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Overview 
 

With the narrowing margins in computer hardware computer resellers are focusing on services in order 
to boost profits. ResellerAdvantage has a suite of products that automates the process of selling 
computer hardware either via sales reps or the web. Based on our market research we at 
ResellerAdvantage have decided to add functionality that will allow current and prospective customers 
to not only manage the selling of computer hardware but also to streamline the process of servicing 
equipment and managing projects.  
 
Using ResellerAdvantage’s base software, we have added the necessary features to allow computer 
resellers to automate and manage the service/work order process. The following document describes 
this additional functionality and how it is used in a few typical scenarios.  
 

A Break and Fix Scenario 

Sales Representatives/WO Entry Clerk Perspective (Start a Work Order) 
 

1. A customer calls or comes in with a problem with a piece of equipment. The person taking the call 
looks up the contact and account within ResellerAdvantage and reviews the information.  If the 
contact and/or account do not exist they are added to the system.  

2. The rep asks what piece of equipment they are having problems with and proceeds to view the 
accounts equipment list. If the equipment was purchased from you and is in the list, the rep can 
quickly view the history of the item by viewing the WO list to determine when it was last 
serviced, view the RMA list to see if any serial number were put on an RMA,  view the list of 
service contracts to see if it is on a service contract and view the warranty date to see whether it is 
under warranty or not. If the item is not in the list, the rep can add it and assign it to a service 
contract.  

3. If the equipment is still under warranty the rep selects the equipment and creates an RMA.  (See 
the RMA Scenario) 

4. Once the equipment is found or added the rep starts a work order for the equipment. They then 
asks what the problem is and enter a brief service description and a long problem description, they 
then determine if it will be on-site or Depot, they set the priority, pick the address location for the 
service and then pick the work order administrator that will manage the work order click ok. This 
then assigns the work order to a work order administrator for processing.  

 

Work Order administrator Perspective (Create/Schedule Tasks and Create Sales 
Orders) 
 

1. Work Order administrator periodically search for new work orders, review the new work orders 
and schedule reps for them.  

2. The work order administrator opens a new work order, reviews the problem description and looks 
up the service items associated with this piece of equipment and determines if there is an existing 
service item for the documented problem. If there is, this service item is added to the work order 
along with its estimated hours, cost and parts.  This provides the customer with an estimated price 
and you can send them a quote. If there are no service items associated with this problem then the 
work order administrator assigns a task for a service rep for a cost estimate.  This step is optional 
and if under contract or for other reasons the work can be assigned and performed without an 
estimate.   

3. If the customer wants an estimate then the tech rep receives his estimate task on his calendar, 
reviews the work order and enters the estimated billable and travel hours and costs. Once the rep 
has this estimate complete it is automatically accessible as a service item in the database for this 
product so that in the future this service item can be used on other work orders. They then mark 
the task as completed which will automatically set the work order status to estimate completed. 



The WO administrator can then send the customer the estimated work order and receive the go/no 
go for the fix. 

4. Once the WO Administrator receives the go for a fix, they have to schedule the tasks associated 
with this fix. They enter the skill level required for this type of task and review the calendar to see 
who is available. They can then select the appropriate available rep and assign them the task. The 
sales rep does this for each task for the fix. And marks the work order as in progress. 

5. WO Administrator also search for completed WO’s where the open the WO and create a sales 
order for the completed service items so that billing can occur. 

 
 
 

Technical Representatives Perspective (Perform the work) 
 

1. Each tech rep signs into the system every morning and views their list of scheduled activities. 
They open their first task and view its description and estimated time, location and required parts. 
They do this for all their tasks and determine if they have all the necessary parts to perform the 
work. If they do not, they mark the task as pending parts.  

2. Once the reps have all the necessary parts for the day’s activities, they leave for their first activity 
and note there travel time.  

3. Once the activity is complete they sign on to the system and enter the actual travel time, the actual 
billable time, the actual non-billable time, the work done and mark the task as completed.   

4. The rep then moves on to the next scheduled activity.  
 
 

Sales Representatives Perspective (Monitor the Work) 
 

1. Periodically the sales rep needs to view the status of in process work orders to determine if the 
customer needs to be made aware of hold ups or to communicate back with the customer.  

2. From the ResellerAdvantage accounts tab the rep can find an account and list all their open work 
orders and view the current status. Any work orders that are pending an action can be viewed and 
the sale rep can determine if they need to contact the customer..  

 
 

Order Administrators Perspective (Bill the Customer) 
 

1. Periodically the order administrator views their list of new sales orders and verifies/updates the 
order information and exports the sales order to the accounting system for accounts receivable 
processing.  

2. On work order sales orders there may be a contract associated with it and the system will either 
deduct the amount if a block contract or will use the actual cost that was based on the contracts 
hourly rate and will send the sales order to the accounting system.  



Hardware and Software Purchase with Installation Scenario 

Sales Representatives Perspective (Start a Deal/Quote) 
 

1. A customer calls or comes in with a request for a quote. The person taking the call looks up the 
contact and account within ResellerAdvantage and reviews the information.  If the contact and/or 
account do not exist they are added to the system.  

2. The rep asks what hardware, software and installation they require. The sales rep then builds a 
quote by selecting the hardware and software from the electronic products catalog and selects the 
necessary installation service items from the electronic service catalog.   

3. Once the quote is completed it can be sent to the customer via, e-mail, fax or regular mail.  
4. Once the sales rep gets the customers approval the quote is turned into a sales order with the 

product items and a work order using the service items and they are routed to the selected order 
administrator and work order administrator. 

 

Order Administrator Perspective (Process Sales Order) 
 

1. The order administrator reviews the sales order and exports the product items to the accounting 
system for purchasing and invoicing.  

Work Order Administrator Perspective (Process Work Order) 
 

1. Work Order administrators periodically search for new work orders, review the new work orders 
and schedule reps for them.  

2. The work order administrator opens the work order and assigns the tasks to the correct tech rep 
using the reps skills settings and reviewing their calendar for availability. 

3. Once the tasks are assigned the work begins.  
4. WO Administrator also search for completed WO’s where they open the WO and create a sales 

order for the completed service items so that billing can occur. Once all tasks for a service item on 
a work order are completed that service item can be billed. 

 

Technical Representatives Perspective (Perform the work) 
 

1. Each tech rep signs into the system every morning and views their list of scheduled activities. 
They open their first task and view its description and estimated time, location and required parts. 
They do this for all their tasks and determine if they have all the necessary parts to perform the 
work. If they do not have all parts, they mark the task and work order as pending parts.  

2. Once the rep has all the necessary parts for the day’s activities they leave for their first activity 
and note there travel time.  

3. Once the activity is complete they sign on to the system and enter the actual travel time, the actual 
billable time, the actual non-billable time, the work done and mark the task as completed.   

4. The rep then moves on to the next scheduled activity.  
 

Order Administrator Perspective (Bill for Completed Work Orders) 
 

1. Periodically the order administrator views their list of new sales orders and verifies/updates the 
order information and exports the sales order to the accounting system for accounts receivable 
processing.  



2. On work order sales orders there may be a contract associated with it and the system will either 
deduct the amount if a block contract or will use the actual cost that was based on the contracts 
hourly rate and will send the sales order to the accounting system.  

 
 

Consulting Project Scenario 

Sales Representatives Perspective (Start a Deal/Quote) 
 

1. A customer calls or comes in with a request for a quote on a consulting Project. The person taking 
the call looks up the contact and account within ResellerAdvantage and reviews their information.  
If the contact and/or account do not exist they are added to the system.  

2. The rep asks what the scope of the project is and enters the description of the project work and 
assigns it to a Work Order Administrator (Project Manager).   

3. Once the estimate is completed it can be sent to the customer via, e-mail, fax or regular mail.  
4. Once the sales rep gets the customers approval the quote is turned into a work order and routed to 

the work order administrator. 

Work Order Administrator Perspective (Process Work Order/Provide Estimate) 
 

1. The work order administrator reviews the work order and assigns the tasks to the correct tech reps 
using the reps skills settings and reviews their calendar for availability. If the work order is for an 
estimate then the administrator either assigns it to a tech rep for an estimate or estimates it himself 
or herself.  

2. If an estimate is required and the estimate is completed, the work order administrator updates the 
status as estimate completed and returns ownership back to the sales rep for quoting to the 
customer. 

3. If not an estimate then once the tasks are assigned the work begins.  
 

Technical Representatives Perspective (Perform the work) 
 

1. Each tech rep signs into the system every morning and views their list of scheduled activities. The 
rep’s 1st activity is to review estimate tasks and provide estimates as required. They then open 
their first task and view its description and estimated time, location and required parts. They do 
this for all their tasks and determine if they have all the necessary parts to perform the work. If 
they do not they mark the task and work order as pending parts.  

2. Once the rep has all the necessary parts for the day’s activities they leave for their first activity 
and note their travel time.  

3. Once the activity is complete they sign on to the system and enter the travel time, the actual work 
time, any non-billable time, any comments and update the status.   

4. The rep then moves on to the next scheduled activity.  
 

Order Administrator Perspective (Bill for Completed Work Orders) 
 

1. Once all tasks for the work order are completed. The order administrator is notified and they then 
export the actual service costs to the accounting system for invoicing. If on a block contract the 
actual costs are deducted from the block service contract.  



New Service/WorkOrder Features 

Tech Reps (User Enhancements) 
• ResellerAdvantage user security will now have a Tech Rep Check box.  Denoting that the user is a 

tech rep. 
• Each user will now have a skills list where you can add pre-defined skills for use in determining 

whom to schedule for a task.  
• Each User will have up top 3 different billing rates based on the skill required.  

 

 

 
 



Calendaring enhancements 
• ResellerAdvantage Calendaring will now provide access to a new dialog for service activities that 

will show the estimated time and cost and will have a place to enter actual time, travel time, non-
billable time.  

• The Activity page will have a link back to a work order so a rep can view the entire work order.  
• There is a new list view of activities with groupings by Work Order or Customer for easier 

viewing.  
• You have access to Activities from a web browser for viewing and updating.  

 
 

 
 



Service Item Enhancements 
• Service items that are added to the product catalog will now allow you to enter suggested parts for 

the service, a list of tasks that need to be performed, an estimated cost for the service, and a place 
to add attachments with documentation about the service.   

• The main tab allows for entering basic categories of service information. 
• The Distributors tab allows you to enter the estimated cost of the service. 
• The attachments tab allows you to add Word Documents, PDF files or pictures on what the 

process entails. (If necessary) 
• The Associated products tab is where you will find the suggested parts that are assigned for the 

service. 
• The Associated Tasks list, lists all tasks that are necessary in order to complete the service. Each 

task can be edited and estimated time, costs and descriptions can be entered.  
 



 

 

 
 



Quote Enhancements 
• Ability to add new service items to quote. 
• New quote bookmarks for additional service item information. 
• Ability to add an account’s equipment to a service item within a quote 
• Ability to search for service items using a broad range of search options including searching for 

service items using equipment part numbers 

Contracts (New Feature) 
• Reseller will now have a new contracts tab that will show for contract administrators, which will 

be a new security.  
• Contracts processing will allow for the creation of contracts that will contain type of contract, 

block, fixed, hourly, as well as rates, time frames billing cycle and equipment covered.  
• Ability to assign contracts to accounts.  
• Notification on the calendar of contracts that have hit the low threshold, or need to be renewed, 

etc. 
• Export of invoice information to an accounting system for accounts receivable processing.  



 

Work Orders (New Feature) 
• ResellerAdvantage now has a new Work Orders Tab that will list work orders for a work order 

administrators, which will be a new security.  
• Work orders can be created 2 ways, one a rep has work that needs to be done that does not need to 

be quoted and does not go along with other purchased products, the rep just starts a new work 
order. Two, a rep is producing a quote for a customer that contains service items and the customer 
approves the quote. The quote is then turned into a sales order that contains the products and the 
service items are included in a work order and associated with the sales order and quote.  

Equipment is added to an 
account once the ordered 
products have been received 
by the account. There is a set 
status function for each 
product on a sales order and 
purchase order and once set to 
product invoiced an equipment 
record is created for the 
product and is associated with 
the account.  



 
 

Click the Assign Service 
button to add service items. 
You can view Service items 
for a specific piece of 
equipment or items can be 
searched for using a product 
number or other search 
criteria. Once the Service 
item is selected you can set 
the Unit from a list of 
account equipment or you 
can add new equipment. 
Once a piece of equipment 
is selected to view the 
equipment details and 
service history click the 
History button 



Click on a service item to display the specifics for that service item. Such as the 
description of the service, the tasks to perform the service and the necessary 
parts required for the service. Costs are calculated using the total of the task 
costs and the parts costs. 

Select the Parts tab to display all required parts for this service item. You can add or remove required 
parts. You can also create a replenishment order to order parts not in stock.  



  

Select the Tasks tab to view all tasks associated with this service item. 
You can add/remove tasks from the service item. 

Using the Schedule button you can list all Technicians with the required skill level. The list shows all the technicians skills and when they 
are available next and for how long. For a calendar view of a rep you can right click and select the calendar view menu item. To select a rep 
for this service item right click and select the assign menu item. If the rep does not have the required time available a warning will be 
displayed and a confirmation will be asked. Tech will receive an e-mail notification and a task on his RA calendar. The task will have the 
associated work order for quick access to the Work Order. 


