Service Réqueéts



Service Reguests - Henvendelser

e | modulen Service Requests kan du registrere henvendelser og
folge med pa status pa eksisterende henvendelser

e Ved a benytte Service Requests oppnar du
— Raskere kommunikasjon til riktig avdeling
— Dokumentasjon av saken i ettertid

e Derfor: Bruk Service Requests i stedet for mail eller telefon
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I All Service Requests

Created Date

> 10062009 10:28:3¢ 1-1453025305
100062009 08:40:0¢ 11455025001
27052008 13:16:4% 11452551471
13.05.2009 14:55:4% 1-14509954135
21.04 2008 14:59:17 11450366101
15.04 2008 16:09:3% 114350226101
17.03.2008 10:03:11 1-14458350355
17.03.2009 10:01:51 1-1448350349
16.03.2009 135:42:12 1-14452954351
12.03.2009 10:27:58 1-1440055249

<]

Service Request | Connection #

FIILICEN Sendice Requests

ervice Request List

Date Opened

10,06 2009 10: 2852
10,06 2009 09: 23 5¢
27052009 131545
13.05.2009 14:54:1¢
21.04 2009 14:59:20
15.04 2009 16:09: 3¢
17.03.2009 10:02:1:2
17.03.2009 10:00: 57
16.03.2009 13:42:57
12.03.2009 10; 26 5¢

Agr 2ements

Dashboards

Customer Ref £ Area Sub-Area

123456

Leveranse Operatar Annulleringansele Phone

Forespearsler Telelosji
Leveranse Kapasite Endre til ekspress
Forespearsler Telelosji
Leveranse Kapasite Annet

Leveranze Kapasite Endre til ekspress
Ezkalering Annet

Leveranse ADSL

Endre til ekspress

Leveranse Telefoni Booke ny avitale/Enc Cther

Channel
Andreassen
Limcdberget
Duboyskis
Phone Dale
Jara MetBusiness  Dubovskis
Jara MetBusiness  Dubovskis
E-mail Engebakken
Fax Engebakken
Jara MetBusiness  Lund
Phone Algrary

Roger
harizn

liz

Hanne

liz

liz

Elinor

Elinor

halin Berger

Tone

Contact Last Ham Contact First Ham Status

Submitted
Submitted
Submitted
Submitted
Submitted
Submitted
Submitted
Submitted
Submitted
Submitted

Service Request Detail

|Menuv|

| Mewy || Copy || Gluery |

Service Request Profile:

Service Regquest ld 4 4453003303
*hrea;
Ordler #:
Oreler Line tem #:

Connection #:

Ahstract:

*Dezcri

= Zubmit || Cancel Request | | Reopen

[+]

|
H

*Channel:

*Sub-Area:

ote Line tem #

Iy oiced:

FHZ I oy 757371

Cloze UnLock
Service Request Status:
IE‘ Etmail On Status Update: —

& .
US| 5 pmittect [+]

Laszt Submitted Date: 10.08.2009 10:28:52

2= [4]

AnswwersResolution:

-

Lock SR fnt.: [~

Open Activities (rt.y [

Date Opened: g og 2009 10:28:52

Date Closed:

Last finished Date:

B

[~

Internal SR (rt.: [

=
i

[+]

telenor



File Edit

Gueries: * Open SRz E‘ ).) p J []'

27052003 13:16:4 1-1452531471
13.05.2009 14:55:4 1-1450995413
21.04 2009 14:58:17 1-1450366101
1:3.04 2009 160932 1-1450226101
17032008 10:03:11 1-1448550555
17032009 10:01:51 1-14409350349
16032009 13:42:1% 1-1445295431

Senice Roquests Dashboards | Actwitis | Cotacts | invoicos | Litorature | Search | Products | Qua

Service Request List

27052009 1315045 Leveranse Operatar AnnulleringMansele Phone Dubovskis lljz Subimitted i N
13.05.2009 14:54:18 Faoresparsler Telelasji Phone Dale Hanne Submitted RFTFTTITITIET
21.04.2009 14:59:2C Leveranse Kapasite Endre til ekspress  Jara NetBusiness  Dubowskis lljz Submitted dszds

15.04 2009 16:09: 35 Foresparsler Telelasji Jara MetBusiness  Dubovskis lja Submitted WEENY

17032009 10:02:12 Leveranse Wapasite Annst E-mail Engetakken Elircr Submitted UNMSHYLD D&
7032009 10:00; 57 Leveranse Kapasite Endre til ekspress Fax Engetskken Elirr Submitted TULL G TEYS
16.03.2009 134257 Ezkalering Arnnet Jara MetBusiness  Lund Malin Berger Subimitted Ezkaleting Test lin z

| »

Service Request I 4 4 4esn25005

*hrea
Crrcler 3
Crder Ling fem #:

Connection #

Abstract:

*Description:

Account Inform
Customer Ref
*Contact Last Na

Contact Phone

lz‘ FStatus: o it lz‘ Ciate Closed: =
] Suote Line tem #: o] Last Submitted Date: 10.06.2009 135:39:16 Last finished Date:
Invoice#: =
- - AnzwersResolution: j
FHZ Icd:

| Bl 1oi11+

= Submit | | Cancel Reguest | | Reopen || Close UnLock

Service Request Status:

[+]  Email On Staius Update: Date Opened: 45 05 2009 13:39:16 E

[~

=

_:l Lock SR rt: [ Open Activities (nt.: [ Irternal SR (Int.): v

% # Processed (Int.): O e Drste (nit.): 2]
- Sub-Status (It Unassigned lz‘ Ot (It ) =

Priarity (Irt 1 ; Reazon (Int.):

telenor



Filz  Edit

ﬁi" J Ej Queries:  * Open SRs IE‘ ).) ,O J fHI

SR

[Home | Accourts | Assets | Orders | Quotes |IENTELERTRERN Agroements | Dashboards | Activiies | Cortacts | Invices | Literature | Search | Products | Quality | Commurications |

Service Request List

27.05.20091316:4% 1-1452551471 27052009 1315:4% Lewveranse Operatar AnnulleringManselle Phane Dubovskis lljz Subrmitted VAT "
13.05.2009 14:55:45 11450995413 13.05.2003 14:54:1¢ Foresparsler Telelosji Phone Drale Hanne Submittecd hmmmmmm 1
21.04 2003 14:59:17 1-14503661 01 21.04 2003 14:59:20 Leveranze Kapasite Endre til ekspress  Jara NetBusiness  Dubowskis lijz Submittecd dssds
15.04 2009 16:09:3f 11450226101 15.04 2009 16:09: 3¢ Foresparsler Telelosji Jara MetBusiness  Dubovskis lja Subrmitted WVENVENY
17.03.200910:0311 11449350353 17032009 10:021% Leveranse Kapasite Annet E-mail Engebakken Elinor Submitted UMMSHYLD D&
17.03.200910:01:51 11449350349 17032009 10:00:57 Leveranse Kapasite Endre til ekzpress Fax Engebakken Elinar Submitted TULL OG TEYSs -
16.03.2009 134212 1-1449295451 16052009 1354257 Eskalering Annet Jara MetBusiness  Lund Ialin Berger Submitted Eskalering Testlin g
| | oy
Service Request Detail [ BN 1of11+ 3
| henu + | | ey || Copy || Gluery | = Submit Reocpen || Close UnLock
Service Request Profile: Service Request Status:
Service Reguest ld: 1-1453025005 *Channel: Other El Etnail On Status Updste: I_ Date Opened: 10.06.2009 13 39:16 &
*hrea: lE‘ *Sub-Area El FStAUS o it lE‘ Date Closed: =
Crrler #

Order Line ftem

Connection

Abstra

= # Processed (It 0 Ciue Date (Int.2: B
*Description: i i
Sub-Status (Int.): Unassigned E Ot (Irit. =
J Priatity (Irt.): 3-Meddium lE‘ Reazon (Int.): lE‘
Al Comiment (Int.): 2|
Account Infoj mment Summary (Irt.); %‘
3 - .
ustomer Ref #: ACCOUNt: Toiaror Telecom Sob ]
* < .
= Cortact First Wame: Warian J

Contact Email:

telenor



File Edit J gate Gl Tools  Help

) J &l Queries: ~] 2 Q J H

Search for Order #:1-1426758097 = Order #:1-1426758097 = SR &

[Home | Rccourts | Assefs | Orders | Quotes JENTELT LN Agreemenis | Dasnboards | Actites | Contacs | invoices | Literature | Search | Products | Quaty | Communications |

Service Request List

Service Request Detail

| hlenu - | | ey || Copy || Clery | = Submit Reopen || Close UnLock

Service Request Profile: Service Request Status:

Service Reguest id:

*Channel: Cther IE‘ Email On Status Update: |_ Date Opened: 10.06.2009 09:23:55 B

: * . '
QE-AIE3 Boote ny avtale/En [+] StEUS o pmitted [] Date Closed: H

Last Submitted Dete: 10.06.2009 05:23:55 Last finished Date:

* g -
# | Leveranse Telsfoni [+

Orcer #: |Leveranse ADSL FY
Leveranze Operataraksess,
Orogh Line tem #: fLeveranse Telefani
Leveranse Kapasitet
Connection & |Leveranse Telelosji FHS Id
Leveranze SHDSL g

=1
m
c
3
o
=
I
3+
5l

AnsyersiResalution:

]
L | lm

Apatract: |Jara Support %
Eskalering = Lock SR nt). [~ Open Activities (nt.); [~ Internal SR (nt.); ¥
Faktura
Foresperslier El # Processed (Int.): O Due Date (Init.):

Sub-Status (Int.): Unassigned |z| Crovner (Int . Lindberget
Priority (Irt.): A-Medium lz‘ Reaszon (Int.):

Add Commenrt (Int.):

KN

Lo Do =) =

Account Infermation: Comment Summary (Int.:
Customer Ref # 123456 *Account: Telenaor Telecom Sal 4
k! - L i .
Cortact Last Mame: Lindberget ] Contact First Mame: Marian
Contact Phone #: Contact Email:
Activities
[Menu~| [Mew | [ Query | Mo Records | [52)
Created Category Type Comments Status Priority Start Due Attachments Contacts First Hame Assigned To
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Service Requsts — Area (saksomrade)

e Du velger Area avhengig av sakstype:

Leveranse — blir rutet til Kundeservice
Brukeradministrasjon — for a opprette / endre brukertilganger

Jara Support Servicetorget — for a
avklare problemer / melde feil til Jara Support

Jara Feilmottak — for a gi ny informasjon eller stille spgrsmal til en aktiv

Feilmelding, eller generelle spagrsmal til feilhandterings prosessen (Trouble Tickets)

Eskalering — blir rutet til Service Manager

Faktura — blir rutet til Billingavdelingen

Forespgarsler — blir rutet til Salgsstatte

SLA kompensasjonskrav — blir rutet til saksbehandler

Annet — saker som ikke dekkes av andre Area, blir rutet
til Service Manager
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File  Exlit

Toolz  Help

=3.=JJ |§] Queries: IE‘ ,.:) }:) J ﬂ'rl

Search for Oroder #:1-1426738097 = Order #:1-1426733097 = SR #:

[Home | Accourts | Asses | Senice Requests Dashboards

Service Request List

Service Request Detail |

[ meru | [Mew |[Copy |[Query | = Suemit Reopen | | Close UnLock

Service Request Profile: Service Request Status:

Service Request Iy 4455005001 *Channel: -y

* - o o
AIBR | everanse Telefoni [+] Sub-Areg

il On Status Update: [ Date Opened: g ng 2004 09:23:55

y avtaleiEndre dato |+ FStetUS! o pite [ Date Closed: =

Order # 4 1426758097 [ duote Line g g [snnuierinafansslierng & jtted Date: 10.08.2009 09:23:55 Last finished Date:
Booke ny avialeEndre dato
Crder Line kem # 2] Inyfioices; (Endre til ekzpress =
Endring av Koperson, TIE.nr ersRefolution:
Connection # HS Idl: |Etterlyzer returmeldinger
Hyem ringer J
Ahstract: Manglende |SDM-boks
Problemer med Personsyar Loclf/ SR ont.): [ Open Activities (nt.): [ Internal SR (Int.y [V
Samtale erter
Wennligst book ny svtale.. Widerekohling/Spesialhenviznin % |Professed (Int.); 0 Cue Date (nt.): i)
*Dezcription:
ub-Status (Int.): Unassigned |z| Crovner (Int.): Lindberget =
Priority (Int.): 3_hedium lz‘ Reaszan (Int.): lz‘
Adid Comment (Int.): =]
Account Information: Comment Summary (Int.): %‘
Customer Ref #5342 FACCOUN Teienor Telecom Sob [
*Contact Last Mame: Lindberget ] *Contact First Mame: | .00 J
Contact Phone #: Contact Email:
Activities ime: ! 1
[mer = | [rewe | [[@uery | Mo Records | [52]
Created Cateqo T Comments Status Priori Start Due Attachments Contacts First Hame Assigned To
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File Edt | = Query Toaols Help

o) @

Search for Order #1-1426758097 = Order #1-1426758097 = 5K &

Queries:

K= N

“Hom | Accounts | Assets | Orders | Quotes |ISTYTEXTIIERTN Agrcomnts | Dashboards | Actviles | Contacts | Invoicos | Lierature | Search | Products | Qualy | Commurications |

Service Request List

Service Request Detail

[ meru | [rewe | [Copy |[Query | = Submit Reopen | | Close UnLack

Service Request Profile: Service Request Status:

Service Recuest i 11453025001 *Channel: Other lz‘ Etmail On Status Update: r

Py * . * .
AIER | cverange Telefoni |E| Sub-AIER y utale Ercre dato IE‘ Statust o pmitted

Abstract:

Lock SR (rt.: [

/]| [

wennligst book ny avtale.. # Processed (Int.x O

*Dezcription:

Sub-Status (Int.): Unassigned

Priority (Int.): 3-Medium

L

Add Commenrt (Int.);

Account Infermation: Comment Summary (Irt.):

. * 2
Customer Ret #5340 ABEOUM | Telenar Telecom Sob (4

antact Lazt Name: Lindberget ontact First Mame: oo

Contact Phone #: Contact Email:

Order # 4 1426755007 [ Quote Ling tem & | Last Submitted Dete: 10.06.2009 09:23:55
Orer Line fem # =] I oices: =
AnsyeersiResaolution:
Connection #: FH=Z Id:

Date Opened: 45 05 2009 03,2555 B
|z| Diate Closed: H

Last finished Date:
=

Cpen Activities (nt.): [ Internal SR (rt.): v

Due Date (Int.):
[~ Owmer (MY | ingberget
E Reaszan (Int.):

rm = |« = ®

K

Activities

Created

o Records EI

First Hame Assigned To
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Etter at en Service Request er
registrert:

Folg med pa status:

INn Process betyr at saken er under behandling

@nsker du selv & avslutte saken, endrer du
status til Customer Closed

Status Incompleted betyr at noe mangler. Hva som mangler fremgar i
Description feltet. Nar du har oppdatert Requesten, endrer du selv status
til Customer Updated

Completed betyr at saken er ferdig behandlet — du kan lese svar pa
requesten i Description feltet og evt. pa vedlegg under Attachments

Du kan motta mail ved statusendringene Incompleted og Completed
forutsatt at mailadresse er registrert av deg i Account/Contacts modulen i
Group Email kolonnen.
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Service Reqguests knyttet til Orders,
Quotes, Invoice og Trouble Tickets

I Jara Netbusiness er det mulig & knytte Service Requests til
— Orders
—  Quotes
— Invoice
— Trouble Ticket

Egne underappleter er laget for & legge inn Service Request dirrekte fra Orders-, Quote- og Invoice-
modulen

For Trouble Tickets er det en egen knapp Create Service Request som tar deg dirrekte til Service Request
modulen

I Service Requests bildet er Quote-, Ordre- og Invoicenummer lagt til i listen slik at man kan se om
Service Requesten er knyttet til en spesifikk Quote, Ordre eller Invoice

Opprettes det en henvendelse dirrekte fra Service Request modulen, anbefales det at referansen til
Ordren, Quoten, Trouble Tickets eller Invoice legges inn i respektive felt.

Opprettes det en Service Request dirrekte fra Service Request modulen og Area settes lik Faktura, vil
feltet "Invoice#” veere obligatorisk a legge inn.

Det anbefales at henvendelser relatert til en bestent Orders, Quotes, Invoice eller Trouble Tickets,
opprette fra den enkelte modul. Service Requesten vil da bli ”knyttet” opp mot referansen til den
enkelte Orders Quote etc.

1L f€ telenor



File Eclit

e

Gluaote:

[ome | Accourts | Assets | Orders |JETEZEN Service Requests | Troube Tickets | Invoices | Products | Lteraturo | Search |

Guote List  Qucte Line tem Search

Quote
[Menu = [Mews | Cancel | [ Query |
Quote Details More Info
Cuote # Customer Ref # Completed Line tems:
*Acoount: ) *Channel: E Tatal Line ttems:
*tatus E *Crested:
Email On Status Update: | e e

*Contact Last Name:

(BN EEN Service Requests

Mewy | | Save Cancel Reguest || Reopen || Close || Lock || UnLock
Service Request | Status Area Sub-Area Description

Wiork Phone Mumber:

Customer Ref #

Crested By:

Comments:

B Contact First Mame:

Cell Phone Mumkber:

Quote # GQuote Line kem  Account

Gueries:
=
=
Channel

Mull Giuery

M 20| M

E Mo Records E‘

Mo Records EI

Contact Last Ham Contact First Ham

12
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File  Edit

©| 8

Crroler #:

Change ISP &pproval

[Home | Accounts | Assets |KEXEZRN Quotes | Service Requesis | Trouble Tickets | Invoices | Products | Literature | Search |

Orders Search Order List

Sales Orders

| hdenu + | | = || Gluery |

= Submit | | Reopen || Cancel
Order #: *Order Date:
Project Reference: Comment:

*Order Type,

Order List || Live tems

Mewwy | | S5 Cancel Request | | Reopen | | Cloge || Lock
Service Request | Status Area Sub-Area Description

4

UnLock

Customer Ref #

Account #:

* A coournt:

*Channel:

Order #

<]

Order Line kem Account

Gueries:  * MNull Guery

= 2o

[4] MoRecards [] | B3]

*Status: [+

Etmnail Motification On Status Updste: =

Mo Records @
Contact Last Ham Contact First Ham Contact Email

13
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E}

@ |

Service Request:

[Home | Accounts | Assets | Orders | Quotes | Service Requests | Troubl Tickets |ITTERN products | Lierature | Search |

Invoice List
Invoice

Invoice Details

Wiewy Invoice

Tax Info

Flrvaice # Invoice Date: “alug Added Tax: Met Amount:

(]

Account: i

*Irvoice Type: Total Amount:

Paymert Term: 5 status Info

Billing Account: Status: IE‘ Due Date:

QCR Kid:

Closed Date:

Payment Status:

SR Humber

Status

Area Sub-Area Description Customer Ref 2 Account Contact Channel

<

Queries:  * MNull Query

Y 2 2| H

E‘ Mo Records E‘ El

Mo Records

=

Contact Last Ham Opened Date AnswerResolutio

Invoice #

14
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File Edit View Help

) J & Queries: | * Mull Guery [~ jelye; J H

TT=

[Home | Accouts | Assels | Orders | Quotes | Senvice Roguests |RITTIESTETETN products | Literature | Search |

Trouble Ticket List

- - Ea)
Trouble Ticket List | [Menu~] [New | [Query | 1-10eft0s | [B] —
Trouble Ticket £ Connection Humhb Product Type Trouble Area FHS Id Registered Status Customer Reference Contact Contact Phone Hu Account
> 1100000621 75183620 PSTH Summetone 12087121 11.10.200% 15:1 3:0€ Godkjent 54460 Tommy Stramme 387970 Wentelo &
1-1000002591 38278030 ISPBX Cancelled Morten Melzon +4738797979000 01 Ventelc
1-1000005596 E7141157 PSTH Summetane 21379967 21.02.2008 14:20:1% Godkjent acn 734 Morten Melzon 35797978 Ventelo
1-1000005651 78436086 PSTH Summetane 21386865 21.02.2008 14:49:02 Godkjent WB Birynjar Gitlestad 3877333 “entelo
1-100001 4926 73502405 21370515 21.02.2008 13:39:52 Godkjent Ventelo Bedrift A5 0920410 Ventelo
1-1000041545 E2340376 21374516 21.02.2008 13:55:32 Godkjent =tig wentelo 75599975 “entelo
1-100008711 7279293 150N Cancelled Morten Melzon +47 38797979000 O Yentelc
1-1 000065531 2352211 *DEL full access Annet 21380466 21.02.2008 14:22:08 Annullert CTH Sak #394155 Rabin Alstad 75553975 Wentelo
1-1000065541 52391703 *DSL full access Annet 21380818 21.02.2008 14:23: 32 Godkjent #393691 KS Thaomas Jakobzen 3877333 Wentelo—
¥
4 T »
| Trouble Ticket List mel rert Log
[&] 1o 10+ ]
|Menuv| |New||Save| Cance |Query| |}ManuaIChedt||5tartTﬁt| = Submit
Fault Information
* ; : . . .
Trouble Tideet #: 1100000521 Customer Reference: 584460 FHS Id: 12067121 Status: Godkjert |E|
* Product Type: PSTH IE' *Connection Number: 75185620 = Register=d: 44 402005 1513 B Known Event: r
“End User Contact - Name: Maonica Extension Mumber: Appointed Date: = Expected Solve Time: 13.10.2005 16:00 B
“End User Contact - Phone #: 45091957 *Trouble Area: Summetone lE‘ Appearance Times: Closed Date: 13102005 15310 E
=
W
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[, %
 Home | Accounts | Assets | Orders | Quotes | Service Requests |[RITITTTSIEEN Forecasts | Dashboards | Administration - Runtime Events
Trouble Ticket List
Mot SUTMSIY: 4 TrycaF: 04/20/2008 10:07:22] Errr updlating husiness component % Cortact Fhone NUTREr: 55106080 ARCOLEHUTIEE  4oneg1 0 -
ez gy W B g 198 AR 0E ) Contact Emal Address: Emei Notficatior:
DMF Infermation
DhdF Mumber; 2 OMF Status: Expected Salve Time:
OMF Start; Customer Conzeguence: Aagreed Salve Time:
DhF Enc:
Trouble Ticket List (| Troukle Ticket List =0 (N RN Service Request List
| 1-30f3 |
Created Date Service Request | Connection = Date Opened Customer Ref £ Area Sub-Area Channel Contact Last Ham Contact
> 26012010 14:55:32 11558060151 2601 2010 14:55: 32 Faktura Kapasitet faktura  E-mail Andreazzen Foger
2501200122301 1-1558025542 2501 2010122301 Andreaszen Roger
2501 2010122245 11558025541 250 2010122245 Andreassen Roger
b/
| 3
O oofo

ﬂ Internet
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File  Edlit

a5 J @ Oueries: [+*] 2 0O J tH
SR &
Assets | Orders | Quotes [ISTWTEXTSTI=TR frouble ickets | Products | Litorature | Search |

Service Request List

-~
All Service Requests L 1-10i1 | [E]
Description Invoice® Chuote & Quote Line kem 2 Order 2 Order Line ltem # FHS 1d Attachment Last Submitted [ Account Date Closed
> Beskrivelse (Srable)
Kl 2]
Service Request Detail [4] 101 [¥]
[Menu | [Mewe | [ Copy |[@uery | [ = Submit | [ Cancel Request | Recpen || Close
Service Request Profile: Service Request Status:
Service Reguest |d: 1-1563904101 *Channel: Jara MetBusiness El Email On Status Update: r Crate Cpened: =
kg - -
FER Leveranse ADSL |:| TH=Zr e, Annet |l| Status: ey EI DEii Clleszat ]
Order # |4 1581628251 ] Ewells s e i = Last Submitted Date: Last finished Date:
Order Line tem & 4 _pTrazny ] Invoice#: ]
Answers/Resolution: o
Connection #  gnag2435 FHS Ici: T
-
Ahstract: = _I
=
Beskrivelze =
*Diescription: .
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