DRM DISPATCHER USER MANUAL

Overview:

DRM Dispatcher provides support for creating and managing service appointments. This document
describes the DRM Dispatcher Dashboard and how to use it to manage your schedule.

Work Order information is now saved as part of the customer’s history. The work order contains
information to assist with scheduling the work, track progress, and store details about the job. There are
two main types of appointments: 1) appointments linked to a Work Order, 2) appointments not linked
to a Work Order. All appointments related to a customer’s account should be type 1 linked to a Work
Order. Appointments made for vacation, sick time and in-house projects and not related to a
customer’s account are type 2 not linked to a Work Order.

Dispatcher Dashboard
DRM Dispatcher is an additional program launched from DRM Windows Schedule Menu that allows you
to manage Work Orders and Appointments. As shown below:
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The dashboard is comprised of three main areas. The first area at the top is the Ribbon Menu and

appears like this upon entering DRM Dispatcher Dashboard. The menu contains three tabs; Schedule,
Grids, and Tools Menus, defaulting to the Schedule Menu.

Schedule | Grids  Tools

oA i @) | + Schedule Start Date | 5/8/2012 -
3+ OO0OEeq e IR IED A -

Schedule End Date | 7/9/2013 -
Add wo Backward Forward Today ZoomIn Zoom Out Day  WorkWeek Week Month Timeline Refre

sh . . Print
Schedule Use Single Site =] ApptD

L

The second area is the Appointment Schedule Calendar with its controls section to the right of the

calendar. The yellow highlighted short dashed line controls the height of the Schedule area versus the
height of the Grid area
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The last area located at the bottom of dashboard contains the tabbed Grids which list 3 different
perspectives of work orders and appointments:

1. Work Order Grid: Lists all work orders entered for the date range

2. Dispatch Grid: Only lists work orders that have not yet been scheduled. This will likely be your
primary workspace.

3. Appointments: Lists all appointments for the date range, and is a combination of work order
appointments and time-off/blocked time appointments.

WO Grid | Dispatcher | |

[ »|[_Find ][ Clear

WO # Account # Site Name Bill Name: Site Address Site CIty Tech JobDate  Create Date Queue Appt Code Status Priority Zone Duration Invoice #  Payment
2
0 40-1 ANNE INN, THE QUEEN | THE QUEEN ANNE INN 70 QUEEN ANNE RD CHATHAM 7/8/2012 7/ef2012 SERVICE Scheduled Normal 5 &0
1001 18-2 ABBOTT, WILLIAM ABBOTT, CHESTER 132 OCEAN EDGE DR N. CHAT... 782012 792012 SERVICE Scheduled Normal o &0
» 00 40 A I QUEE QUEEN A I 0 QUEEN A D 820 0 0 HEA a 60
123 251 BRENDA LUCAS, PAUL & |LUCAS, PAUL & BRENDA |MALABAR RD W CHAT. 7f10/2012 7/ef2012 SERVICE Scheduled Normal 5 &0
i)[#4][«] Record 30f 4 [0 ][m][m] « [
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Work Order Management

Creating a New Work Order:
To start creating a Work Order, first click on the “Add WO” button located by the left edge of the Ribbon
Menu. Alternatively, you can right-click on either the WO grid or Dispatch grid, to display the Popup

Menu and then select “Add WO”.

The Account Selection window appears as shown below:

Pick Account

Cancel

Accnt, #
7

Billing Mame

S

Site Mame

Site Address

Site City

5T | Phone 1

TG

Total Bal

ABBOTT, CHESTER

ABBOTT, CHESTER

90 SEAVIEW ST

CHATHAM

MA | 945-2384

122.0400

ABBOTT, CHESTER

ABBOTT, WILLIAM

132 OCEAN EDGE DR

N. CHATHAM

MA | 545-8746

0.0000

ACTON, EDWARD G.

ACTON, EDWARD G.

75 OLD MAIL RD

N CHATHAM

MA | 945-5069

21,8900

ALLEN LYALL, BARBARA

ALLEN, BARBARA

23 JEANETTE DR

CHATHAM

MA | 333-3229

-458.3600

THE QUEEN ANNE INM

ANME INM, THE QUEEN

70 QUEEN ANNE RD

CHATHAM

MA | 945-0394

-200.0000

LUCAS, PALUL &BRENDA

BREMNDA LUCAS, PALIL &

MALABAR RD

W CHATHAM

MA | 545-1561

0.0000

BROMAN, LUCILLE

BROMAN, LUCILLE

48 OLD ACADEMY RD

CHATHAM

MA | 945-5707

0.0000

COOMBES, ROBERT

COOMBES, ROBERT

450 MAIN ST

CHATHAM

MA | 545-2126

166.0500

DANIEL, BRUCE G.

DANMIEL, BRUCE G.

12 CABOT LN

W CHATHAM

MA | 945-3411

100.7100

DARROCH, ROY

DARROCH, ROY

52 COURT 5T

CHATHAM

MA | 545-3803

0.0000

THE DOLPHIN

DOLPHIN, THE

352 MAIN 5T

CHATHAM

MA | 545-0070

273.9500

GALLAGHER,, AGNES

GALLAGHER, AGNES

1414 MAIN ST

CHATHAM

MA | 945-3659

0.0000

[ﬁ]mm Record 0 of 39 [L]mw 4

The easiest way to find your customer is to enter the Account #, Customer Name, Site Name, Site City,

or Phone Number into the wide text box located to the left of the “Find” button. As you type in this
field, the list is automatically filtered and the matched text is highlighted in the grid. Unlike DRM-
Windows, notice that all fields are searched for the typed phrase. Note that if your search phrase
contains a space character, for example “Abbott, Chester” then you need to include quotes at the
beginning and end like this “Abbott, Chester”. If the quotes are missing, then the new phrase after the
space is searched for separately, and accounts that match any of the phrases are displayed.

Select an account from the grid by either, clicking once on its row (the background turns deep blue to

indicate that it is selected) followed by clicking the “Pick Account” button, or double-clicking on the row.

There are other useful approaches for filtering the Account Selection Grid. One way is to use the Column

Filter, which is the edit box located below each Column Name. Note that the column filter is different

from the “Find” in several ways; 1) it only filters on that one column, 2) Find does a compare based on

the field containing the filtered phrase, whereas the column filter requires the field to start with the

phrase 3) spaces are allowed in the column filter without needing quotes around it.
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The Column Header itself (where the column name is displayed) provides two useful features for sorting

and filtering the column. The column currently being used for sorting contains a grey arrow showing

direction of sort in the right hand corner of the column’s header area. To change the sort order of the

list, click the appropriate Column Header area anywhere except in the small box located on the right-

side, containing the down arrow. Click the same column header again to reverse the direction of the

sort.

Click on the box with the down-arrow on the right-side of the column header to see a list of specific

values to filter on. Check one or more of these choices. For example, limit the list to a specific town or

group of cities, as shown below:

Account Selection

Pick Account Cancel
-~
- Find | | Clear T
Accnt, # Billing Marme Sike Marme Site Address Sike City  [] ST Phone 1
.y e — [ cHaTHAM
ABBOTT, CH ABBOTT 3, CHESTER [ CHATHAMPORT
18-1 ABBOTT, CHESTER ABBOTT, CHESTER 90 SEAYIEW 5T [N CHATHAM
e [TM. cHATHAM
1071 ABBOTT, CHESTER ABBCTT, WILLIAM 132 OCEAN EDGE DR [lw CHaTHamM
4-1 ACTOMN, EDWARD . ACTOM, EDWARD . 75 OLD MAIL RD [] W CHATHAM
35-1 BLLEM LYALL, BAREARS SLLEN, BARBARA 23 JEAMETTE DR
40-1 THE QUEEM AMME IHM ANME IMM, THE QUEER 70 QUEEN AMME RD CHATHAM E
25-1 LUCAS, PALL & BRENDA BREMD# LUCAS, PALL & MALABAR RD W CHATHAM ... 945-1561
123456-1 BROMAN, LUCILLE BROMAN, LUCILLE 48 OLD ACADEMY RD CHATHAM . 9455707
33-1 COOMEBES, ROBERT COOMEBES, ROBERT 450 MAIN 5T CHATHAM . B45-2126
31 DAMIEL, BRUCE . DAMIEL, BRUCE &, 12 CABOT LM WOCHATHAM ... 945-3411
E-1 DARROCH, ROY DARROCH, ROY 52 COURT ST CHATHAM . 045-3303 i+
w
4 # 4| Record 1 of 41 B@@ < | >
— T = T ¥
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Once the customer is selected, the Work Order Viewer is displayed with the customer’s information
filled in as shown below:

s WorkOrder Viewer n—— - E@g

Acct # 5 Balance: 264.38 Site # 1

ROY DARROCH Regular: $64.38 ROCY DARROCH Ower 60

52 COURT 5T Budaget: §0.00 52 COURT 5T

CHATHAM, MA 02533 Prepay: $0.00 CHATHAM, MA 02533

945-3803 F/A Bal: $0.00 945-3803

JobCode  [SERVICE [+] mwoice = | 7| [ vien | wos o |
Queue |Unassigned j Status | j Priority |Norrna| j
Payment | j PO MNum | | Job Date | j
Description 1| | Duration | 1 :| | o :l
Description 2 | | Tech | j

Request Note | Office Note | Problem Found | Resolution| Recommend | Equipment Mote|

»

WO Appointment Information

Start End AllDay  Appointment Code | Appointmen... Appointment Sta... Tech Zone Description

Hi|[#4][ 4 |Recordoof o [ ¢ |[ ][] 4 | i | »

Created On: | | Modified Cn: | | Printed On: | |

Created By: Modified By: Printed By:
| | | | | |

Save Cancel

This section describes the Work Order Viewer fields. The top area of the form contains the basic account
information as shown in DRM-Windows when entering Work Order information. Upon entering you will
be in the Job Code field. Tab and shift-tab will move you through the form’s editable fields.

1. Job Code is a pull down menu used to select the Job Code that best describes the reason for the
Work Order and subsequent appointment(s). The list of available selections is managed in DRM-
Windows from the menu Utilities (F7) / More (F9) / Job Code (F5) .

2. Invoice #is a pull down menu allowing you to link an invoice to the Work Order. Only service-
related invoices dated after the Work Order are displayed. This field is left blank until the
invoice which contains detailed labor and parts charges is created. Click the “View” button to
display the Invoice detail pop-up.
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10.

11.

12.

13.

14.

15.

WO # should generally not be edited when using laser printed work orders, as the next available
number will be automatically assigned when the work order is saved. In the case of dot matrix
printed work orders, the pre-printed reference number from the work order form should be
entered here after the Work Order is printed.

Queue gives you the flexibility to organize the work to be dispatched by grouping work orders
into categories appropriate for each job. For example, you could have queues to represent a
specific day, priority, type of work etc. When the work order is created, assign it to the
appropriate queue to make it easier for the dispatcher to locate and schedule. The “Unassigned”
qgueue will be selected by default. If you do not want the work order to appear in the Dispatch
gueue, then set the Queue value to the first, empty choice.

Status allows you reflect the state as the work order moves toward completion. The choices
include “Scheduled”, “In Progress”, “Completed”, “On Hold”, “Printed”

Priority allows you set the urgency for the work order.

Payment lets you indicate how the work order should be billed. Choices include “Invoice”,
“Warranty”, “Contract”. For example, you can easily list any completed work orders that have
not yet been invoiced.

PO Number is for commercial accounts that provide a PO Number.

Job Date can be used to help the dispatcher schedule an appointment. It can later be updated
to reflect when the work was performed.

Description 1 & 2 are used to briefly describe the problem and nature of the work order. Along
with the Job Code, these 2 lines print on all the standard Work Order forms.

Duration is used to set the length of an appointment created for the work order. It can be
updated later to reflect the actual time spent on the job. The first edit box display hours and the
second edit box displays minutes.

Tech can be used to indicate preference for a specific technician when the workorder is created.
It can be updated later to reflect who performed the work.

Request Note should be used by the person creating the Work Order to inform the Dispatcher
about any conditions such as when the customer is available, how to access the equipment,
notification of the customer, etc.

Office Note should be used to convey information about the job to properly invoice the work
order.

Problems Found is used to enter the technician’s list of any issues found during the

appointment.
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16. Resolution describes the actions taken during Appointment to resolve the Problems Found.

17. Recommended notes any suggestions or observations made to the customer that should be
addressed in the future.

18. Equipment Note should contain details about measuremnts and the condition of the equipment

and equipment changes.

19. WO Appointment Information lists all the appointments scheduled for this Work Order.

20. WO History shows information about when the Work Order was created, modified and printed.

To Save a work order, click the Save button in the lower-right corner.
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Editing an existing Work Order:

There are several ways to select the Work Order for editing. The WO and Dispatcher Grids provide
functionality to edit the Work Order. Before describing how to get into the Work Order editor from the
grid, we need to know how to load and use the grids

Loading the Grids
All 3 grids are loaded using default values when starting DRM Dispatcher. In order to limit the number of
records displayed, only information that pertains to the specified date range will be loaded.

To load the WO Grid, first schedule | Grids | Tools
make sure the WO Grid Tab is =
selected by clicking on it. o ﬂ R ofiofn2  ~
Now select the “Grids” entry WO Add RE'..HSSh WO End Date | 7/11/2013 ~

on the Dispatcher Ribbon

Grid Menu:
Alternatively, right-clicking within the WO Grid Edit W0
itself will display the Popup menu as shown: & WO Add

#] Refresh WO
WO Start Date  [F/10/2012 ~
WO End Date | 7/11/2013 -

The date used for filtering is the Created On date. Setting the start and end date determines which work
orders are loaded according to the Work Order creation date. Click on “Refresh WO” to update the
grid’s data. The grid is automatically refreshed when a work order is saved or when the Schedule is
refreshed. Other DRM users could be adding work orders but they won’t show up in your grid until it is
refreshed.
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To load the Dispatcher Grid, first make Schedule  Grids = Toals
sure the Dispatcher Tab is selected by

-+

=
clicking on it. Now select the “Grids” entry o Queues -

. . . . WO Add Refresh
on the Dispatcher Ribbon Grid Menu: Dispatcher

Al

Alternatively, right-clicking within the Dispatcher Lea  Add WO
Grid itself will display the Popup menu as shown: Edit WO

#] Refresh Dlspatcher

To select the Dispatch Queues to show in this grid | (Select All)
click on the down arrow and a check list as shown Unassigned
BURNER CLEAN

below is presented to select Queue(s) to be loaded |
/| BACK ORDER

in this grid. S EerRiEal
INSPECTION
K Cancel y
Lastly, the Appointments Grid, unlike the Schedule  Grids | Tools

WO Grid and Dispatcher that show Work

Order information, shows a listing of

scheduled Appointments. The loading of the WO Add Refresh  apptEndDate | 7/11/2013  ~
e . . Appointments

grid is similar to the Work Order Grid.

oy A Appt Start Date | 5/10/2012 =

Appointment Edit
In this case, the Start and End date are Go To Appt in Sched
compared to the Start time of the @ Refresh Appointments

Appointment.
bp Schedule Start Date [10/2012 -

Schedule End Date | 7/11/2013 -
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Locating and Editing the Work Order or Appointment from the Grid
You will use the same interactive Find, Filter, and Sorting features you discovered when searching for an
Account to locate the Work Order or Appointment record you want to edit.

In the WO Grid, to display the Work Order details in the editor, either double-click on the record to be
edited, or single right-click on the record to display the pop-up menu and then choose “Edit WO”.

In the Appointment Grid, first open the Appointment editor and then click on the “Edit WO” button.
Note that only appointments loaded in the schedule may be edited. If you try to edit an appointment
from the grid that is not within the current schedule’s calendar, a message to change the schedule load
parameters will be displayed.

Editing a Work Order

There are only a couple of differences between creating a new Work Order and editing a Work Order.
You do not need to first select the customer for the work order when editing. Additionally, the “Print
WO” button is available on the bottom center of the window.

Click on “Print WQO” to start the print process. If changes have been made but not yet saved, you will be
prompted with:

WorkOrder Viewer: condPrintWO_Click l "]

:I Do you want to save changes to WO Before printing?

Ve || No |
e )

In most cases the answer is yes otherwise the changes will not be applied to the Work Order being

printed.
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The Print Work Orders window is displayed, as shown below:

F — p— |
g Print Work Orders . l = | B ﬂ
Click Print When Printer Is Ready
Account # Site Mame Appointment Code
3 40-1 ANME IMM, THE QUEEN SERVICE
|| | Printer |_HP Universal Printing PCL & | v| I
WO Style |crWO_10.rpt *| Copies | 1
Start Printing Cancel
i i

You can change the default printer by using its drop-down list, the default WO Style from its drop-down
list, and adjust the number of copies to print. Note that the latter two selections only pertain to Laser
work orders and are not displayed when using the Dot Matrix style.

There are 3 new styles to choose from:

10. Work Order (Notes only) prints any notes that were entered but does not include a section for listing
the parts that were used

11. Work Order (Style 1 & Notes) prints a Style 1 page first, followed by a page showing any notes that
were entered

12. Work Order (Style 2 & Notes) prints a Style 2 page first, followed by a page showing any notes that

were entered.
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The following Print Preview Window is displayed:

f a5l Report Print Preview =NNCN X
£ S By PoM |1 n+ @ - SAP CRYSTAL REPORTS®
Main Report

WORKORDER# 10
DEMO OIL COMPANY
YOUR STREET ADDRESS Account# 18-2 =
YOUR PO BOX Phone# |508-945-8746
YOUR CITY, ST ZIP
(123) 456-7890 Contract
BRING BACK SLIP-
MEW QIL TANK INSTALLED OM 5/14/09
N MRCHESTERD. ABBOTT MR WILLIAM B . ABBOTT
: 90 SEAVIEW 5T 132 OCEAN EDGE DR
=8 P.0.BOX 1245 P.O.BOX 77
o CHATHAM, MA 02633 M. CHATHAM, MA 02650
WORK REQUESTED 07-09-2012
SERVICE Work Done On:
Time Started:
Time Finished :
PARTS /| MATERIALS -
P 1 - r
Current Page Ne.: 1 Total Page Mo.: 1+ Zoom Factor: 100%

Click the printer icon on the menu to display the printer selection dialog. Change the printer if necessary

and click “Print” when ready to print.
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Click the “X” in the upper-right corner of the screen to close the print preview and return to the screen

shown below:

F - —— R
6l Print Work Orders — - (= [ B ]
Done printing. Did everything print OK?
Account # Site Name Appointment Code
§ 152 ABBOTT, WILLIAM SERVICE
|| |printer  [WPUniversalPrintngPcLe v
WO Style [crwo_oz.rpt x| Copies 1
Printing Complete Print Selected Only | | Print From Selectsd Cancel

If everything printed successfully, then click “Printing Complete” to update the Last Printed On
information. “Cancel” will exit from the screen with the following warning:

F N
Was there a problem? @'—'J

I.-"'_"‘-I It looks like you tried to print but unless you select 'Printing is
L. ¢ 4 Complete’, Work Orders will not be updated to show they are printed.

Areyou sure this is correct?

(e ]

Click “Yes” to exit without acknowledging you printed the Work Order. “No” returns you to the previous

screen.
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Appointment Management

The calendar and grids are used together to dispatch and manage appointments. The appointment
must be loaded into the calendar before any changes can be made to the appointment. The
appointment information in the calendar is not automatically refreshed, therefore if multiple people are
editing or adding appointments you should perform a “Refresh Schedule” before making edits or adding
appointments. You will not be able to save changes to an appointment if that appointment has changed
since you loaded the calendar. You will be able to schedule multiple appointments for the same time.
The person dispatching appointments should review and resolve appointment conflict issues.

Loading the Appointments into the Calendar
In the “Schedule Load Filter” section of the Ribbon Menu, use the s 2 200 |
Start and End Date range to determine how many months of

appointments you want loaded in the calendar. The default range is

two months in the past and a year in the future. Click “Refresh Refresh
Schedule Use Single Site =

o Schedule Start Date | 5/15/2012
o |
Schedule End Date | 716/2013 -

Schedule” to reload the calendar’s appointment information. If you
find the calendar loading slow, try loading less appointment history.

Usually the reason to load large amounts of past history is to research a customer’s appointment
history. If this is the case, you'll find the “Use Single Site” checkbox to be an efficient solution for quickly
loading a specific customer’s appointment history. Upon checking the box, the ribbon menu displays:

Schedule Start Date | 51572012
ﬂ edule Start Date | 5/15/ " Ppick Site
Schedule End Date | 7162013 -

Refresh
Schedule Use Single Site | Mone

Click “Pick Site” to show the Account Selection screen. Follow the directions described in the New Work
Order section for finding the correct account. Refresh the schedule and only appointments for the
selected account are loaded and displayed in the calendar.
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Controlling Calendar Display

Located to the right-side of the
Calendar is the “Schedule
Controls” panel that helps you
control which appointments are
displayed in the calendar.

“Group By” controls how the
Appointments are grouped
within the calendar display.

The Resources pull down edit
box allows you to select specific
technicians to show in the
calendar by checking each
technician’s check-box.

Schedule Controls

Group By:

Resource

Resources :

kP, 15 -

4 September ¥

42012 ¢
S M TW T F 35

26027 25 29 30 31 1
2 3 4 5 6 7 8
91011 12 13 14 15
1o 17 18 19 20 21 22
23 24 20 206 Z7 Z§ 29
a0

October 2012

S M TW T F 35

[ 12 3 ¢ Si
78 91011 12 13
14 15 16 17 18 19 20
21 22 23 24 25 Z6 27
2323031 1 o2 3
4 5 6 7 & 910

Below is an example of “Group By Date”. Note that the Resource part of the heading shows the total
hours scheduled for this technician for a specific day.

Monday, July 09

s

BT Hours: 1.5
7AM
g oo
o0
9_ 1€
=
00| £ [RVICE
10| £
2
e =
=y
119 8
3§
1274 =
1 00

Mext Appointment
Previous Appointment A

JP Hours:0.5

3
m

Mext Appointment

SERVICE

2 00 || SERVICE (ABBCTT, WILLIAM f 132 OCEAM EDGE DR. , M.

CHATHAM)
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Below shows an example of “Group By Resource”. Note in this example the technician heading shows
the total hours for all three days being displayed.

m

BT Hours: 3.5 JP Hours:0.5
Monday, July 09 | Tuesday, July 10 | Wednesday, July 11 Monday, July 09 | Tuesday, July 10 | Wednesday, July 11
7AM
8 [}
Qoo a NO HEAT (ANNE O 5
IMM, THE QUEEN [
F = |5 -
10Q 00| gRvice | | E o
Sl S E[|E E
2 NO HEAT (anE| 5 | | 2 g
110| 3 INN, THE QUEEN = | = g
. % - 3 F
a = a =
= = = B
E = E =
1 2 =] [ [+
1 [}
SERVICE
2 9O ceryice
(ABBOTT,

F o A4 B —

The last option is to “Group by None”. In this case the appointments are shown together and not
separated by resource.
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Notice the Date Selection calendars below the
Schedule Controls as shown on the right

The dates shown in bold indicate days on which
there are scheduled.

The dates with the dark blue background are the
dates currently displayed in the Appointment
Schedule Calendar.

Click on a date to select it and see its schedule
displayed on the calendar.

To add another day to the calendar display, hold
the “Ctrl” key down and click on the day you want
to add.

To add all the days between two dates hold down
the “Shift” key and click on the date and all the
days will be added to the displayed appointment
schedule. Alternatively, click and drag your mouse
over the dates to select.

Schedule Controls

Group

Resour

B Resource

e

15

oo

eptember ¥
S M TW T F 5

| 26 27 28 29 30 31 1

2 3 4 5 6 T 8
910 11 12 13 14 15
16 17 18 19 20 21 22
23 24 25 26 27 258 29
30

COchober Z01z
S M TW T F 5

6
o8 910 11 12 13
14 15 16 17 158 19 20
21 22 23 24 25 26 27
282935031 1 2 3
4 5 6 7 8§ 910

A 2012 ¢

If you are scheduling multiple technicians, the Appointment Calendar being displayed can become quite
crowded and condensed. Notice the controls located to the right of the calendar’s bottom scroll bar.

Use these controls to change how many technicians are displayed on the screen at one time.

FoHd A

F M T —

e C(Click on the “+” and “-” buttons to increase or decrease the number of technicians displayed on

the current calendar’s view.

e The arrow buttons are used to move forward and backward through the group of technicians.
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Schedule Ribbon Menu

The “View Navigator” section allows you to adjust the

i i1 i 1! [ 1 -— |
calendar’s viewable dates and “Zoom In” and “Zoom Out” '\_@ '\_':?’_/' B (i‘é;, (:(1\5

affects how much detail is shown for the daily schedule. Backward Forward Today ZoomIn Zoom Out
You can choose to show from 1 to 12 lines of detail for
each hour.

Click on “Backward” to move the calendar’s view back by one block of current date range. The number
of days being viewed is shown in the control calendar to the left of the appointment calendar. Click
“Forward” to move ahead by one block of days. Click “Today” to move the calendar’s view back to thre
present date. Zoom In increases the time line’s granularity spreading appointments further apart in the
view and showing more detail and less time in the viewable area. . Zoom Out decreases the time line’s
condensing appointments in the view and showing less detail.

The “View Selector” section allows you to adjust the . . . W
L =
viewing format type. Longer view periods show less detail | Iﬂ | 5j | ;j | Slj

for each appointment. Select the different views to see Day | WorkWweek  Week  Maonth  Timeline

which ones work best for you.
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Printing Scheduled Appointments Reports and Work Orders
Click “Print/Appointment/Work Order” to open the Print wizard.

=
Print AppointrmentWork
Crder
Schedule Prink
“ N i
Use the “Appointment Start a2 Print Appointments =

Criteria” to establish the date

range. This example would include Appointment Start Criteria

all appointments on July 23, 2012.

Mini 7j23f2012 o« : -
Uncheck the “All Day Mode” check i | 123/ | |12 00 AM '|
box if you want to limit the Maximum - |7/23/2012  w|  [11:59PM =
schedule to specifics hours [] Al Day Mode
Use “Hlter by Technidan” to select
whose appointments to print. In B ] L: BURNER CLEAN
this example, only appointments [T] 2: SERVICE
and work orders for Demo are R
printed. [7] 5: INSTALL TANK

[C] &: INSTALL BURNER.
Use “Filter by Appointment Code” [C] 7: vACATION
. . [ &: ouT s1CK
to only print appointments for 7] 9 HOLIDAY
specific job codes. In this example,
only “Call Back” appointments are Check Al
printed.
UnCheck Al | checcal | | unchecal
The default sorting is by day and
| select SortFields |

then by technician. Click “Select

Enable Print Appaintment Report
Enable Printing Work Order

Sort Fields” to change this. _— Cancel

The two check boxes to the left of
the “Print” button let you select
whether to print either or both

Work Orders and the Appointment
Report.

If Work Orders are being printed, then the “Print Work Orders” window is displayed, as described earlier
in this document. The difference in this case is that many work orders may be queued in the grid to
print.
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Creating Appointments

As mentioned in the overview there are two types of appointments. Appointments related to a
customer account are either created from a Work Order or by copying an existing appointment. The first
appointment for a Work Order must be created using the Appointment Calendar along with either the
Dispatcher Grid or WO Grid. To create an appointment from a Work Order:

1. Adjust the Appointment Calendar View so the date and time slot for the appropriate technician
are visible in the Appointment Calendar. “Day, Work Week, and Timeline Views” are best for

setting new appointments because they allow you to easily set the start time of the
appointment

2. Use either the Dispatch or WO grid to find the Work Order record for which you want to create
the appointment. The Dispatch grid only shows work orders that have not yet been scheduled.
Left-click on the record and without releasing the mouse, drag the record over the calendar to
the appropriate time-slot, and then release the mouse button. In this example, Work Order
#1157, highlighted in gray, was dragged to July 24™ at 3:00 and the mouse button released. You
will be prompted to confirm that the appointment should be created. Upon creating the
appointment, the work order is removed from the Dispatch Queue.

Maonday, July 23 Tuesday, July 24 Wednesday, July 25
iT Hours: (MO HourdP Hours:{ 3T Hours: (MO HourdP Hours:{ 3T Hours: (MO HourdP Hours:(

Group By: Date M

L L JT — | [F||Resources: et hEMo, P v
22 1< 1< I¢ bl b 2l
g g g 2 3 . 4 oy » 12012 ¢
E E E b o b1]
Jo0| £ 3 F SERV B E E SMTWTF 5
g 2 2 I("EEO 5 41 B | 24 25 26 27 28 29 30
4 4 e = = = 7l 12 3 4 5 6 7
w w w =1 = =1
qoo| 2 3 T ] B 3 910 11 12 13 13
- & 5 i DRM Dispatcher B 15 16 17 18 18 20 21
= = g »| 2 |EEEE s 27 =
5 oo | Creating an Appointment at 3:00 AM on 7/24/2012. | 23 30 31 2 3 4
—al " Proceed?
| .
1 4 Yes Mo
WO Grid | Dispatcher | Appointt,
i
- | Find || Clear |
WO # Account # Site Name Bill Name Site Address Site CIty  Tech Job| =
@ | | |
1 5-1 DARROCH, ROY DARROCH, ROY 52 COURT ST CHATHAM
1156 40-1 ANNE INN, THE QUEEN | THE QUEEN ANNE INN | 70 QUEEN ANNE RD CHATHAM
3 1157| 123456-1 |BROMAN, LUCILLE BROMAN, LUCILLE 43 OLD ACADEMY RD | CHATHAM
1160 35-1 ALLEN, BARBARA ALLEN LYALL, BARBARA |23 JEANETTE DR CHATHAM
-
mmm Rernrd Tnf 7 mmm 4 n 3

Editing the appointment and the initial values of the Appointment are discussed in the next section.
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The second way to create a new appointment is to make a copy of an existing appointment. This is

useful if the work is to be performed by multiple technicians. To create an appointment for the second
technician:

1) Position the mouse over the appropriate Appointment and while holding down the mouse’s
right-button, drag the appointment to the time-slot for the 2™ technician,

2) The appointment moves as you drag it. When you release the mouse button, the appointment
returns to its original position and the Pop-up choices shown below are displayed:

Monday, July 23 Tuesday, July 24 Wednesday, July 25 -
T Hours: (MO HourdP Hours:C 3T Hours: (MO HourdP Hours:( 3T Hours: (MO HourdP Hours:(
Zﬂ 4 1€ 1€ b
2 = =
22 |2 el s
30| £ £ £ SERV E = =
—| g &l 1% e
- . = = o
« Moye 2 2 2
42 = Copy = = E
u = = =
= Cancel
5 iy} _‘7 |
F] L1 — P_ M H A F B M -

Click “Copy” to create a copy of the appointment at this new location in the schedule. Selecting
“Move” would move the appointment to this new location. “Cancel” or clicking ithe mouse
outside the pop-up cancels the operation.

3) You will be prompted to confirm that you want to copy or move the appointment.

4) If the technician or date and time are not currently visible in the Appointment Calendar, then
make the copy anywhere in the current appointment schedule and then edit the appointment
to set the correct time and technician.

5) An alternative approach works with dragging the appointment while holding down mouse left-
button. Left-click and drag moves the appointment, whereas “Ctrl” + Left-click and drag copies
the appointment.

9-10-2012 Rev 5.0.109 DRM Dispatcher 21 0of 28



The second category of Appointments are those that are not associated with work orders. They are
used for blocking out time on the calendar and can be used in a variety of ways, from reflecting time-off
to scheduling estimates for non-customers. To create a new non-work order appointment:

1. Set the Appointment Schedule to display the technician and

relevant timeslot. Tuesday, July 24 We

T Hours: (MO HourdP Hours:{  iT Hour

2. Right-Click on the start time for this new appointment if no
other appointment is scheduled during that start time and the

(& MNew Appointment

pop-up menu as shown on the right appears. New All Day Event

3. Select New Appointment or New All Day Event. This takes you Goto Today

. . . . %’L] Go to Date...
into the Appointment Editor to enter the appointment

Change View To »

parameters and save this new appoitment. :
4. Alternatively, perform a double left-click on the time-slot to —‘ |7
i F o H

open the appointment editor directly. =

9-10-2012 Rev 5.0.109 DRM Dispatcher 22 of 28



Editing Appointments:

Thursday,

For an Appointment to be edited, it must be loaded into Wednesday, July 04
the current Appointment Schedule. There are two ways to REE D FEIE PR O] TR g A
edit an Appointment. 7ﬂ L L
K] | K [
You can set the Appointment Schedule to display the goo| ¢ = =
appointment and either double left-click on the B *E *E *E
appointment to open the editor directly, or right-click on Qoo _E:_ E& 25_
the appointment to display the popup menu as shown. g g ﬂ g -
Click “Open” to open the Appointment Editor. 10| = [ Open
=0 Change Priority  »
1 —‘7 oM Change Status  »
*  — # Delete
WO Grid| Dispatcher | A Edit WO

You can also edit appointments in similar fashion from the Appointment Grid. However, be aware that
there may be occasions when an appointment is displayed in the grid, but not be loaded in the calendar.
Such appointments cannot be edited. In such an event, simply change the date range for the calendar to

include the appointment you want to access from the grid.

WO Grid| Dispatcher | Appointments |
| v| Fnd || Clear | F
WO # Account # Site Mame Bill Mame SIte Address Site City Start Date Job cd =
@ | | | | L
3 BEC = BEC 0 0
1147| 331 | COOMBES, ROB... |COOM BN 7/4/20129:... | BURNER ¢
Go To Appt in Sched 7/3/2012 10... VACAT
1000] 181 | ABBOTT, CHESTER aBBOy 2 Refresh Appointments 7j6/201212...| CALLB
inno 4n 4 AnmesTT s reren | o Schedule Start Date 5{23[{2012 - —fdaminmdn A Bl
Schedule End Date | 7/24/2013 >
Chedule tn are w
|« ][« | Record 10f g [ ][m][m] < | '
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The Appointment Editor

When editing the Start or End time or Technician for the appointment, be aware that these values are
not checked to see whether the changes conflict with an existing appointment. In other words you are
allowed to overlap and double book appointments. When moving an appointment, it best to do so by
dragging the appointment directly on the Calendar

Dispatcher Appointment Edit e
Appointment Edit
Job Code CALL BACK |~] Wo = (1000 |
Start SECI # Cﬂde : Priﬂritﬁ" . Nurmal j
2 SERVICE
End 1 BURNER CLEAN || Status I -/
3 CALL BACK 3
Resource
4 NO HEAT et =
Appt Comments | INSTALL TANK ,
] IMSTALL BURMER
7 VACATIOM &7 I
| -
Location |.l3'.EiEHI:J'I'I'I CHESTER. [ 90 SEAVIEW 5T , CHATHAM
WO Description | abe
def
Created By BT | ModifiedBy | |
Created On  [7/6/2012 1:03PM | ModfiedOn | |
Account Information
Acct # 18 Balance: §4,103.17 Site # 1 SrchyfSort: SC-A-09
MR. CHESTER. . ABBOTT Regular: 54,103.17 MR. CHESTER. . ABBOTT Ower 90
90 SEAVIEW 5T Budget: 50.00 90 SEAVIEW 5T
CHATHAM, MA 02633 Prepay: £0.00 CHATHAM, MA 02633
508-945-2384 F /& Bal: 50.00 508-945-2384
Edit WO QK Cancel N

1. “Job Code” is initially set to the same value as the associated work order. If it is not linked to a
work order, the Job Code must be selected before saving the new appointment. The Job Code
is editable for the appointment. Changing the Job Code in the appointment has no effect on
the work order’s Job Code value.

2. “WO #” is not editable in the Appointment Editor but is editable in the Work Order Editor. If
you change the Work Order Number via “Edit WO”, you must Refresh the Schedule in order for
the appointment to pick-up the change.
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3. “Start & End Time” establish when the appointment begins and its duration. If you change the
Start Time, then the End Time is automatically adjusted to preserve the original duration. To
alter the duration, you will need to adjust the End Time.

4. “All Day Event” when checked disables the Start and End time and sets the appointment for the
whole day. This is a fast way to block-out time-off for vacation, sick time, and holidays.

5. “Priority” is initially set to the same priority as the associated Work Order. The priority level
controls the border color of the Appointment in the schedule calendar. The dispatcher can
easily see the priority of the appointments without viewing the appointment editor. There are
10 priority levels that you can edit. The default value are “N/A”, “Low”, “Medium”, “High”

6. “Status” affects the background color of the Appointment displayed on the calendar. When an
appointment is added to the Calendar, its initial Status is blank or white. When the
appointment is confirmed with the customer, you can mark it as Confirmed. Change it to
Started when the tech calls in, and Completed when he leaves. There are 10 status codes you
can assign, each with its own color scheme.

7. “Resource” assigns the technician to the appointment. You can schedule multiple
appointments for the same work order.

8. “Appointment Comments” is the place to enter any information needed by the technician to

execute the appointment that is not in the Work Order. This information is printed on the
Appointment Report given to the Technician.

9. “Location” is set to the Site name and Address and is not editable. It is displayed on the
calendar to help you see at a glance where the job is.

10. Click “OK” to save any changes to the appointment.
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Tools Menu

Queue Manager

Queues help you organize work to be scheduled. Queues are flexible and can be set-up to accommodate
your day-to-day workflow. For example, you can set-up task oriented tasks such as “Cleaning” or
“Estimate”, “Installation”

Click “Queue Manager” from the Tools Ribbon menu to show:

-

ot Dispatcher Queue Manager =N
Add Queue  Edit Queue  Delete Queue  Exit
Seq & Code Description Modify Date Modify By
1 5/16/2012 DRM
2| Unassigned 5f16/2012 DRM
3| BURNER. CLEAM 5/18/2012 DRM
4| BACK ORDER 5/16/2012 DRM
5| ELECTRICAL 5/16/2012 DRM
& | INSPECTION 5/16/2012 DRM
8| Tuesday 7/5/2012 BT
9| Wendesday 752012 BT
10| Thursday 7f5/2012 BT
11| Friday 7/5/2012 BT

Edit existing records by double-clicking on the record or selecting the record and clicking “Edit Queue”.
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Appointment Status Editor
The Status Editor allows you to change the Code and Background Color displayed on the calendar for the

appointment for the nine Status selections. Click “Status Editor” to display the window shown below.

Save Cancel
Code Color Modify By Modify Date
4 ECnnﬁrmed D g i
Start 1128, 255, 255 DRM 8/22/2012
Completed [ 128, 255, 123 DRM 8/22/2012
Call Back [ 255, 128, 128 CRM 8/22f2012
Unavailable [ 192, 192, 0 DRM 8/22/2012
Status £6 ] 255, 192, 123 DRM 8/22/2012
Status #7 [ 224, 224, 224 DRM 8/22/2012
Status =8 ] 192, 192, 255 DRM 8/22/2012
Status £9 B 0, 192, 192 DRM 8/22/2012

You can only edit the Code or Color. To change the code, left-click on the record’s code field and enter

the new value. To change the color, left-click on the record’s color field to display the window shown

below.

Save Cancel

,

9-10-2012 Rev 5.0.109

HEEENEN
1
.

Code Colar Modify By Maodify Date
Confirmed [ 255, 255, 192 DRM 8f22(2012
i 1128, 255, 255 b4 D B 0
Completed [custom | web| system| 8/22/2012
SEs Oooo- S
Unavailable I:I . I:‘ I:‘ D 8/22/2012
Status #6 |:| . . I:‘ . 8/22/2012
Status #7 ........ af22/2012
Status 28 8/22/2012
e o5 EEENNNEN e

] |
L]
L]
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Appointment Priority Editor
The Appointment Priority Editor allows you to change the Code and Appointment Edge Color displayed

on the calendar for the nine Priority codes. Click “Priority Editor” to display the window shown below:

Save  Cancel

Code Color Modify By Modify Date
b iLow { 8/24/20
Normal 1128, 255, 128 DRM 8/21/2012
High I 255, 0, 0 DRM 8/21/2012
Priarity 4 1255, 224, 192 DRM 8/21/2012
Priarity 5 1192, 255, 255 DRM B/21/2012
Priarity 6 1192, 192, 255 DRM 8/21/2012
Priority 7 [ 255, 128, 0 DRM 8/21/2012
Priority 8 1192, 182,0 DRM 8/21/2012
Priarity 9 0, 125, 128 DRM 8/21/2012

The window is similar to the Appointment Status Editor, as described in the previous section.
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