Setting Up & Using
ServiceTlralc™

_ECIjmn ECi ™=

August 2011, Rev.



Contents

ADOUL SEIVICETIAK ... bbbt 3
REQUITEIMENTS ...ttt bbbttt e e 3
SettiNg UP SEIrVICETIAK ..o 3
(o T=To [T oo I AN o R Y=Y o oSS 4
Configuring YOUr HOSt COMPUIET .......ooiiiiiiiiesee ettt e enean 4
Installing and Configuring TBLNetCom for the First Time ........cccccoooviiiiiiiiiiieeee e 4
UPdating TBLINETCOIM ..ottt este e s e aeseeene e e e neeanens 6
Installing ServiceTrak on your HOSt COMPULET .......cooiiiiiiiiie e 7
Deploying ServiceTrak on a Mobile DEVICE ........cccovi i 7
SETING LOGIN OPTIONS .....iiiiiiiiiiieee ettt sttt e teste et e seesaeeneeneeseesreeneeneeseeanean 8
Setting Parameters 0N YOUE DDIMS SEIVET .......oouiiiiiaiee ettt 9
USING SEIVICETTAK ...ttt bbb 10
USING the Call IMONITON ..o 10
Synchronizing the Call MONITON ..o 11
VIEWING Call DETAI ..o ettt sreeneas 11
DispatChing @ Call ..ottt eneenes 13
Using the DISPatCh IMONTTOL ........ocoiiiiiiiie s 13
VIBWING @ CAll ...ttt sttt ettt e e e seeereeneenaenaeeneas 14
UPAting @ Call ...ttt ettt eneenes 14
USING the TIMES TAD ...t 16

UsSIiNG the Prob/Z SOl Tab ... 17

USING the METErs Tab ....cuoiiiee et 18

USING the PArTS TaAD ..ottt nee e 19

USING the STAtUS TaD ..o e 21

(04 [0 XS]] o Jr= W - || TSRS 21

© 2011 eCommerce Industries, Inc.



Setting Up & Using ServiceTrak

About ServiceTrak

ServiceTrak is a mobile dispatching interface between your DDMS system
and a field service technician’s handheld unit. It provides field service tech-
nicians with real-time access to service calls and customer information via
the Internet. Technicians have access to the same call monitor and dispatch
monitor on their handheld system that is part of the backend system. They
can dispatch, edit, reschedule, and close calls electronically from a
customer’s site.

ServiceTrak supports all types of Internet access, including Wi-Fi and con-
ventional network connections, as well as the integrated cellular phones
available in many markets.

Requirements

A mobile, handheld device with a touchscreen, running Windows
Mobile 6.0 or earlier. For uploading ServiceTrak call data into
your DDMS business system, the software supports both Wi-Fi
wireless Internet access and the ActiveSync software supplied
with the mobile device.

Note: It does not currently support SmartPhone or laptops.

- Server with Windows® 2003 or greater connected to a network
with Internet access.

- Static IP, default Gateway IP and subnet IP.

- TBL NetCom version 2.23 or greater.

- DDMS version 8.12 or greater.

- Must be authorized for eGate Interactive in ;SPC.GATE.

Setting Up ServiceTrak

To set up your system for ServiceTrak, you must:
Load ActiveSync.

Configure your host computer.

Install and configure the TBLNetCom program.
Load ServiceTrak on the host computer.
Deploy ServiceTrak on the mobile device.

Set your login options on the mobile device.

~N o o B~ W0 DN BB

Set parameters on the DDMS server.
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Loading ActiveSync

Install the ActiveSync program on the host computer. This software is usu-
ally supplied with the mobile device.

Configuring Your Host Computer

Note: If your host computer is already set up on your internal network, the
following steps are not necessary. Go to the heading Installing and
Configuring TBLNetCom for the First Time.

1 Right-click ‘.:} (My Network Places) on your desktop.

Select Properties.
Right-click the local area connection.
Highlight Internet then select Properties.

Click the Use the Following IP Address button, then enter the IP Ad-
dress and Subnet Mask for this machine or server.

g A W

6 In the Default Gateway box, enter the IP Address of the gateway or
router.

7 Click OK until you return to your Windows Desktop.
8 Restart your server before continuing.

Installing and Configuring TBLNetCom for the First Time
The first step is to load the TBLNetCom software on your DDMS server.

. 4] C-\WINNT \spstem32vemd_exe
Figure 1: The IP

Address Prompt
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Note: If you previously installed WinNetCom on your DDMS server, you
must remove it before installing TBLNetCom. You can uninstall
WinNewCom through Control Panel just as you would any other
Windows program.

Close all applications on your system.
Insert the CD-ROM into the proper drive.
Click Start, then select Run.

In the Run window, type the letter of your CD-ROM drive then click
Browse. For example, you might type D: or E..

A W0 N -
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In the Browse window, double-click the TBLNetCom folder.
6 Double-click Setup.exe. The TBLNetCom installation begins.

7 The installation continues until the Software License Agreement for the
Java Software appears. Click Yes to accept the agreement.

Note: Depending on how your DDMS server is set up, you may not see the
prompts in Steps 8 - 11. When the program finishes loading, go to
Step 12.

8 The next prompt lets you choose where to load the Java software. The
default path is C:. You can enter a new path or click Next to continue.
The system continues loading the Java software.

9 Click Next to continue.

10 The Please Enter Your Internal IP Address prompt appears. Enter the
IP address of your DDMS server. See Figure 1.

AWINNT Aspstem32iemd_exe

Figure 2: The
Terminal ID
Prompt Cleaning up
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11 The Terminal ID prompt appears, as shown in Figure 2. Enter your

terminal ID for ServiceTrak. To have order entry as master, enter a
Terminal ID that is higher than the ID from the (L1) Terminal/Ticket/
Printer Parameters screen.

Note: If you have more than one Terminal ID set up, keep entering them

until you are finished. You must enter these in order of lowest to
highest. Press Enter to continue. If you don’t know if you have more
than one Terminal ID, simply enter the one that you set up in the
(L1) screen.

12

Close all open windows and restart your machine as you normally
would.

Updatmg TBLNetCom
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11

Close all applications on your system.
Insert the CD-ROM into the proper drive.
Click Start, then select Run.

In the Run window, type the letter of your CD-ROM drive then click
Browse. For example, you might type D: or E..

In the Browse window, double-click the TBLNetCom folder.
Double-click Setup.exe. The TBLNetCom installation begins.

The installation continues until the Software License Agreement for the
Java Software appears. Click Yes to accept the agreement.

The next prompt lets you choose where to load the Java software. The
default path is C:. You can enter a new path or click Next to continue.
The system continues loading the Java software.

To upgrade a TBLNetCom version earlier than 1.9, go to Step 9.
To upgrade TBLNetCom from Version 1.9 or higher, go to Step 10.
Click Next to continue. The system continues loading the Java software.

The Please Enter Your IP Address prompt appears. Enter the IP address
of your DDMS server.

The Terminal ID prompt appears. Enter your terminal ID for
ServiceTrak or an ID from the (L1) screen.

Note: If you have more than one Terminal ID setup, keep entering them

until you are finished. Press Enter to continue. If you don’t know if
you have more than one Terminal ID, simply enter the one that you
set up in the (L1) screen.
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12 Close all open windows and restart your machine as you normally
would.

Installing ServiceTrak on your Host Computer
Install ServiceTrak from your DDMS software CD.

1 Close all applications on your system.

2 Insert the CD into your CDROM drive.

3 When the AutoRun menu opens, click Other Products.
4 Click ServiceTrak and follow the prompts on your screen.
5

If you are prompted to install SQL Server CE, SQL Client 2.0, .NET
Compact Framework, or ServiceTrak, click Yes.

6 If your mobile device is docked, the ServiceTrak files are automatically
deployed. Go to Setting Login Options.

If your mobile device is not currently docked, the files are deployed the
next time the mobile device is connected to the host computer.

Deploying ServiceTrak on a Mobile Device
Before you deploy ServiceTrak:

= The mobile device must be connected to the host computer via a
cradle and cable or dock. The dock is usually supplied with the
mobile device.

e The ActiveSync program must be loaded on the host computer.
This software is also usually supplied with the mobile device.

= ServiceTrak must be installed on the host computer.

Note: If you have previously installed an earlier version of ServiceTrak, you
must uninstall it before installing the new version.

To deploy ServiceTrak:

1 On the host computer, click Start, select Programs and ECI, then click
Deploy.

2 If you are prompted to install SQL Server CE, SQL Client 2.0, .NET
Compact Framework, or ServiceTrak, click Yes.

3 Reset your mobile device.
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Setting Login Options
The first time you use your mobile device, you must set your user options.

1 In the Login Options window, shown in Figure 3, tap the URL box
and enter the ServiceTrak URL if the default does not display.

Note: You can open the Login Options window from the Call Monitor by
tapping [4].

2 Tap the Tech box. Enter your user ID from DDMS.
3 Tap the Dealer ID box. Enter a dealer ID for this mobile device.

4 In the Monitor Synchronization box, select which calls to bring into the
handheld.

= Select All Calls In Territory to import only the calls in the territory
for this tech.

= Select All Calls Assigned to Me to import only the calls assigned
to this tech.

= Select All Calls In Monitor to import all calls.

Note: The first time that you connect the device, you must click the New
Database check box.

5 Tap | to save your changes.

Login Options

LIRL: |http:Hsewicetrak.eciE.cume|

Figure 3: The

Login Options Tech: I:I Diealer ID:I:I

Window

Monitor Synchronization

{3 &l Calls In Territary
{3 &l Calls Assigned to Me
() &l Calls in Monitar




Figure 4: The
(EZ1B) Serial
Contract/Meter
Billing
Parameters
Screen
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6 Tap].

7 The information is saved, but is not effective until the mobile device is
synchronized. At the Are You Sure message, tap Yes to synch the Call
Monitor.

Setting Parameters on your DDMS Server

Normally, tickets are ended at a status 6 and then print to the printer named in
the (L1) screen. However, when creating and updating calls in ServiceTrak,
you can hold tickets at a status 4 until complete. You can also delay printing
until you end the ticket.

1 Open TBL Client and go to the (EZ1B) Serial Contract/Meter Billing Pa-
rameters screen.

2 Inthe (EZ1B) screen, type C in the Action field.
3 Tab to the Update Order to Status 4 field and type Y. See Figure 4.
4 Inthe Don’t Print Ticket field, type Y.
5 Press Enter to return the cursor to the Action Code field. Press Esc to re-
turn to the Master Menu.

/10:10:43 (EZ1B) Serial Contract/Meter Billing Parameters 11/18/05 \
Action (1] (C-Change, I-Inquiry, B-Back to Ezl)  G/L Location [ 1]
Update Meter Bill File Y/N 2  Codes Call :  bProblem :  Solution :

Update “Next Bill Date” with Contract Anniversary Day of Month Y/N ?
Set Billing Specials As Call Text During “MA” Y/N ?

Auto-Billing Order Writer # Auto-Billing Day Of Month #

Skip Check Of A/R When Renewing In EZU Y/N ?

Change Contract Dates For Renewals In Order Entry Y/N ?

Move EZJ History To EZK When Renewal Updated Through EZU Y/N ?

Allow Renewing Expired Contracts In EZU If Auto-Renew Is Yes Y/N °?

Defer Sales To “JOUR-S”, “C-AUX”, & “S-HISTORY” For Deferred Income Y/N ?

Ignore Billing Frequency When Billing Meters Y/N ?

Set an Average Meter Reading when none input Y/N ?

Use Individual Machine Contracts for Umbrella Billing Information Y/N ?

Skip Printing Serial Specials on Furniture Rental/Demo/Loaner Invoices Y/N ?

For Serialized Gateway: Update Order to Status 4 Y/N Y (Default is Status 6)
Don’t Print Ticket Y/N ?

Only the following Codes will deplete Time Block time (blank for all codes) :

\\, Which type of Code C/P/S ? From [ ] to [ 1+ , , , , 1 ‘/




Setting Up & Using ServiceTrak

Figure 5: The
ServiceTrak

Loc_;in Window

10

Using ServiceTrak
ServiceTrak has two major applications: Call Monitor and Dispatch Monitor.
To begin using ServiceTrak:
1 Tap Start.
2 Tap ServiceTrak.
3 Atthe ServiceTrak login window, shown in Figure 5, you can select to
change options at begin time if needed.

4 Enter your tech number in the Tech box. Click E to open the key-
board.

5 Inthe Password box, enter your password.
6 Tap Login.

7 The ServiceTrak program opens.

Using the Call Monitor

You can:
e Synchronize the call monitor

< View call details

= Dispatch calls.

Yersion: 2.0

Tech: ||1IIIl |

Password: | |

Login Exit




I
Figure 6: The

Actions Menu
|
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Synchronizing the Call Monitor

Synchronizing the Call Monitor also synchronizes the Dispatch Monitor. The
first time that you connect, nothing is displayed in the call monitor until it is
synched.

1 Tap Sync Call Monitor or tap 4. See Figure 6.

2 Inthe Are You Sure box, tap Yes.

3 The handheld connects to the host computer. The information on your
handheld updates the host computer and the host computer updates

your handheld.
Viewing Call Detail

1 In the Call Monitor, tap the call to view.
2 Tap the Actions menu and select View Call Detail or tap ). The Call

Information window opens. It is for information only; you cannot
change any information in this window.

1. 3
#y | SErYICETEA

Call Monitor
P CallNbr Customer Address City

11
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Three tabs appear at the bottom of the window:

The Cust Information tab, shown in Figure 7, has a Customer In-
formation box in the middle of the window. It displays the
customer’s name, address and phone number, as well as the
contact’s name. The Call Information box at the top of the win-
dow shows the call number, the location, and the call’s status.

The Call Detail tab has a Problem box in the middle of the win-
dow. It displays the problem, type and priority. The Call Informa-
tion box at the top of the window displays the call number, the
tech number and the call code.

The Item Information tab has an Item/Machine Information box at
the top of the window. It displays the item number, description,
system number, serial number and location. A second box at the
bottom of the window displays the contract, its end date and
whether the contract covers parts, labor, or both.

3 When you finish, tap Back to ServiceTrak at the bottom of the window.

Call Information:

Cal #: 1003176 Loc: 1
Statuz: Dispatched

|
Figure 7: The
Customer
Information Tab

Customer Information:

CLISTOMER,
CLISTOMER
CLISTOMER

GREG HASTINGS

(254)662-1220

SHIPTO SUITE
SHIFTO STREET
SHIFTO CITY, TX 767055

Cust Infa | Zall

Detail | Tkem Info

Back to Serv... e

—
12

3
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Figure 8: The
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Dispatching a Call
1 Inthe Call Monitor, tap the call to dispatch.

2 Tap the Actions menu and select Dispatch Call or tap i The Dispatch
Call dialog box opens. Tap Yes.
3 The Update Call window opens. Go to Updating a Call.

Usmg the Dispatch Monitor

In the Actions menu, tap Display Dispatch Monitor. The Dispatch Moni-
tor opens. See Figure 8.

2 To download the latest information from the server, tap the Actions
menu and select Sync Dispatch Monitor.

3 Inthe Are You Sure box, tap Yes.

4 The handheld connects to the host computer and downloads the latest
information. You can:

< View a call
e Update a call

e Close a call.

Dlspatch Monitor

P cCall hbr Customer Address
_ |[1003176 [[GREG HASTINGS [[CUSTOME

Dispatch
Monitor

13
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Viewing a Call
1 In the Dispatch Monitor, tap the call to view.

2 Tap the Actions menu and select View Call Info. The Call Information
window opens. It is for information only; you cannot change any infor-
mation in this window. The Call Information box at the top of the win-
dow displays the call number, the location and the call’s status.

The Call Information window has three tabs at the bottom:

e The Cust Info tab displays the customer’s name, address and tele-
phone number.

= The Call Detail tab displays the problem, call type and priority.

= The Item Info tab displays the item, description, system number,
serial number and machine location. See Figure 9.

3 To return to the Dispatch Monitor, tap Back to ServiceTrak.
Updatmg a Call
In the Dispatch Monitor, tap the call to update.

2 Tap the Actions menu and select Update Call. The Update Call window
opens. See Figure 10. The Update Call window has five tabs at the bot-
tom. Tap a tab to open it, then tap the box to update.

Item/Machine Information:

Item: COPIER. ()

Item Info Tab System #: 40049
Serigl #:1 20000009

Location;

Contract Type: ANO1
End: 06/05/09 Coverage: B

Cusk Info | Call Detail || Ikem Info

14
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You can update times, problem and solution codes, meter readings,
parts, and call status. You must do so to view the information on the
handheld. See the following headings for more information:

e Using the Times Tab
= Using the Prob/Sol Tab
= Using the Meters Tab
= Using the Parts Tab
= Using the Status Tab.
3 When you finish:
= Tap | to save the call locally.

- Tap & to save the call locally and update the host computer.
= Tap %] to exit the call without saving the new data.

4 Atthe Are You Sure message, tap Yes.

" | Servicelra o T <

Update Call
Call#: 1003176

—— Call Code: BC
Figure 10: The

Update Call Probler: |
Window’s Prob/
Sol Tab Salution: :EI
Type:

[ ] Preventive Maintenance Call

Times | Prob)Sol | Meters | Parts | Skatus |
= S 2

< =

15
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|
Figure 11: The

Times Tab in

the Update Call

16

Window

Using the Times Tab

In the Times tab, you can enter a start date and time, completion date and
time, and the miles traveled. See Figure 11. The Calculated Times box displays
your travel and work hours. (The Calculated Times box is read-only.)

1

(o> NG 2 B S S N )

Tap the first Start box and enter the starting date.

Tap the second Start box and enter the starting time.

Tap the first Complete box and enter the date you completed the call.
Tap the second Complete box and enter the time you finished the call.
Tap the Mileage box and enter your mileage.

The Calculated Times box displays the time spent traveling and work-
ing.

~f 7 H
7 Servicelra

Update Call
Call#: 1003176

Tech: 101
Dispatch:  9/4/08 15:58

Start: | | |
Complete: | | |

Milzage: |:|

Calculated Times:

Travel: 0.0 Wiork: 0.0

4

+:

Times || Prob,'Sol | Meters | Parts | Skakus |




Setting Up & Using ServiceTrak

Using the Prob/Sol Tab
In the Prob/Sol tab, you can enter a problem code, solution code and type
code. (The Prob/Sol tab is shown in Figure 10.)

1 Inthe Problem box, tap J to look up the problem code. The Codes
window opens.

2 Inthe Code Type box, tap the down arrow and select Problem. The
available problem codes display in the window. You can update the

available codes by clicking Sync. Tap a code to select it, then tap Set. See

Figure 12.

Note: The first time you use ServiceTrak, you must synch each code type.

3 Inthe Solution box, tap J to look up the solution code. The Codes
window opens.

4 Inthe Code Type box, tap the down arrow and select Solution. The
available solution codes display in the window. You can update the
available codes by clicking Sync. Tap a code to select it, then tap Set.

5 Inthe Type box, tap J to look up the type code. The Codes window

opens.
s | Servicelra T Tx oz
Codes
Code Type:  [Problem -|
|
Figure 12: The
Codes Window
in the Prob/Sol
Tab
Sync Cancel
—— - - et

17
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Figure 13: The

Meters Tab in

the Update Call

18

Window

6 In the Code Type box, tap the down arrow and select Type. The avail-
able type codes display in the window. You can update the available
codes by clicking Sync. Tap a code to select it, then tap Set.

7 To mark this as a preventive maintenance call, tap the Preventive Main-
tenance Call box to check it.

Using the Meters Tab
The Meters tab shows the current meter reading for each machine, the number
of new copies and the tech number. See Figure 13.

You can tap a box in the New column and enter a new reading. You can also
tap a box in the Tech column and enter the number of clicks used.

You can tap a machine number to see the description of its contract. For ex-
ample, the description might include the number of copies allowed in a quar-
ter. You can ignore suspect readings by tapping the Ignore Suspect Readings
check box.

Update Call
Call#: 1003176

1 |o(o6fo05/08)  |D 0
2 |0(06/06/051 O 0
3 |0(06/06/051 |0 0
4 |0(D6/06/021 O 0
o |0(06/06/021 |0 0

Desc: METER 1 CONTRALCT
|:| Ignore Suspect Readings

Times | Prob)Sol | Meters | Parts | Skakus |

o & 2]




Figure 14: The
Parts Tab in the
Update Call
Window
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Using the Parts Tab

In the Parts tab, you can add items to the ticket and adjust inventory. See Fig-
ure 14. You can do this either manually or using an attached barcode scanner.
Before you add items, however, you need to synchronize the mobile device
with the inventory in the DDMS system.

To synchronize your item database:

Before items are available to use in the Parts tab, you must synchronize the in-
ventory with your DDMS system. The ServiceTrak inventory sync uses the in-
ventory location set in the Inventory box in the DDMS Salesperson Technician
tab to determine which items to bring over to ServiceTrak.

Note: Setting the inventory location is important because it limits the amount
of records imported to those matching the technician’s inventory loca-
tion. DDMS recommends that you do not enter a location of 1 in the
Location box. If you do so, all records from the I-AUX file are imported
and may exceed the memory capacity of the mobile device.

1 Click ..|in the Parts tab. A popup screen showing the inventory dis-
plays.

2 Click 9 The item number, manufacturer, and description for the items
in the technician’s inventory are retrieved.

s | ServiceTra o T o
Update Call

Call#: 1003176

Item: | | |
o | | | Add |

Lsed: |1 |Order: ||:| |

Item Used Order

1] i | 3
Times | ProbfSol | Meters |F‘arts| Skatus

= =1
e

19
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To add items to the ticket manually:

1
2
3

4
5
6

7

Tap the Item box and enter the item number.
Tap the Co box and enter the manufacturer.

Tap the Used box and enter how many of the item you are removing
from inventory.

Tap the Order box and enter how many of the item to order.
Tap Add.
When you finish, tap .

At the Are You Sure message, tap Yes.

To add items to the ticket using a barcode scanner:

1
2
3
4

5
6

7

Tap the Item box.
Scan the item’s barcode. The Item and Co boxes fill automatically.
Tap the Used box and enter how many of the item you used for the call.

Tap the Order box and enter how many of the item you need to com-
plete the call.

Tap Add.
When you finish, tap .

At the Are You Sure message, tap Yes.

To remove a part:

1
2
3

Tap and hold the part to remove.
A menu opens. Tap Remove Part.

The part is removed.



Figure 15: The
Status Tab in
the Update Call
Window
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Using the Status Tab
In the Status tab, you can update a call’s status. See Figure 15.

1

3

Tap the P/0O # box and enter the P/O number of the call to update if ap-
plicable.

In the Status box, tap the down arrow. From the drop down menu, you
can select the status at which to close this call.

Tap the first Return box to enter the date of the scheduled return.

Note: The Return boxes are only active for callbacks.

4

Tap the second Return box to enter the time of the appointment.

Closing a Call

g B~ W N -

In the Dispatch Monitor, tap Update Call.
Tap the Status tab.

Tap the down arrow in the Status box.

Tap Complete (No Bill) or Complete and Bill.

The next time the handheld is synched to the host computer, the host
computer closes the call and the call is removed from the Dispatch
Monitor.

Update Call
Call#: 1003176

PfC# | |

Close Status:
Status: |N|:|t complete v|

Returr: | || |

Times | Praob)Saol | Meters | Parts | Skakus

o & ]
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