

Menu: Helpdesk – Ticket – Ticket Queue
1) Assigned Tickets field – Order Placed
a) Double click customer name
b) Ticket Manager opens
Ticket Manager

2) Problem tab – Attachments field - Double Click to see contract image
3) Customer field – Click on Launch - Customer Form opens
a) General tab - Add Sales Person ID# and customer email address (If available)
b) General tab -  Statement method, verify CC type, number, expire date, authorized signatures, billing address

c) Address & Phone tab - Verify primary contact name, address, phone number(s), 
Customer Form

4) Invoices tab – Check to see if there isn’t an invoice to avoid double billing.

a) Click on Invoices icon on toolbar

b) Bottom fields – Non-Reoccurring charges
c) Item – MISC     Description – INSTALL     PRICE –$149.00 business / $100 residential wireless installation
d) Click on Save Item and then click on Done
e) Payment Form opens.  Click on “X” in right hand side of title bar to close form
f) Click on “X” in right hand side of title bar to close Invoice form 
g) Refresh Customer Form
h) Ticket Manager – Upper left-hand side, verify order has been placed in Category field (Order Placed)
5) Rates tab – Scroll down to the Wireless service and click on Add Rate button
a) Choose NO to not post

b) Right click on Wireless service in the upper field and then click on Price Override on pop-up menu
c) Change price to $0.00 because service hasn’t started yet and then click on Override button
d) Click on Save to save
Customer Form – Don’t do this step at this time
6) Rates tab – Right click on Wireless service in the upper field and then click on Services on pop-up menu

a) Rate Services form opens, service are shown in Service to Add field, click Add to add Wireless service
b) Double-click on Antennae Type to have the ActionTec antennae automatically fill in field
c) Click on Save in the lower left-hand corner

d) Close Rate Services window

e) Click on Service tab to verify service has been recorded in the system.  Click Refresh on lower right-hand side

f) Click on Save to save Customer Form information/entries and then close form

Ticket Manager

7) ONLY WHEN SERVICE HAS BEEN SCHEDULED, click on Billing Done in order to finalize order process.

a) Click on Save to save Ticket Manager information/entries
b) Category field in upper right-hand field should change to Order Billed
c) Click OK on Order Billing pop-up window

d) Click on “X” in right hand side of title bar to close Ticket Manager form
e) Ticket will go from Order Placed que to Order Billed que
Go to Sharepoint - Tasks
8) Call customer and schedule install appointment.

a) Get person’s name if not main contact.
b) Enter schedule information in Sharepoint – Tasks – Active Tasks area.

c) Enter a note on the ticket for the customer indicating an install has been scheduled.
