify generalmaxwellfegan@gmail.com (=il
Billing Overrides Ticket Charges
var ty Tax
e i Total Parts 3514
. Total Labor 000
Invoice =
[ Third Party Bill To Kaatal Ciher e
Sub Total 69423 3514
Total $729.37|
Contact o Bill to Cycle
Invoice Date 1/11/2016 Next Cycle Date  2/1/2016

|| Close Ticket After Adding to Cycle

Create Invoice

B Addto Next Cycle

Save
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Closing Inspection Tickets

Prior to version 5.7.26, the Next Inspection Date would be updated when the Ticket was closed.

This meant that if inspections were done frequently on a system, it was critical to complete and

close the ticket on time so that the next inspection ticket would be generated on time.

With the release of version 5.7.26, a new option is available that lets you determine when you

want the Next Inspection Date (on the Inspection Setup record) to be advanced.

The choices are:
e When the Ticket is Closed
e When the Ticket is Created
e When the Ticket is Scheduled
e When the Ticket is Resolved

Intrusion/Fire

Detai | Equipment | Inspection Ttems| Reports |

-4 Inspection

Description ]S«em i-Annual Intrusion/Fire

Frequency | semi-Annual =
Service Problem ] Insp-Int/Fire ;1
Service Level | INSP Te&M-Com [
Service Company ] Service First Fire LJ i]
Last Inspection [1/31/2016 =0
Next Inspection [731/2015 = |

|Ticket Created

Next Inspection At

[s] System Inspections
Site Johnson Furniture #05
2859 E Broadway
System 95-2285

Service Tech | ;]
Group Number [r

Estimated Hours |4
High Frequency [
Bypass

Exclude from High [
Frequency Check

Notes

Inspection Irem }

Amount Jn_uu

x|

Save I Terminate

Cancel ‘
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When setting up new Inspection Records, the default “Next Inspection At” is set to your

company default, which is a new field in SedonaSetup/Service Setup Defaults.

Service Setup

General Setupl GL Setupl GL Accounts for Misc Expensei

@ General
Default Service Co. | RIV-Commercial =)
Next Ticket # |1[}33
Ticket Printing [ Print the System Account on
Service Tickets
When Printing Tickets, break
[v" out the Trip Charge on the
Summary
Note Access Level |1 _ No Restriction Ll
Sche @ Technician Expertise Level
Py |l'm
Next Inspection At [Ticket Created ~|

arning Message getup

|3 or more dispatches within the last |gp days

#° Maintenance Contracts

Warranty Type | 90 P&L =
Service Level | T&M-Com =
=l Invoice Defaults
Invoice Category | Service |
Invoice Description [ Service Call |
Parts Item Code | SVC Part-Com &2
It aﬂﬁi}(érreate Invoice
=l Prospect Defaults
Lead Source | Technician #
Lead Source 2 | ]
Status | New-Resign #]
Sales Department [ Sales |

Apply |

Notes
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