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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.
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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 .

EEE:

Configure the following:

o Assign yourself to Groups you want to appear in
o Setting your Manager in your Profile

See the following sections.
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Assign yourself to Groups
As a minimum, all support staff should be in the Support group.
1. Inthe Home Page, click Profile.

Main Menu

Ticket Type
Support Request -

Cieate
Profile
Beporting

Manage Searches

2. Select the Auto Assign tab.

¢ Modify Staff Member STAFF0000000033

Infa {Auta Assign l Other ] Data Log]

Currently Avalable 7 ® Yes © Mo  Recompute No. Assigned
From To M. Currently Assigned| 7
Hours on Duty :
Mo, Times Heassigned| 186
(Groups TechricalSuppotAOw | ] LastAssigned Time |23 ug 2005114216 am. | .|
Specialty 1
Specialty 2

Capacity R ating 100

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

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

4. Toremove 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.

Remedy Support Request (SPRT) Process User Guide 3
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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.

€ Modify Staff Member STAFFD000000033

Infa |Aut0 Assignl Other | Data Logl

First Hame + | Tim (Manager + - l
~|

Lagt Mame + | Brown Department THZ

Phane Ma. + Ext+ |45tt'. Salez Region

Login Mame throwr

Default Metification  © Motifier ® Erail

Email &ddress | Tim_BrowniStrimble. com ) )
Staff Status * Active O Inactive

Fager .
Full M ame: I Tim Brown

Tech D

3. Inthe Managerfield, click w and then select your manager
from the list.

4.  Click Save button to update your Profile.

4 Remedy Support Request (SPRT) Process User Guide
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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.

EE

@zl alz|

From this page, you can access Support Requests (SPRT), Regional
Fulfillment Center (RFC), Service Work Orders (SWO), and Warranty

Claims (DWCR) tickets:
@-Trimhle | | Welcome Tim Brown Tue 30 Aug 2005 1:10.03 pen
Main Manu Work Managasert. | Cutbomer |
% ShomMo  [My 1okeis -] Tacket Typo [0 ~|| Stha [ || Fegon |41 | Bahesh
SowchFor =] Ticket Trgs [40 =] Product Line |48 v | e | A= Helnove
Qusp  [Loger = SUISERYS AND STATUS' = “Thsoadd™ AND FIEGION_HAME' » “usis Pacec™ = Select Columay

Ticket Court 3

Summary |ErolE louch screen nof espording _I
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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.

RED BLUE BLACK
Kev Account'End User  Joint Venture End User
Key Customer Tritnble Location

WVES Operator Supported Customer

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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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:

B Column Manaper (cerherus)

Column Manager

FomMame  Main Menu Table Name Show Me

Avvailable Columns Columns to Hide
I — i —
Agagned To Diescription

s faea Inchude - Pt Blusriben
Caurrpiary Mane Prochsct Famiy
Diescription Serial Humber

Pail Munbss S Reomove Slabug

Fragnly

Prachizd Famiby

Product Line

Fregen

Seial Himbes

Stabuy

Subsmezon Dgte

Surtendcy

Tichet ID
uck. Format x| Ba

2. Bydefault, 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 2 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.

Remedy Support Request (SPRT) Process User Guide 7
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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.

l’snm-m [My Trckets - || ket Type [ «| State [ =] Regen [ -] Nefesh

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

3. Toupdate the list of cases displayed, click Refresh.
Note - By default, tickets that are Closed or Rejected do not appear.

Displaying Open Tickets For Your Group

To view tickets assigned to your Groups, use one of the following
methods:

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:

[ T Re— | Cuslme: |

(Ehombie [y Groum Tokers = JTickea Ty [0 =/ Stane a1 =] Region [21 - Holoh

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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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>.

Wk Marsgeest | Cuttimet |

Growbie TR 0 ) | Teketise [A1 | st [NmCiosed x| Regon [21 | Beliesh
- WGETET e C— —
p—
| P bs g [
Liepe Select Columns

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

3. Toupdate 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.

Remedy Support Request (SPRT) Process User Guide 9
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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.

Tickets submitted by a company or contact

1.  Select the Customer tab:

Wtk Management Cuistomel |
Enter data im one of the fields below and preas Entes (o seaach for a specifie recond. Clean
Compang Name: | 277 Company Fist e [ /'—!'ﬁw
=
Bl 10 15 Last Hame |
Phane Ho. 123455 PEF) Emeladdess | Cinale Ticket
Address 123 Noith Msin Shaat [ Ragion  EMEA Post Code 45005
City Diapton State oM
ActiveMecent Tickets [(Cusrently open or closed within the last 30 days) Refresh
Teckat 1D T=taur_TAsskanad Dol A siored TIPart HurkTSesdal Humsr De rovption [Summan: 1% ubmizaben Date [ Pricsty T~
SPHT DUDOOCU0 [Upan |5 aprpuet SEAgE | KIT - KOMATSU GBS col summnay 23 Ay 200 £ Al Unispecled
NFC0000000000 Open SE47952 | HIT - KOMATSU GOBSS ool summary |23 harg 2005 72411
SPHT DU0000) |Closed |5 ot | T s pwornmphend 223 g 10085 9017 Lewa
SPATO0D00000 |Chosed |Suppodt | Tin Biown | Test olnewON & 23 8ug 2005 11: | Low
LPACHUDDOE |Asemgres | THE Hepmn | T Biovm -1hU.|£ Ll.l UI".U.UM ek pone Seves Ul | [ he: i the wubeed | 53 Ao A0 11.4
SWODDDOO0OH Mew  [WertRISC R GecEaplorer Senies Olfic | Thit is the subsect | 23 Aug 2005 11:4|
SPHTDUDUO] | Ascgre |Suppnt | Tan Biown : 23 g 0 133 Low
TOODOOON) |Chosed (Suppodt | Tirm Bliowms | Brattesy Calbiston 23 hug 2006 134 Low
SFATNEELE | |||.... St ARSI | GEOFPLORER (F MO cal mmmnay 76 fag G108 1 5| Unspmsted
SPAT 000000 | Suppot 4| GPS Pathinde Pocket | inrmary 26 g 2006 234 Unspeched
SERT e | ||,.... St A | LIGHTHING BRI AIRS wog smssarp 76 o AT 337 | Uz
| OO0t L0, AC3T4.00 | MO0 S5 S SR, 26 s SO0E 34701 fad
Ticket Count. 135

2. Inthe 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 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.

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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Tickets based on Ticket ID, Part Number, Serial
Number, Case Summary, Problem Details, or Solution
Details.

1. Select the Work Management tab:

Work Mansgemend. | Customes |
ShowMe | My Tnckets | Ticke Type [2a = St |2
Ewm | =] Ticket Type [21 || Paoduct Line [£1

Qusiy [Login' = “dosowni™ AND “STATUS' = "Cloced” AND REGIDN_MAME" = “/ssia Paclic™

QO .l.- .':-'.. el 1424 9,18
GPS PATHFINDER OF| Suppait oblzms instaling ontowrda | 21 Jul 2005
|GIS SERVICE PARTS | TMZ Repair &dmie [BealF houch screen nof respo| 22 Aug 2005
|PROZH | Suppaut | Batry Calbeadinn insus

SPATO000000TAT

D TRNOOOO 301 &
SPRTOONDOOONET? |Low

Tichet Court 3

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

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.

Remedy Support Request (SPRT) Process User Guide 11
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To create a reusable search, do the following;

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

Cualification Tool (cerheroz)

Sanich N, Ic

DWLR - AOW Tiew L

DWLH - Amencas - Hew

DWLH -2 Dalote

T T

SPHT A per-Al

SPAT - Npen

Bl Irakwne

SemchMame | SPATOpereMGISBlek  Cosmment. | |

= o= ezl a ] ] 5| eosa| uke | ano| on | wor |

Fosdd List. ﬂ HLILL I DATE TIMES TAMP LISER

Qualication | Fon' = "PX Suppoet Syrstemn® AND [A5SIGNED_GROUP = "Suppont” OR J Save
HESIGNED_GROUF = $3NULLY) AND ‘STATUS = "Opan” aMD [Businers
fues’ =TS - GIS™ OR Butiness fuea’ = $NULLE) Shael™ %

In the Qualification field, enter the search string.

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

Click Cancel to close this dialog.

o vk o

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'
I="Approved” AND 'STATUS' I="Closed”

o  Find all tickets that have arrived in the last 24 hours.
'Submission Date'> ($\DATES - (60*60%24))

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.

Quick Update

Fegion
Business &rea

Azsigned Group

-

3. To apply these selections, click Quick Update.

Remedy Support Request (SPRT) Process User Guide 13
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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

14 Remedy Support Request (SPRT) Process User Guide
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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:

Add Compan:
e Froduct Line  FRCH Submrrrion Date 3060 2005 21153 pm.
tpdabss Lampang Type Product Fadue - Hudwae = Friotiy [Low
- -
Sulect Contast ) Raltey I Compory Name + [07 Company
2 Asigrad Gioup | Support | % Full Hame Tien Becwan
Add Contact
S G - Fhene |Gasggs
#t Cont, + AsmgnedTe  [TinBowm - Region [Aunericas
Weh S/ Lookup
. Eenad / Altachimends / Links | Ao | Case Hishory |
Somd Emadl Problem Solution | Ceitsed Dol | Fioducr |
Tickel Type ICads Surminiy
PaniH bttty el chatgh _J Prouct I Ll
- I7 Attachmarts
Creale
[ Krowiedge Base:
Link Tiskeots Emsl Rewd 2
Pioblen Dol Spell Check Sobitior Detad  Spell Check
Dear Suppoit. J Fecommendsd upgaids 1o kalest version of lecsiwet J
Farrmare wehich inchades & B f lon e e
After chargreg the baltsop m g FraiH awemeghl a8 5000 pictlem. (et atlachment
Al urphag the: powat the battery Bght starts Aaching and
won't stop.
Hegads
Tin Ricwers
Caac Aclivity
Marual Erty | | Add
uick Mote | ~|  AduN

|22 S 2006 13280 o | Assigrad To clesend
Statuz TimBrown |22 Sep 2005 1:3259 p | Status updsted to Open
Uk, Hoke Ton B | 30 Ay 2008 2AG00 o | Ledl imesrrarge - swhdron schvred
1 | A0 B JO0S 21002 | Tkt Suberutbed

| 30 Aug 2006 211:33p | T
|3 E

Remedy Support Request (SPRT) Process User Guide
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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.)

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

Product Line FROxH Submiszion Date 30 Aug 2005 2:11:33 p.m.
Type |Pr0duct Failure - Hardware j Friority |L0w j
Feazon |Battery j X Company Name + |><YZ Company
rl Azzighed Group |Supp0rt j %  Full Hame Tim Brown
Sub Group | | Phone |g43-9535521
Li Aszzigned To |Tim Brown j Fiegion |Americas j

3.  Click Save.

16 Remedy Support Request (SPRT) Process User Guide
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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:

Lasgt Ticket Created

SPRT 00000000320
Keep Window Open [ ¥

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

Main Menu

Ticket Type

Suppoart Request -

LCieate

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

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
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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.

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:

Product Line Submizsion Date

Tupe | Pricrity | j
Reaszon |

I+

Company Name + |

LebLefle fletie]

Aszzigned to Group | %  Full Hame
Sub Group | FPhane |
* Azzighed To | Reqion | ﬂ

;O: Tip - For more information, see Case Types and Case Reasons, page 51.

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:

18 Remedy Support Request (SPRT) Process User Guide
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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.

Remedy Support Request (SPRT) Process User Guide 19
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20

3. Use the following dialog to enter the details you have and then
click Search. Contacts that match your search criteria appear.

—:<7; Tip — Use the e-mail address first, as this will give the best results:

Seare:h Contos feerbirus)

Caneel

Fest e

Clear  Last Hame

Email Addrress
Phene Ho,

e
—

The Fiat Name and Last Hame fislds slow bor leading searches. The other fiekds iequie an exsct match.

Double Click & record to sebect.

4. Double-click a record to select it and populate the contact

details for th

e 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.

Remedy Support Request (SPRT) Process User Guide
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Selecting a contact using the company name

1. Inthe Company Name field, enter the name of the company (or
part of the name) and then press (Enter). A list of companies

appears:
Product Line Submission Date
Type | | Priority | ~|
Reazon | j i (Eompany MName + | ]
2 Assigned Group || j *  Full Name
Sub Group | j Fhone |
*  Azzigned To | j Fiegion | j

-\O’; 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. Inthe 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. Inthe Main Menu, click Add Contact:

% Mew Contact

Contact Manager
Fobome | Contact Staber  © Artive © Inactioe
LestMame | 141 Compary Mare [#ZConpary
Cortact Type Al Cisto 16

Motes [—_l (= shetame - -
Fiagatidion Comaryy |

Addieas/Phone | Riginafion System | Cetiied Traines | Syslem |

(Gamefs Compane Samn A S ) e T

Country = [ =] Paimd [
Addees | | [Emsinsdesse | |
Fax Mo |

Ciy l— MienaicPhoneo
Stste v | FonCode - e

(Pronetia - | Bas| |

Pager [

Ana Cade I CormyCods |

Aasccibn o Company: Muye

ComparyTyes [ =]
Rogon BN —

e

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,

& 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. Inthe Company Name field, enter Customer Registration System

and then press (Enter):
Product Line Submizszion Date
Type | ﬂ Pricrity | j
Reason | ﬂ X Company Mame + | Customer Registration Spstem ]
2 Assigned Group | ﬂ *  Full Name
Sub Group | ﬂ Phone |
* Aszigned To | ﬂ Region | ﬂ
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2. Click Add Contact:

Contact Manager

First Hame |

Last Name |
Contact Type ﬂ Customer [
B £ Site Hame + | |

Fiegistration Compary |

Contact Status ' Active U Inactive

L& Company Mame |Eust0mer Fegistration System

Motes ‘

Addrezs/Phone l Fegistration System | Certified Trainer | System

Same As Company Same As Site Account D +
(Eountry + |— - FPazsword
Address ‘ Lo (Email Address + ]
Fax Mo. |
City | Alternate Phane N0.|
' State I IF'ost Code ’— Cellar |
Fhone Mo. + ’7 Ext + ’_ Pager

Area Code Country Code ﬂ

Company Type | j
Fiegion -
| J Fielationship | j
Dealer |
Has Breeze account? [ ‘es
Aszzociate to Company: | Move

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. Ifrequired, 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.

Address/Phane ] Celified Trainer] Systerm ]

GlegistrationPassword | ] Market Segrient |

[~
[~

Registration Contact Type| Compary Size |

Motify when product warranties/support due to expire? © Yes © Mo

b. Inthe 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.

Ennal # &llschunents # Lrks | Al | Care Hivlony
Froblem S ohution Contact Details | Product
LCompany Intormation  Llear
Aulibhexx Rilling INY
Company Typa
Helationship
Region
ity SubHegon | =
State Addvers Type | Bl
Postal Code
Counliy
Contact Information  Clear
Phone - Difice | Ed | Contact Type
Phene - 0D *  Sile Hame
Phone  Cod Lontact Holcz
Fax
Emal Addiess |
- Inthe 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.

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. Ifyou 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.
Email /# Attachments / Links ] Audit | Casze History
Prablem Salution ] Contact Details Product

Clear Product Details

#* Product Family | j Business Area ‘ j
Product Line | j Supplier

(Pmducl Part Number + | ] Serial Number + [
Part Description Check For OSD Mon-Sernalized Unknown
Werzion | Eztended ‘warranty 540 |
Original Sales Order | Original Ship D ate j

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. Ifyoudo 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.

Email / Attachments / Links | Auckt | Lt Histoay
Probiem S ohation | Corfact Detods Praduct
Jeran Praphuc: i

+ Product Family | - [n...;.m. Aiea | j]
{Pmdu:l Line | = Supplict

Product Part Humber + | Senal Number +

Part Dezcription HonSerialized  Unknown

Check For D50
Version | Extended Wananty 5/0
Ooignal Sae: Order | Onginal Ship Diste. -

4. Ifyou 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.

Remedy Support Request (SPRT) Process User Guide 27



The Support Request (SPRT) Form

5. Ifyou have the serial number of the product, enter this into the
Serial Number field. If you have also entered the part number
press for the system to check if the product is registered. If
it is, it populates the Original Ship Date field.

Email / Attachments / Links ] Auadit ] Casze History
Problem Salution ] Contact Detals Product
Clear Product Details
+ Product Family | j Business Area | j
Product Line | j Supplier
(Pmducl Part Number + | ] [Selial Number + | ]
Part Description Check For OSD Non-Serialized Unknown
Wersion | E stended ‘W arranty 5/0 |

Original Sales Order | (Driginal Ship Date - I

6. Ifyou 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 REC tickets. To do this, click Refresh. Double-click a ticket
to open it.

Product History

Records displayed here are previ records created for the same Part Humber and Serial Number.  Hefrezsh
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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.

Email # Attachments / Links Audit ] Casze History
Problem Solution Contact Details ] Product
(Caze Summary
Product ssus I—LI
[ Attachments

[™ Enowledge Base

s millL

=

(Soltion Detal Spell Check

| .|

fProblem Detal  Spell Check

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.

& 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.

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.

Casze Activilty
Manual E ntry | J Add
Quick Note | ~| Add GN

Details Refresh

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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e 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.

o Ifthelist 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.

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;

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

»  Toreply 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.

Contact Datailz | Product
Bt | LCase Higdery
Manaye Files Reliexh Counit
Linked Recods [r.u.:. By |Emal - n.-.h.ul.]
I I I
Count 0

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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Accessing file attachments

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

Email / Attachments / Links ] Audit ] Casze Higtory
Problem Solution | Contact Details ] Product

Casze Summary

ProxH battery wont charge J Product |ssue -

I Knowledge Base
Email Rcvd 2

Problem Detail ~ Spell Check Solution Detail  Spell Check
To extract an attachment from the case, do one of the following:
o Ifthere are only one or two attachments,
a. Select the Email / Attachments / Links tab.

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

Probilem Sollion | Contact Distals | Fioduct
Email / Atachments / Links | P | Crrsee Histony
Allachments

File Mame
22007061 _Timbke Ranges_DS_070%_kpdl

Manage Files Refreth Count |
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.

Sysiem Email Heply
TiketType  [Sunped Flequest ~| Email Type®  [Incseng |
Tiche! ID SPRTOC000000320 Resd 5latus Urpead -

Cortact Mame | Tien Brovn

Altsthorents T ™ Yes (Mo

e )
FileMame | Fie Sze | Attach Label |
-] Emad2ST... SIKE Flain Tt ...

HTML Cantant

RTF Comnbenk

Wahos
EVEmalzsT,.. | 5648 Emead

f. Inthe 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.

» Ifyou 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.

Syslem Email Heple
TicketTrpe | Suppont Roquest | Email Typs®  [Incoming -
Tieka I SPATONOONON3M e Status Uinresd -

Contact Mame | Ton Biowm

Aachments 7 = e T Mo

Mestage W|uwem|

Add Mew Al Al Heliesh Ualre

To open an attachment double-click, the file name.
To save the attachments, select the Original Email tab.

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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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.

Email # Attachments / Links ] Audit ] Casze History
Problem 5olution l Contact Details ] Product

Casze Summary

J Product lssue hd

[ Attachments

Froblern Detal  Spell Check _ Solution Detail Spell Check

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.
Email / Attachments / Links ] Awddit ] Casze Histary
Problem Solution l Contact Details ] Product
Casze Summary
J G‘roduct lszue I—Lﬂ
I Attachments

[ Knowledge Base

2. Do one of the following:
- Ifyouare unsure if it is significant, select Potential

- Ifyoua 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.

-:O:— Tip - For more details on the Product Issue process see the Product Issue
Process section.

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.

[SPRTOO0000O0320 - Case Time 217 Status
3. Click Save.

Managing duplicate requests

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

& 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:

g.
h.

Note the ticket ID.

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

For the Case Summary,; Problem Details and Solution Details
enter Duplicate

For the case Type select Duplicate.

For the case Reason select Multiple Requests.
Assign the case to yourself.

Set the Status to Closed.

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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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:

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. Inthe static window set the Status to Open.

| SPATOO000000920 -LMI 0:53 Status [T |

2. Click Save.
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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. Inthe static window, set the Assigned Group field to the
appropriate group, if required.

Product Line FROxH Submiszion Date 30 Aug 2005 2:11:33 p.m.
Type Product Failure - Hardware j Friority |L0w j
Feazon Battery j X Company Name + |><YZ Company
2 (Assigned Group | Support E %  Full Hame Tim Brown
Sub Group | | Phone £43-963.5521
*  Azzigned To |Tim Brown j (F!egion Americas j]

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

4. Inthe 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.

Ernail / Attachments / Links | Audit |

Casze Higtory
Frablern Solution ] Contact Details Product
Clear Product Details
* Product Family | j ﬁ}usiness Area |TFS -GIS j]

Product Line  |PROXH | Supplier

Product Part Humber + | Serial Number + |

Part Description Check For 0SD  Mon-Senalized Unknown
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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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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. Inthe static window, set the Assigned 7o 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.

Product Line FROxH Submiszion Date 30 Aug 2005 2:11:33 p.m.
Type |Pr0duct Failure - Hardware j Friority |L0w j
Feazon |Battery j X Company Name + |><YZ Company
rl Azzighed Group |Supp0rt j %  Full Hame Tim Brown
Sub Group | | Phone |g43-9535521
Li Aszzigned To |Tim Brown j Fiegion |Americas j

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. Inthe 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.

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.
Frablern Solution ] Contact Details ] Product ]
Email / Attachmenits / Links il Audit | Case History |
Attachments
Manaqe Files Refresh Count
Linked Records (Fillm By | j Reheslﬂ

Count

3. To open a ticket, double-click it.
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Creating a link between two Support Cases

You may need to link two support cases together for one of the
following reasons:

*  Youreceive 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. Inthe Ticket is a field, select Support Request.

B Record Linking (cerberus)

Sel a spusilic lickel lo seach lor by selectmy the kel type thon providing the Teckat (D,
[icker i a || Ticketin s Find Tickes 10 |

Or Set Search Criteria by selecting the Mecord Type you e searching fos, then providing 1 or more fiekd

walues 1o seacch on
Record Type to Link to: | Product s -
Search Busrmss deea  |TFS-GIS =l Produe Line FROWH =l
= Pout Wb | Prechict Famidy ;
Comparn Name + || Slaux |
Hord. Dotals | Product Issue Type -
Dete Opened = v | CorvectRepsaType =l
Mesults
@ MNate: Double Clicking an item from the: Results window will apen the record and closs the Recod Linking foom,

I 1 I I I I I

Matchng Records [

4. Inthe 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.

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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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:

e 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.

Email / Attachments / Links ] Audit I Casze History ]
Problem Solution l Contact Details ] Product ]
Case Summary
Thisz iz content of case Summary figld J Froduct |zzue | Patential -
[ Attachments

[ Knowledge B ase
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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.

Email / Attachmentz # Links ] Audit ] Casze Histary ]
Problem Solution | Contact Details | Product |
Caze Summary
Thiz iz content of caze Summary field J Praduct lssue | 'Y'esz -
[ Attachments

[ Enowledge Base

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;

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

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.

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.

Using ISSUE forms as a support tool

Tech Support can search all ISSUE forms currently existing in Remedy.
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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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Type Case Associated Type Reason
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
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Type Case Associated Type Reason

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
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Type Case

Associated Type Reason

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
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