Intuit Field Service Management

poweredby COTTIZO0

] n'i'u |‘i' Take a Tour Try it Now! First Time Users Ongoing Success Support News & Blog Find Local Experts Q i
FIELD SERVICE MANAGEMENT
for QuickBooks powered by Corrigo

=4 -
and get paid faster...

with direct sync to QuickBooks

: Try Now!

6 =
Interacting with the Dispatcher

User Guide

Interacting with the Dispatcher -- User Guide



This documentation and related computer software program (hereinafter referred to as the “Documentation™) is for the end user's
informational purposes only and is subject to change or withdrawal by Corrigo, Inc. at any time.

THIS DOCUMENTATION MAY NOT BE COPIED, TRANSFERRED, REPRODUCED, DISCLOSED OR DUPLICATED,
IN WHOLE OR IN PART, WITHOUT THE PRIOR WRITTEN CONSENT OF CORRIGO. THIS DOCUMENTATIONIS
PROPRIETARY INFORMATION OF CORRIGO AND PROTECTED BY THE COPYRIGHT LAWS OF THEUNITED
STATES AND INTERNATIONAL TREATIES.

TO THE EXTENT PERMITTED BY APPLICABLE LAW, CORRIGO PROVIDES THIS DOCUMENTATION “ASIS”
WITHOUT WARRANTY OF ANY KIND, INCLUDING WITHOUT LIMITATION, ANY IMPLIED WARRANTIES OF
MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE OR NONINFRINGEMENT. IN NO EVENTWILL
CORRIGO BE LIABLE TO THE END USER OR ANY THIRD PARTY FOR ANY LOSS OR DAMAGE, DIRECTOR
INDIRECT, FROM THE USE OF THIS DOCUMENTATION, INCLUDING WITHOUT LIMITATION, LOSTPROFITS,
BUSINESS INTERRUPTION, GOODWILL OR LOST DATA, EVEN IF CORRIGO IS EXPRESSLY ADVISED OF SUCH
LOSS OR DAMAGE.

THE USE OF ANY PRODUCT REFERENCED IN THIS DOCUMENTATION AND THIS DOCUMENTATION IS
GOVERNED BY THE APPLICABLE END USER'S LICENSE AGREEMENT.

The manufacturer of this documentation is Corrigo, Inc.

Provided with “Restricted Rights” as set forth in 48 C.F.R. Section 12.212, 48 C.F.R. Sections 52.227-19(c)(1) and (2) or
DFARS Section 252.227.7013(c)(1)(ii) or applicable successor provisions.

© 2008-2015 Corrigo, Inc., 8245 SW Tualatin Sherwood Rd, OR 97062. All rights reserved. All
product names referenced herein belong to their respective companies.
Version 6.2 MHS 8/4/2015

Interacting with the Dispatcher -- User Guide



Contents

Contents

B EIOTEYOUBEQIN ..ottt 4
8o I 41T TV o =SSP 4
Service Management ONSCreen CONVENTIONS..........cuiiiiiiiiiiiiiiiieeeeeee ettt 5
A G T RT=To (VT =T 4= 0] C PP 6

L@ Y72 TP SSERPPPRPIN 6
Communicating through a Mobile DeVICE.............cooiiiiiiiiiii 8

SEAITING WOTK ..ot te e e ettt e e e e e e e e e e ee et e e e eeeeeee ettt e aeeeeeessastsanaaaaaaeeennnes 10
(@Y= V= PP 10
oL To 10 o N P UURPPPPRRPIN 10
RECEIVING AlBTTS .o 11
PICKUP AWOTK OIUET ... 12
Y= L] 1o N EPPPRPRTR 13
Startingthe WOrk OFUEY ......cooiiiiiieeeeee e 14
FIaggingaWOrKOIUEN ..... .o 16
ComPIletiNGAWOIK OFUET ... ..o e e e e e e e e e e et e e e e e e e e areaaa s 16

TeChNICAl SUPPOIT: e 18

Interacting with the Dispatcher -- User Guide 3



Interacting with the Dispatcher --
User Guide

Before You Begin

This guide explains how communication between a dispatcher and field tech can work effectively using
Intuit Field Service Management, powered by Corrigo. The following assumptions apply to the use of
this guide:

e You have a valid URL, user ID, and password for your Intuit Field Service Management product.

e Your computer has Internet access.

® You have a basic understanding of how to operate a supported version of Microsoft Windows,
including how to use Internet Explorer, Firefox, or Chrome as an Internet browser.

e You have acquired and configured mobile devices for your field techs, including GPS mapping

e Your company’s techs are set up to receive alerts (some sections may not apply if your company
does not use alerts)

Using ThisGuide

Appearance: Since your company can customize Field Service Management software by
changing the screen appearance, words, and phrases used in the
application, some images used in this guide may not exactly match those
thatappear onyour screens.

Path Reference: Path references will be used in this guide to direct you to the appropriate
screen within your application. For example, to configure GPSsettings
from the web application, the path is Settings > Mobile Settings > Device
Settings. This means that, within your web application, you selectthe
Settings page, select the Mobile Settings tab on that page, then select the
Device Settings option from the Mobile Settings menu.

Conventions: The Field Service Management product you use will often be referred to as
the web application, or application, within this guide.
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Mobile Device: Within this guide, the term Mobile Device will refer to any Apple or
Android device supported by Field Service Management.

System

Administrator: This is the person at your company who manages your Field Service
Management web application. The term System Administrator is used in
this guide.

Dispatcher Person who operates the Field Service Management Dispatch Board.

Tech/Field Tech Person who uses Field Service Management on a mobile device and

services customers in the field.

Service Management Onscreen Conventions

How Do 1?7 Integrated into Field Service Management is an on-demand help system
that can guide you through configuration and application use. To access
the help system, click the How Do I? link in the upper right corner ofeach
Field Service Management screen.

Recent ltems M
How Do 17
Activity Center: The Field Service Management web application is divided into groups of

user functions, called Activity Centers. For example, customer functions,
such as adding or viewing a customer record, are found in the Customer
Activity Center. To access an Activity Center, click the appropriate button
on the Activity Center bar:

Figure 1: How Do I? link (top) and Activity Center button bar (bottom)

Reports
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SystemRequirements

Supported Operating System:

Field Service Management has the following system requirements:

e QB Online: http://quickbooks.corrigo.com/support-2/system-requirements-for-gb-online-users
e QB Desktop: http://quickbooks.corrigo.com/scheduling-and-dispatching-for-books/system-

requirements-gb

The field technicians using our Mobile App:

e Access to QuickBooks itself is not needed for this role
e Data network connection

e Appledevices —i0S 5.1.1 or later

e Android devices — Android 2.2 or later

Overview

Field techs using Field Service Management can interact with their dispatcher by using a mobile device.
By taking advantage of Field Service Management and mobile device features, the field techs and
dispatcher can work together to:

e Respond quickly to emergency service requests
o Reactimmediately to problems in the field
¢ Handle scheduling and routing efficiently

This guide will take you through a typical work order and demonstrate how the dispatcher and field tech
interact through the mobile device. For detailed information on how to use a mobile device with Field

Service Management, refer http://quickbooks.corrigo.com/getting-started
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(7 wo-04235 etails

WO0-04235
Customer Zona 78

Cafe Poca Cosa
Status Picked Up Waiting for Pickup
(520) 622-6400

Promised Arrival ~ 08/05/2015 10:45
Time AM-01:15 PM

Contact

Info (520) 888-7878

Promised

Arrival Time 11:30 AM - 2:00 PM

Service Address 110 E. Pennington St
Tucson AZ 85701
Service 78 W River Rd

Address Tucson AZ 85704 Appointment Type  Scheduled

Appoint Category Common Problems
pointmen

t Type Scheduled

Service Too Hot

Description kitchen area is too

Category Common Problems Bt

Service Change Filter 110 E. Pennington St

Urgent

(¢  Updated Today 7:49 AM [ 1]

Request
1h 00m

iOS interface on iPhone

Android interface on Kyocera Brigadier
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Communicating through a Mobile Device

There are several key stages of the work order process in which a tech and dispatcher interact.

Note: Information synchronizes between the Field Service Management web application and a mobile
device at regular time intervals. By default, updates occur every 5 minutes during the time a tech is

logged in.

Dispatcher «-» Field Tech Communication in the Work Order Process

A Field Tech typically does this...

Log into Field
Service
Management

Pick Up a Work
Order and Enter
ETA

Start a Work
Order

Set Flag due to
problem

Change Status
to Pause
(e.g. lunch)

Complete Work
Order

This communication typically occurs...

e  GPS fix (location) updates on dispatcher’s map

e Dispatch Board reflects tech’s Log In status

e Tech’s mobile device receives alerts, if alerts exist
e Tech’s My Work screen updates with latest orders

e Picked Up/En Route status reflects on dispatcher’s screens

o Estimated Time of Arrival (ETA) updates with dispatcher

e Work order problem description entered by dispatcher is
available for view on mobile device in work order details

e  Start status reflects on dispatcher’s screens

e Tech’s My Work screen may update with new orders

e  GPS fix (location) updates on dispatcher’s map (typically
every 20 minutes)

e Flag (if set due to problem) reflects on dispatcher’s screen
e Tech’s mobile device may receive additional alerts
e Flag reflects on field supervisor’s mobile device

e Pause status (for lunch ) reflects on dispatcher’s screens

e  GPS fix (location) updates on dispatcher’s map (typically
every 20 minutes)

e Completed status reflects on dispatcher’s screens

e Tech’s Work Done Notes available to
dispatcher/supervisor through work order details

e Tech’s mobile device may receive alerts/new work orders

Intuit Field Service Management -
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Starting Work

Overview

The first interaction between the field tech and the dispatcher occurs when the tech turns on a mobile
device and logs into Field Service Management. Several events are triggered:

e The dispatcher receives a GPS fix on the tech (if the tech has a GPS enabled device and has a clear
line of sight to the sky), which reflects on the dispatch board map

o The techreceives alist of work orders on the Field Service Management mobile client’s My Work
screen

e The tech may receive alerts concerning emergency work orders (or any other condition for which
the tech is configured to receive alerts)

Logging In

When a tech logs into Field Service Management from a mobile device, the dispatcher sees the tech’s
status on the dispatch board (see Figure 4). The dispatcher also sees a GPS fix on the Dispatch Board map,
reflecting the tech’slocation.

Intuit Field Service Management - Interacting with the Dispatcher -- User Guide 10



Figure 4:

\"’9 —s

The tech logs into Field Service Management from a

\—"verizon mobile device (see Android example left).
il 81% W 10:18 am

v Intuit Field Svc.

» Joe Torgue 0

User Name

- Bodney Wrench 0

Password

0

Company

th Janes

Immediately in the office, the dispatcher sees that the
tech logged in (see sample of Dispatch Board above).
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The dispatcher also sees the tech’s location on the
Dispatch Board map, represented by a colored marker
(above).

Receiving Alerts

Alerts are sent to a mobile device if the tech is configured to receive alerts. Alerts can be sent at any time.
A tech receives any active alerts when the tech turns on the mobile device and logs into Field Service
Management.

Note: To configure a mobile user to receive alerts:

1. Click on the People tab. The first screen that appears will be the People List View.

2. Select All Users from the View menu to list all users currently added to the system. For large user
databases, you may want to filter the list by Service Team or Dispatch Center.

3. Click on the name of the user you need to modify. The user’s detail screen will appear.

4. Click Edit on the Alerts tab, then follow prompts to set up the user for alerts.

Global alert settings can be changed through Settings>Work Orders>Alert Settings in the web
application. Global alert settings affect all mobile device users.

Intuit Field Service Management - Interacting with the Dispatcher -- User Guide 11



Set Status » | Printer-Friendly

Fick U

OnHald -
o Win
Lining Cancel Alert for WO-04238
509 Market St
- SetFla Bill Boiler has flagged Work Order
609 Market St d —ﬂ"‘n WO0-04238 with reason "Need

. - S Approval" and provided the
Zan Francisco, CA 94103 following additional comments:
. Need Approval - get signature of
Figure 5: approval
Customer: Terri Avila
Alerts can be sentfor many reasons. For Site: 3001 N. Stone Ave.
P Service: Common

example, when a work order flagis set Brchlars Change Filter
(above)... Contact: Terri Avila at (520)

622-1957
. . ) Status: Waiting for Pickup
the tech receives an alert on the mobile device

(right) ifthe techis configured to receive alerts
forflagged work orders.

Pick Up a Work Order

After logging in through the mobile device, the tech typically reviews the My Work list, then picks up an
order. To pick up a work order, the tech changes the order’s status through the mobile device. The
dispatcher can view the Picked Up status on the dispatch board and map.

Dispatchers may enter a work order with an Emergency priority. Emergency work orders not only reflect

on the tech’s My Work list, but also show as an alert on the mobile device (if the tech is configured to
receive alerts).

Y MR-0003 for GS furniture status: waiting for pickup

Appointment Type: Priarity:

|E|::hedulen:| | Emergency 1>

Promised Arrival Time: Madinm C\::;g o Pk 2 :
[v| |02:00PM [v] To | |Low =rreTr -
[v] [02:00Pu [v] Estimated Duration: Rejected

0
| 1| Hr.| 0 | Min. Completed Z

Non-Primary work
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Figure 6:

The dispatcher sets the priority of a work order when itis created
and may update the priority as needed (above).

An Emergency priority work order appears at the top of a tech’s
My Work list (right). The tech also receives an Emergency alert (if
the techis configured to receive alerts).

Note: The Emergency category cannot be hidden from My Work. It appears on the mobile device only
when a tech is assigned an Emergency priority work order and is configured to receive alerts.

Setting ETA

Both the tech and the dispatcher can set a flag, change status, and set an ETA (Estimated Time of Arrival)
for a work order. Typically the tech sets the ETA after changing a work order status to En Route. Once
ETA is set, the dispatcher can view it through the dispatch board map and web application (see figure 7).
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To:Wed, 08/05 02:45PM
Primary Tech:

Work Order Type: Requi
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Figure 7:

O "%l 69% @ 1:56 Pm

%) Wo-04237 Details
(520) 555-1212 >

08/05/2015 01:45

Contact Info

Promised Arrival

Time PM - 02:45 PM

Service Address 454 W Grant Rd
Tucson AZ 85705

Appointment Type  Scheduled

Category Common Problems

Service Clogged

Description exhaust fan seems
clogged

Site 454 W Grant Rd >

Priority Urgent

Type Request

Estimated Duration 30m

ETA 08/0502:15 PM >

Niia Ry NQ/NK N2-1K DA

Flags, status, and ETA can be set and
viewed by both the field tech through a
mobile device (above)...

and the dispatcher, through the map (left)
as well as other areas of the Field Service
Management web application.
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Starting the Work Order

Once the tech arrives at the work location, the tech changes the work order status to Start through the
mobile device. The dispatcher receives the updated status, which reflects on the dispatch board through
the Map view, Schedule view, and List view. When a tech changes the status of a work order in any way,
the dispatcher can view the change. Status options available to the tech are:

e Pick Up (or Pick Up and Start)

e En Route
e Start/Pause
e Reject

e On Hold or Cancel (Re-Open)

e Completed

Note: The En Route status may not be necessary for all jobs. Work orders can be picked up and started
immediately. For example, this might occur if the tech is already on location and ready to work.

2p

4p

6p

8p

Burger King m WO-04237

Appointment Type: Scheduled
Promised Time: Wed, 08/05 01:45PM

To: Wed, 08/05 02:45PM
Primary Tech: Bill Boiler
ETA: Wed, 02:15PM
Duration: 30m
Contact: Bill Williams
(520) 555-1212

Status: Work Started

454 W Grant Rd
454 W Grant Rd
Tucson

AZ 85705

Common Problems:Clogged:exhaust fan seems clogged
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O Z7.69% 8 2:39pPMm

) wo-04237 Details

WO #
Customer
Status
Contact Info

Promised Arrival
Time

Service Address

Appointment Type
Category
Service

Description

W0-04237
Burger King
Work started
(520) 555-1212

08/05/2015 01:45
PM - 02:45 PM

454 W Grant Rd
Tucson AZ 85705

Scheduled
Common Problems
Clogged

exhaust fan seems
clogged

454 W Grant Rd
Urgent

Request

Figure 8:

When a tech Starts a work order by
changingits status throughthe mobile
device (left)...

The dispatcher can view the status on the
dispatch board in several ways, such as
by switching to Schedule view and
hovering over the job on the schedule
board (above).
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Flagging a Work Order

Occasionally a problem occurs at the job site. If the tech requires assistance but can continue working, the
tech may want to set a Flag. For example, the tech may need a supervisor’s opinion or approval on some
aspect of the job. In cases such as this, the tech sets a flag on the work order through the mobile device.
This flag reflects both on the dispatcher’s board and the field supervisor’s mobile device.

A - DS Manager 2 O g se-0010
25+ Joe Tech 2 ‘\ﬂ_“) Q- PL0004
4. Joe Manager 2 O |Flagged: Need Approval] |
L - LovetFernandes 1 O g se-0013

W+ 66% @ 3:04pPm

Figure 9:

When a tech sets a flag on a work order and enters
notes through the mobile device (left)...

Choose

iction reason

The flag status appears as a flag in the List view on
the dispatch board (above). The dispatcher can
read the flag notes through the work order detail
view.

Need Approval

Need Parts

\ 4

Need Reassignment

Need Vendor

Other

Completing a Work Order

Once a job is completed, the tech enters a Work Done description and updates any tracked equipment
maintenance, then changes the work order’s status to Completed. The Work Done Description can be
captured using the voice-to-text on the mobile application, or entered by hand. If desired, the tech may
then create an invoice in the field.
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The dispatcher sees that the job has been completed through the dispatch board. This information
updates automatically in the web application when the job status is updated and Submitted from the
mobile device. All information entered by the tech about the completed job is available to the dispatcher

through work order details.

Once the job is completed, the tech is free to Pick Up another job. As the tech travels between jobs, GPS
updates will reflect on the dispatcher’s map showing a “bread crumb” trail of the tech’s locations
throughout the day. By default, GPS fixes automatically record every 20 minutes on the dispatcher’s map.

resolved issues with exhaust fan by
replacing the filters and cleaning the duct

#EF2000ABC Braun
2000Pro

Tap to pause

Google

July 1, 2007 12:00 AM - July 2, 2007 1200 AM  [5]~

£

072 : 15:27:08:Full GFS
Heading: ME

Speed: 1.28 m.p.h.
Reason: Logged In

; Marina ‘—? “ o
- q oot i
ol Lagoon %. ﬂ f D‘F > “E}
S 'l' ;
L i’i,ﬁ Foster City
= .. o) 3@;& Foster.City
e A Lagoon-
b, % (1 ) geach Park Biva
San Mateo: " e v
Figure 10:

Once a tech completes a work order (left) and moves
onto a new job...

The dispatcher will be able to view the updated status
as well as a “bread crumb” trail of GPS fixes that the
tech leaves when traveling between jobs (above).
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Troubleshooting

Technical Support:

Phone
Field Service Management: 1.800.517.2871 (toll-free)

Web

http: uickbooks.corrigo.com

Email

support@corrigo.com

Intuit Field Service Management - Interacting with the Dispatcher -- User Guide
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