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Introduction
This document describes how to use the Remedy software. In most 
cases these procedures apply worldwide.  Where procedures vary 
between regions, these are noted.
Remedy Support Request (SPRT) Process User Guide     1



     System Configuration
System Configuration
Several configuration steps are required before you can use Remedy. 
You can access the options you need to configure from the Home Page.

To open the Home Page, click the Home icon   .

Configure the following:

• Assign yourself to Groups you want to appear in 

• Setting your Manager in your Profile

See the following sections.
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1.1 Assign yourself to Groups
As a minimum, all support staff should be in the Support group.

1. In the Home Page, click Profile. 

2. Select the Auto Assign tab.

3. To add yourself to one or more Groups, do the following:

– Click  and then select the Groups you want to appear in. 
These will be added to the Groups field. 

4. To remove yourself from a Group, do the following: 

a. Click  to view all the entries in the Groups field. 

b. Delete the group(s) you do not want to appear in and then 
click OK.

5. Click  to Save your Profile.
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     System Configuration
1.1 Setting your Manager in your Profile
This enables your manager to create searches that can be made 
available to everyone reporting to them.

1. From the Home Page select the Profile link from the Main 
Menu.

2. Select the Info tab.

3. In the Manager field, click  and then select your manager 
from the list.

4. Click Save button to update your Profile.
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The Trimble Home Page
The Trimble Home Page is the starting point for working in the Remedy 
system. To open the Home Page, click the Home icon. 

From this page, you can access Support Requests (SPRT), Regional 
Fulfillment Center (RFC), Service Work Orders (SWO), and Warranty 
Claims (DWCR) tickets:
Remedy Support Request (SPRT) Process User Guide     5



     The Trimble Home Page
1.1 Color Coding
On the Home Page, all incoming cases are color coded for easier 
identification.

The color of the case is determined by the Contact Type field, and 
indicates who originated the case.

1.2 Auto-Priority System
Not all customers have the same priority when receiving Technical 
Support. The Auto-Priority System assigns a Priority status to a support 
case based on the Contact Type. Priority status can be set as: Critical, 
High, Medium, Low, or Unspecified.

For example, a case from a Dealer is automatically set to High. A case 
from a Key Account is set automatically to Critical.

Information provided by Color Coding, Auto-Priority System, and the 
Escalation Rules, together with the Region field, is a clear indication for 
the sequence in which SPRTs should be handled.
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1.3 Configuring the Ticket List Table
To configure the columns you want displayed in the ticket list table, do 
the following:

1. Click the Select Columns link on the right of the form. The 
following dialog appears:

2. By default, all the columns in the Available Columns list are 
displayed. Remove any columns you do not want displayed by 
adding them to the Columns to Hide list.

3. For Technical Support people, Trimble recommends that you 
select Support from the Quick Format field and then click Go. 
This populates the Columns to Hide list with fields that are less 
important for a support person to see.

4. You can also use the Include Æ  and Remove links to 
include or exclude fields manually.

5. When finished, click Close Window. The ticket list table 
updates to show only the selected columns.
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1.1 Displaying Tickets Assigned to You
To view the tickets assigned to you, do the following:

1. From the Show Me field, select Standard / My Tickets.

2. To filter these results further, use the Ticket Type, Status, and 
Region fields.

3. To update the list of cases displayed, click Refresh.

Note – By default, tickets that are Closed or Rejected do not appear.

1.1 Displaying Open Tickets For Your Group
To view tickets assigned to your Groups, use one of the following 
methods:

11.1 My Group Tickets

Note – By default, this search shows tickets that are Not Closed. This can 
include tickets that are already assigned to another person and not just 
Open tickets. We therefore recommend that you use a search configured by 
your manager. See A search configured by your manager, page 9

1. From the Show Me field, select Standard / My Group Tickets:

2. To filter these results further, use the Ticket Type, Status, and 
Region fields.

3. To update the list of cases displayed, click Refresh.

Note – The Tickets that appear depend on which Groups you set up in 
your Profile. For more information, see Assign yourself to Groups, page 3.
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10.1 A search configured by your manager

If your manager has set up some pre-defined searches and made these 
available to you, do the following:

1. From the Show Me field, select Shared / <Search Name>. 

2. To filter these results further, use the Ticket Type, Status, and 
Region fields.

3. To update the list of cases displayed, click Refresh.

Note – You will only see Shared Searches if you have the name of your 
manager set in your Profile, and if your manager has set up Shared 
Searches. For more information, see Setting your Manager in your Profile, 
page 4.
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1.1 Searching for Tickets
You can search for open tickets that have not been assigned or for a 
specific ticket, including product, serial number, or company name.

11.1 Tickets submitted by a company or contact

1. Select the Customer tab: 

2. In the Company Name field, enter the company name or part of 
the company name and then press [Enter]. The tickets submitted 
by this company that are currently open or have been closed 
within the last 30 days appear.

Alternatively, to view tickets submitted by a particular person 
enter a First Name or a Last Name and then press [Enter]. The 
tickets submitted by this person that are currently open or have 
been closed within the last 30 days appear.

3. Double-click a ticket to open it.

B Tip – To create a new ticket for that company or contact, select from the 
drop down list in the Ticket Type field and then click Create Ticket. A 
new ticket is created with the contact details filled in automatically.
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10.1 Tickets based on Ticket ID, Part Number, Serial 
Number, Case Summary, Problem Details, or Solution 
Details.

1. Select the Work Management tab:

2. Enter details in the menu fields on the Search For line and then 
click Retrieve. The matching tickets appear in the window.

10.1 Creating personal searches (Custom searches)

To create a specific search and use it again, click Manage Searches 
in the Main Menu. Searches created here are saved as Personal 
searches. 

When you use the Search For options or the Show Me filters, the actual 
query string that Remedy uses appears in the Query field. You can use 
these queries to create your own saved queries to run each time.
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To create a reusable search, do the following:

1. In the Main Menu, click Manage Searches. The following 
screen appears:

2. In the Qualification field, enter the search string.

3. In the Search Name field, enter the name of your search.

4. Click Save.

5. Click Cancel to close this dialog.

6. To access the saved search, select Personal Searches from the 
Show Me field and then select your saved search.

The following are some examples of search strings:

• Find all DWCRs for the Americas region that have not been 
assigned to a group.

‘Form’ = “FX:DealerWarranty” AND 'STATUS' = “New” AND 
'REGION_NAME' = “Americas”
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• Find all DWCRs for the dealer Cansel created after 1 July 2005 
that are still being worked on.

'Form' = “FX:DealerWarranty” AND 'CREATE_DATE' > 
“1/7/2005” AND  'COMPANY_NAME' =”Cansel Survey 
Equipment” AND 'STATUS'  !=”Denied” AND 'STATUS' 
!=”Approved” AND 'STATUS' !=”Closed”

• Find all tickets that have arrived in the last 24 hours.

'Submission Date'> ($\DATE$ - (60*60*24))

1.1 Assigning a Support Case to a Group, Business 
Unit, or Region

If you notice a Support Case that is not assigned to the correct Group, 
Business Area, or Region, you can update the case:

1. Highlight the case in the list.

2. From the Main Menu, use the drop down lists in the Quick 
Update fields to set the correct Region, Business Area, and 
Assigned group. You can select one or more of these options. If a 
Business Area is already set for the case, the Business Area 
option is not available. 

3. To apply these selections, click Quick Update.
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When you assign a support case to a Group, use the following Group 
definitions as a guide.

Assign to Group Tasks

Logistics Shipping, Mis-shipments, returns, RMA, DOA, P/N enquiries, 
P/N availability, advising stock levels

Sales Finished goods sales order administration, Sales Leads

Service Service Support, Service Administration (Service Parts & 
Tools Orders)
DWCR and SWO are handled from their own specific forms.

Support Technical Support

Support Sales Extended warranties, product registration, update mail-outs, 
issuing codes

Support Systems Remedy, SharePoint, Customer & Product Registration 
System, Database management, DocuShare, Partners Website, 
Trimble Store (istore), Dealer locator, trimble.com website, 
support.trimble.com website.

Training Training administration, organization and delivery (including 
Service Training), Breeze Account Requests
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The Support Request (SPRT) 
Form

Use the Support Request (SPRT) form to manage all incoming 
requests for technical support, and enable the requests to be classified 
and easily assigned to the appropriate personnel for follow-up.

A typical Support Request ticket in progress looks like this:
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     The Support Request (SPRT) Form
1.1 Assigning Support Cases
To work a support case, you can do the following: 

• assign a case to yourself (See page 16)

• create a new case (See page 17)

You can also assign a case to another group or person. (See page 43.)

11.1 Assigning a case to yourself

Always assign a case to yourself before you work on it. This ensures that 
only one person works on a case at a time. 

1. From the case list on the Home Page, double-click the case to 
open it. 

2. In the static window, set the Assigned Group to Support and set 
Assigned To to your name:

3. Click Save.
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10.1 Creating a new support case

1. From the Main Menu, select the Keep Window Open check box. 
This ensures that once you create and save the new case, it 
remains open while you work on it. 

Alternatively, to reopen a case, select Last Ticket Created: 

2. From the Main Menu, set the Ticket Type to Support Request. 

3. Click Create. A new blank support case is created. The 
following section outlines the fields to complete before you close 
the case.

C CAUTION – When you save the case, the person selected as the Contact 
for the case is sent an e-mail advising them that a Support Case has been 
created for them. The e-mail includes the Case Summary and Problem 
Details fields, so these fields must be completed carefully. 
Remedy Support Request (SPRT) Process User Guide     17



     The Support Request (SPRT) Form
1.1 Common Steps when working a Support Case
Once you assign yourself a support case, or create a new case, follow 
these typical steps to handle the case.

11.1 Case Type and Reason

You must complete the Type and Reason fields in the static window 
before you close a case, so that you can generate meaningful reports:

B Tip – For more information, see Case Types and Case Reasons, page 51.

11.2 Contact details

Make sure the contact details of a case are entered correctly. If they 
have not already been populated, you can enter them through the 
static window. Use one of the following methods.

Selecting a contact using first name, last name, 
e-mail, or phone number

If you have the first name, last name, e-mail, or phone number of the 
contact, you can do a search using this information to see if they are 
already registered:
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1. Make sure the Company Name field on the static window is 
blank. If not, go to the Contact Details tab and then click Clear :

2. In the Main Menu, click Select Contact.
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3. Use the following dialog to enter the details you have and then 
click Search. Contacts that match your search criteria appear.

B Tip – Use the e-mail address first, as this will give the best results:

4. Double-click a record to select it and populate the contact 
details for the support case.

If the contact does not exist in the system, then you need to add the 
contact’s details. For more information, see the following sections.
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Selecting a contact using the company name

1. In the Company Name field, enter the name of the company (or 
part of the name) and then press [Enter]. A list of companies 
appears:

B Tip – To search for a company using part of the company name only, enter 
the “%” character and then enter the first few letters of the company 
name. For example “%Trimb”.

2. From the list, double-click the correct company name.

3. In the Main Menu, click Select Contact and then select from 
the list.

Note – If the company name can not be found and you have already tried 
finding the contact using the Selecting a Contact Using First Name, Last 
Name, E-mail, or Phone Number, described above, then it is likely that 
neither the company nor the contact are registered. See Adding a contact 
for a new company, page 23.
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Adding a contact for an existing company

1. In the Main Menu, click Add Contact:

2. Enter the following information:

– First Name and Last Name

– Select the Site Name from the list, if appropriate

– Enter the Email Address, if you have it.

– To copy the address details from the Company record, click 
Same As Company or Same As Site.

– Enter the Phone No, if you have it.

3. Leave all other fields as they are.

4. Click Save and then close the Contact record.

You can now select the contact using the Select Contact link.
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Adding a contact for a new company

If neither the contact or company are registered, you can create a new 
contact record by doing the following.

C CAUTION – If the contact is a Dealer, then their company should be 
registered already. Use the Company Form to search further before you 
continue with this procedure. If in doubt contact Sharron McKenzie for 
advice.

1. In the Company Name field, enter Customer Registration System 
and then press [Enter]:
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2. Click Add Contact:

3. Enter the following information:

– The Email Address, if you have it.

– First Name and Last Name.

– Click Same As Company.

– Update the Country and State fields, if you have this 
information.

– Update any other information you have.

4. If required, you can also create a Registration System password 
that can be provided to the customer so that its staff can log into 
the registration system and maintain the customer’s own details. 
To do this:
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a. Select the Registration System tab.

b. In the Registration Password field, enter a new password.

c. When you respond to the customer, let the contact know 
that you have created an account in the registration system. 
They can log into it at: http://www.trimble.com/register 
using the contact’s email address and the new password.

5. Click Save and then close the Contact record.

You can now select the contact using the Select Contact link in the 
Main Menu.
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Updating contact details

1. Do one of the following:

– From the Contact Details tab, enter the correct Contact 
Information and then click Update Contact.

– In the Main Menu, click Edit Contact Info to open the 
Contact Details dialog.

2. Make any changes and then click Save. The changes appear in 
the Contact Details tab when you close and then reopen the case.

10.1 Product details

Each case must have a Product assigned to it. Often a case may relate to 
more than one product. As each case can have only one product 
assigned to it, select the product that is most significant in the issue. If 
part of the product has failed, use the part number of the failed part to 
specify the product. 
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To enter product information on the Product tab, do the following:

1. If you have the Part Number of the product, enter it (or the start 
of the part number) into the Product Part Number field and then 
press [Enter]. A list of possible part numbers and descriptions 
appears.

2. Double-click the correct part number from the list. The 
associated Business Area, Product Family, Product Line, and Part 
Description is automatically populated.

3.  If you do not have a part number, then select the appropriate 
Business Area from the Business Area field and then the 
appropriate Product from the Product Line field.

4. If you are not sure which Business Area the product belongs to 
then select the appropriate Product from the Product Line field 
and then choose from the filtered list the appropriate Business 
Area from the Business Area field.
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5. If you have the serial number of the product, enter this into the 
Serial Number field. If you have also entered the part number 
press [Enter] for the system to check if the product is registered. If 
it is, it populates the Original Ship Date field.

6. If you have the version number of the product, enter this into the 
Version field.

Note – If you have entered the part number and serial number of a 
product you can use the Product History pane in the Product tab to see if 
this product has been previously recorded on any other Support, RMA, 
DWCR, SWO, or RFC tickets. To do this, click Refresh. Double-click a ticket 
to open it.
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10.1 Problem and solution details

The Problem Solution tab shows the case summary. If a case is created 
from an email, the Case Summary field will be the subject of the original 
email and the Problem Detail field will be the content of the original 
email. Record the following information in the Problem Solution tab.

Case summary

Enter a short one line description of the problem. This field is often 
used in reporting and is also used in the subject line of some emails 
sent from Remedy. When a case is manually created, information in 
this field is sent to the customer when the case is saved.

Problem detail

Enter an outline of the problem. This normally happens by default 
when an email is sent to Remedy. If a case is created manually, you 
must accurately describe the problem here.

C WARNING – When a case is manually created, information in this field is 
sent to the customer once you save the case.
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Solution detail

Complete this field before you close a case. 

Enter the solution or resolution to the case. This information is used in 
reporting and also in the future as a basis for a Knowledge Base system. 

10.2 Logging case activity

To ensure accurate reporting of our response times, you must use the 
Quick Notes options when contacting customers by phone. 

When you work on a case, you must keep a log of the progress or 
current situation. This makes it easier to keep track of ongoing cases 
and for others who may have to pick up a case when someone is absent.

The Problem Solution tab contains the Case Activity pane. 

This allows you to enter short notes that are time stamped and marked 
with the name of the person who entered them. There are two ways to 
enter a note:
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• Select a predefined note from the list. If appropriate, select one 
from the Quick Note field drop down list and then click 
Add QN. The Case Activity pane updates with the new note.

• If the list of predefined notes is not appropriate, enter your note 
in the Manual Entry field and then click Add. The Case Activity 
pane updates with the new note.

A number of the Quick Note options also set the time that Trimble first 
responded to a customer. This is triggered if any of the following Quick 
Note options are selected:

• Left message - solution advised.

• Left message - requested call back.

• Left message - Trimble will attempt to reach you again.

• Unable to Contact Customer - wrong details.

• Waiting for additional info, data from Customer.

• Spoke with customer directly – working on solution

The First Response time is also set when replying to a customer by 
email from within Remedy—whichever event occurs first. The first 
response time for a case appears on the Audit tab.

10.3 Sending Emails

All emails sent to customers should be sent from within Remedy when 
practical. This ensures that all correspondence is kept together and 
that Trimble can accurately report statistics such as First Response 
times.
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To send an email to a customer from a Support case, do one of the 
following:

• To create a new blank email that already contains the customer’s 
email address, click Send Email in the Main Menu.

• To reply to an email from the customer, do the following:

a. Select the Email / Attachments / Links tab.

b. The Linked Records table Filter By field defaults to Email. 
Click Refresh to view all emails associated with the case.

c. Highlight the email you want to reply to.

d. Click Reply To Email. A new email is created that 
contains the customer’s email address and the content of 
their email.

Once the email has been created, enter additional information, add 
attachments, use the spell checker and then click Send.
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10.4 Accessing file attachments

When a customer sends you file attachments by email, the Attachments 
check box on the Problem/Solution tab is automatically selected. 

To extract an attachment from the case, do one of the following:

• If there are only one or two attachments, 

a. Select the Email / Attachments / Links tab.

b. Click Refresh. All the attachments associated with the 
case appear.

c. To open an attachment, double-click the file name.

d. To save an attachment to your computer, click Manage 
Files. This enables you to Add, Remove, View, or Save 
individual attachments.

• If there are several attachments,

a. Select the Email / Attachments / Links tab.

b. The Linked Records table Filter By field defaults to Email. 
Click Refresh to view all emails associated with the case.

c. Highlight the email that contains the attachments you want 
to save to your computer.
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d. Double-click the required email.

e. Select the Original Email tab.

f. In the pane double-click the file name that has the Attach 
Label column with the value Email. This opens the original 
email in Outlook Express. You can then save the 
attachments from the email to your computer.

• If you want to see only the attachments sent in a specific email 
from the customer do the following:

a. Select the Email / Attachments / Links tab.

b. The Linked Records table Filter By field defaults to Email. 
Click Refresh to view all emails associated with the case.

c. Highlight the email that contains the attachments you 
want.

d. Double-click the required email.
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e. Select the Attachments tab.

f. To open an attachment double-click, the file name.

g. To save the attachments, select the Original Email tab.

h. In the pane double-click the file name that has the Attach 
Label column with the value Email. This opens the original 
email in Outlook Express. You can then save the 
attachments from the email to your computer.
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10.5 Flagging a case as a knowledge base item

If a support case you are working on fits the following criteria, select 
the Knowledge Base check box on the Problem Solution tab:

• The problem may affect others and it would be suitable to turn 
into a Support document to be distributed on the Trimble 
website or directly to Dealers and/or Service Providers

• The Problem Detail and Solution Detail fields contain enough 
information to form the basis of a Support document or for 
another support person to answer a similar case. 

10.6 Flagging a case as product issue 

Note – This process is not used by the Mapping & GIS Business Unit

If a support case you are working on is suspected of being a bug or a 
problem, and can be replicated, flag the case as a Product Issue:

1. From the Problem Solution tab, select the Product Issue drop 
down list.

2. Do one of the following:

– If you are unsure if it is significant, select Potential

– If you a certain you have discovered a significant problem, 
select Yes.
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The Global support team will review the issue and create a Product 
Issue if appropriate.

B Tip – For more details on the Product Issue process see the Product Issue 
Process section. 

10.1 Closing a case

Once you complete a case or provide your customer with a solution 
that you believe will resolve their issue, close the case. Do this as soon 
as practical, to ensure reporting of case statistics is accurate. 

1. Make sure that all of the following information has been entered:

– Product Details (minimum of Business Area and Product 
Line)

– Contact Details

– Case Summary, Problem Details and Solution Details

– Case Type and Reason

– Assigned to someone

2. Change the Status field to Closed.

3. Click Save.

10.1 Managing duplicate requests

You may have a case where there are multiple requests in Remedy from 
the same customer on the same topic. 

C WARNING – Do not reject duplicate cases, because this deletes them. 
Communication from a customer to a deleted case is unlikely to get to the 
correct support person.
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All requests, including the duplicates, must be assigned to the same 
person. If a customer responds to the wrong request the support 
person handling the case will still get the notification email.

To manage these duplicate requests so that no communication is lost 
with the customer:

1. Assign all support requests to yourself.

2. Nominate one request as the master request.

3. For each of the duplicate requests do the following:

a. Note the ticket ID. 

b. Complete the Product details (minimum of Business Area 
and Product Line) & Contact details

c. For the Case Summary, Problem Details and Solution Details 
enter Duplicate

d. For the case Type select Duplicate.

e. For the case Reason select Multiple Requests.

f. Assign the case to yourself.

g. Set the Status to Closed.

h. Save the case.

4. From the master request, click Link Tickets in the Main Menu 
to link each of the duplicate tickets to the master request.

5. Respond to the customer from the master request and tell them 
to use this request for all future correspondence.
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10.1 Handling emails to closed RQSTs

As part of the transition from the RQST tickets to SPRT tickets, when 
an RQST has been closed, you will no longer be able to modify it. If a 
customer sends an email to a closed RQST, the support person assigned 
to the ticket will receive the following email: 

RQST00000xxxxxx is Closed.  Please create a new SPRT record and 
Link the RQST and SPRT if any additional work needs to be 
completed.

If additional correspondence with the customer is required, create a 
new SPRT ticket and link it to the original RQST. Inform the customer 
that all new correspondence should include the new SPRT number. 
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Handing a Support Case to 
Another Group

You may need to hand a support case to another group or to create a 
different ticket type ( for example, an RMA, SWO, or RFC) for another 
group to handle. The most common actions are listed below:

1.1 Assigning a support case back to the support 
inbox

If you have assigned yourself a case and then need to assign it back to 
the Support inbox for someone else to pick up, do the following:

1. In the static window set the Status to Open.

2. Click Save.
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1.1 Assigning a support case to a group, Business 
Area or region

If a support case has been assigned to the incorrect group, Business 
Area, or region, do one of the following to reassign the case:

1. Double-click the case in the case list.

2. In the static window, set the Assigned Group field to the 
appropriate group, if required.

3. In the static window, set the Region to the appropriate region if 
required. Alternatively, you can set this in the Contact Details tab.

4. In the Product tab, set the Business Area to the appropriate 
Business area, if required. If you know additional information 
about the product, you can enter this in the Product tab.
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When assigning a support case to a group, use the following group 
definitions as a guide.

Assign to Group Tasks

Logistics Shipping, Mis-shipments, returns, RMA, DOA, P/N enquiries, 
P/N availability, advising stock levels

Sales Finished goods sales order administration, Sales Leads

Service Service Support, Service Administration (Service Parts & 
Tools Orders)
DWCR and SWO are handled from their own specific forms.

Support Technical Support

Support Sales Extended warranties, product registration, update mail-outs, 
issuing codes

Support Systems Remedy, SharePoint, Customer & Product Registration 
System, Database management, DocuShare, Partners Website, 
Trimble Store (istore), Dealer locator, trimble.com website, 
support.trimble.com website.

Training Training administration, organization and delivery (including 
Service Training), Breeze Account Requests
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1.1 Assigning a support case to someone else
Assign a support case to someone else only if you know they are able to 
work on it. If you are not sure, you must contact them first. To assign a 
support case to someone else do the following:

1. In the static window, set the Assigned To field to the name of the 
person you are assigning the case to. You may need to change the 
Assigned Group if they are not listed in the group you select.

2. Click Save.
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Creating an RMA (Return 
Material Authorisation) 
from a Support Case

If an RMA is required to be created this can be done from within the 
support case. To create an RMA do the following:

1. The following information has to be entered before creating the 
RMA:

– Product Details (must include Part number and Serial 
Number if it is a serialized item.)

– Contact Details

– Case Summary, Problem Details and Solution Details (must 
include what the reason for the RMA is and action required)

2. In the Main Menu, set the Ticket Type to RMA.

3. Click on the Create link to create a new RMA from the Support 
case. Information from the Support case will be pulled into the 
RMA.

4. Complete the RMA details and click the Save button.

Note – Create an RMA only if you understand how to complete the RMA 
form. Otherwise, change the support case Assigned Group to Logistics. 
Make sure that you enter clear instructions into the case so that Logistics 
know exactly what is required to process the RMA.
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Creating an SWO (Service 
Work Order) from a Support 
Case

If an SWO is required to be created this can be done from within the 
support case. To create an SWO do the following:

1. The following information has to be entered before creating the 
SWO:

– Product Details (must include Part number and Serial 
Number if it is a serialized item)

– Contact Details

– Case Summary, Problem Details and Solution Details (must 
include what the reason for the SWO is and action required)

2. From the menu on the left hand side set the Ticket Type to SWO.

3. Click on the Create link to create a new SWO from the Support 
case. Information from the Support case will be pulled into the 
SWO.

4. Complete the SWO details and click the Save button.

Note – Create an SWO only if you understand how to complete the SWO 
form. Otherwise, change the support case Assigned Group to Service. Make 
sure that you enter clear instructions into the case so that Service know 
exactly what is required to process the SWO.
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Ticket Linking
If you create an RMA, SWO, DWCR or other ticket type from a support 
request this is automatically linked to the support request. You can also 
manually link a support request to another ticket. The following 
instructions relate to working with linked tickets.

1.1 Checking which tickets are linked to a support 
case

1. From within the support request, select the Email / Attachments 
/ Links tab.

2. From the Linked Records table, set the Filter By field to All (Except 
Email). Click Refresh to view all tickets associated with the 
case.

3. To open a ticket, double-click it.
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1.1 Creating a link between two Support Cases
You may need to link two support cases together for one of the 
following reasons:

• You receive duplicate support requests from the same person.

• You have a number of support requests that are similiar and you 
want to make them easier to manage.

To create a link between two support cases do the following:

1. Take note of the support request ticket ID that you want to link 
to.

2. From within the support request you want to link from, click 
Link Tickets in the Main Menu. 

3. In the Ticket is a field, select Support Request.

4. In the Ticket ID is field, enter the support request ticket ID (only 
the number is required).
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5. Click Find Ticket ID.

6. The support request appears in the Results table. Highlight the 
ticket and then click Link. This links the selected ticket to the 
current ticket.

Note – You can use the above process to link support cases to other ticket 
types.

1.1 Removing an incorrect link between two 
support cases

You can only unlink tickets that have been manually linked. Tickets 
that are created from within another ticket have links automatically 
created between them. You can not unlink these tickets.

1. From within the support request, select the Email / Attachments 
/ Links tab.

2. From the Linked Records table, set the Filter By field to All (Except 
Email). Click Refresh to view all tickets associated with the 
case.

3. Highlight the support case you want to unlink and then click 
Unlink. 

Note – You can use the above process to unlink support cases from other 
ticket types.
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1.1 Customer Product Issue (ISSUE) Process
Customer Product Issue (ISSUE) is a “Contact Form” replacement, and 
has been in use since January 2004. ISSUE is a Remedy form used as a 
vehicle for escalating both perceived and real problems with a product 
or service from Technical Support to QA and Service Technologies 
groups.

Even though ISSUE can be created from scratch, it usually starts as an 
SPRT. 

Based on either customer request or Technical Support judgement, 
from Problem Solution tab, SPRT can be flagged as either:

• Product Issue = Potential 

• Product Issue = Yes.

If a Support Technician suspects that the problem has deeper roots 
than an ordinary support issue, SPRT should be flagged as 
Product Issue = Potential. All SPRTs flagged as such will be reviewed by 
the Global TSS group once a week, and a call will be made to either 
reject them or re-flag them as Product Issue = Yes.
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If a customer requests, or if a Support Technician knows of multiple 
SPRTs with the same problem, or can replicate a problem but can not 
find a solution, SPRT can be immediately flagged as Product Issue = Yes.

QA and Service Technologies groups review SPRTs flagged as Product 
Issue = Yes once a day. Based on their findings, they can do one of the 
following:

11.1 Reject the flag

The SPRT owner receives an email advising that the problem described 
in SPRT does not constitute an ISSUE. In this case, manually change the 
Product Issue = Yes flag to Product Issue = Rejected

11.2 Create an ISSUE

If a problem justifies opening an ISSUE, the SPRT owner receives an 
email advising that ISSUE0000xxxx has been created and who is the 
owner of the ISSUE. 

11.3 SPRT is linked to the ISSUE

Once the problem is resolved by the ISSUE owner, the SPRT owner will 
be notified of the resolution. The SPRT owner then notifies the 
customer who submitted the originating SPRT. The loop is closed.

11.4 Using ISSUE forms as a support tool

Tech Support can search all ISSUE forms currently existing in Remedy.
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1.2 Case Types and Case Reasons
The available Type Case and their associated Type Reason options 
available on the support form are shown below. A case can have more 
than one ISSUE, so select the Case Reason and Case Type that best fit 
the most dominant problem. 

Type Case Associated Type Reason

Duplicate Multiple Requests

Enhancement Request Improvement to Existing
New Functinality

Logistics (or Sale Order) DOA/OOBF request
Finished Goods Order
Pricing Inquiry

Sales Order Inquiry
Service Parts Order

On-site Support Scheduled
Troubleshooting
Unscheduled

Partners Website Account Request
Content Issue

Login Issue
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Product Failure - Hardware Antenna
Battery
Battery Charger

Bluetooth
Cable / Harness / Hose
Drive / Motor

EDM
External Radio
GSM Phone

Housing
I/O Ports
Infra Red (IR)

Internal Radio
Keyboard / Button
Laser Beam

Lights (LED)
Network
On Machine Sensor

Optics
PCB
Screen Display

Tracker
Transport Case
Unidentified

WiFi

Product Failure - SW / FW Corrupt Data
Data Concversion
Data Import / Export

Data Upload / Download
Installation Error
SW / FW Issue

Type Case Associated Type Reason
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Product Registration System Change Contact Details
Data Validation
Incorrect registration

Login Password Request
Product Registered to Another User
System Failure

Update / Reissue Install Code
User Understanding

Sales Lead Marine Demo CD
Sales Enquiry
Terramodel Demo CD

Training Breeze Access Problem
Breeze Account Request

CT Evaluations / Rosters
CT Program Inquiry
Customer Training Inquiry 

Undefined Undefined

User Understanding - Hardware Interface to 3rd Party Product
Operation
Setup and Configuration

Type Case Associated Type Reason
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User Understanding - SW / FW 3rd Party Data Formats
CAD
Coordinate Systems

Data Collection
Data Processing
Import / Export

Installation
Reporting
Roading

Setup and configuration
Site / DTM

Warranty / Part Number Inquiry Code Generation Request
Expired Warranty Period
Part Number Inquiry - Sales Part

Part Number Inquiry - Service Part
Procedure Inquiry
Update / Reissue Code

Warranty Certificate Request
Warranty Inquiry

Type Case Associated Type Reason
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