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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.

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.

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)

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.

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

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.

The rep then moves on to the next scheduled activity.

Sales Representatives Perspective (Monitor the Work)

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.

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)

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.

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. Ifnot 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 1% 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.



Tech Reps (User Enhancements)

e ResellerAdvantage user security will now have a Tech Rep Check box. Denoting that the user is a

tech rep.

New Service/WorkOrder Features

e 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.
e Each User will have up top 3 different billing rates based on the skill required.
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Calendaring enhancements

e 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.

e The Activity page will have a link back to a work order so a rep can view the entire work order.

e There is a new list view of activities with groupings by Work Order or Customer for easier
viewing.

e You have access to Activities from a web browser for viewing and updating.
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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.
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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.
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Work Orders (New Feature)

e ResellerAdvantage now has a new Work Orders Tab that will list work orders for a work order
administrators, which will be a new security.

e  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.

EAccount Processing - Harbor Information Systems

File window Help

Kew Account [nfarmation

M.ame: IHarbor Infarmation Sestems

Phane: [(512) 277-1022

Fa [(512)998-7765

Additional Account |nformation

Tan Code: ITDS - I

Sic Code:

=lolx]

N

Account Provides

Alert- See Comments

[ Manufacturing

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

Type Pricing Profile: | Gerneral 10% De:_ - Source: |[EHEEEY e .
| Candidate for D Distribution
Teritary: | D\f\""'?filBG.a.DDIS 'I [Gerved j‘
Accounting Customer #  [5188771022 Intemet Home Page | -
Comments | Attachments | Deals/Orders/P0 = | Sales Reps/Credit Contractx’Equipmentl History | Contract Prices | 1 I 4
Murnber | D escription | Status | Type Part # [SKLU | Descriotion S erialf Trackina? Invoice #s Cont &
01 003C  Emergency Semvice Con_tract Actiug Onsite S.e 35E182-007 | Dieskpro EM Fentium 1019/ / 101-999 o100
01005C | $10K LM, waM and Firewall 4 Hour | Inedctive | Flued Pric =
286179-007 |Deskpro EP Pentiun o1 i 7
205103-005 |OF EMN SFF S10 123-abc 7 12345670901 2345672001 2345 /
EM-G0O0-RO-L| CASSIORELS EM-E00 1019339y
293822-002-0| 64ME MODULE FOR S0EFFI S S
F21 200 THaI | OMPMIBOOK XE3 P3-650 [987115-P-935 / 0Z2-99F-3 7
LCS-CEC CASE SOFT FOR 1011928232 / 122123/
rAE320071 EIMNGSTOMN 32MEB 14450/ 7
04000 Falm* Aluminum Case (123457 111 4 the account.
230633-001 | Z21M S 200 Zdhdbd 7
4 I I 4
4] | i . . _
Click Show button to list all equipment Mew | Assign | Edit | Delete |
hews Contract E dit I -
0 z' I Start Mew ‘WorkOrder I Start Mew Rbdd I




EWorkorder Workbook - #01013W - Harbor Information Systems - Network Instz -0 x|
File Reports Help
Service Infarmation | Service ltems I Billing Information I
- Service
Mare: [katwork Install - Tvme
Mumber:  [1613w/ E— il M
D ate Created |n?;21 AR Stans
ate N ]
Enpected: IF“ 9/26/2003 | | 317 PM 51| [New'work Order =]
Created B IBG,{\DDB r'" = Friority:
Closed: l- 8122003 | a| - - -
W0 .e-.dminis:ramrzl BGADDIS vl —I | j IMedlum 'I
Account/Contact | Contract/Price I Activities | Cormments I Attachments | Histon |
~ b ain Account - Contacts
Mame snd Addess I arne | Fole | EBus. Phone
Harbar Information Sestems tir. Brian Gaddis | Internal-Sales-Rep (5181 §72-201°
Al2b3 Malpndgtﬁfjtﬂ tr. Fred Hartinger  Kew Contact 1518 577102 Azzign
any. . . | . .
Phone: (518] 8771022 Damon Curtis Technical-Rep [2E0) 407-E47:
Fau: (B18) 238-FTED
Type: Suspect Edit
Custormer #: 5188771022
Azzign E dit | Remove
Created By BGADDIS on 02/02/2002 =
Thiz iz an alert comment that has many lines,  — Set az Customer
=l _"I

File Reports Help

=101

Service Information Service ltems Eillima Infarmation I

Click the ASSlgn S.eI‘V.ICC Semice Descriotion Status | Parts §| Base §| Est. Labor| Act. Labor| Est. Total| Act. Total| Act. Cost| Gr Prafit| Part # 1Sk &

button to add service items. | | s 00 10750 5750 10750  575.0 575.0 MET\WORK-N!

You can view Service items | [ rztwark Desian ol oo 200.0 zooo|  gooo|  zooo 0.0  200.0[METWORK-N:

for a specific piece of > [Metwark Desian Feview ol oo 750.0 zooo| 70| zooo 0.0 =000[METWORK-M:

equipment or items can be |4 |Network Fost Instal ol oo 750.0 zooo| 70| zooo 0.0 =000[METWORK-M:

searched for using a product | & |Matwork Cable & 0 0.0l 15000 200.0( 15000 300.0 0.0]  =zo00[METwWORK- ML

1 »
number or other search
. . . . . Parts Prica | =hAr Prica P zca Prica T bzl Prica T ~tzl Crsk Srecs Prafik

criteria. Once the Service Assign Service | Attachments | | $0.00 [ $4.575.00 | $0.00 [ $4.575.00 | $0.00 [ $4.875.00

item is selected you can set New | Remove | ac | $o00 | §1.675.00 | $0.00 | §1.675.00 | $0.00 |  §1.675.00

the Unit frorp a list of _ Service Details

a nt 1pment or - ;

ccount equip e, oryou Froblerns Linit i Tazks I Farts I

can add new equipment. _ _

Once a piece of equipment Unit: | _I AIH'S“:"}' Serial #: |

is selected to view the Desfé:’il;:t;zn Initial Metwork. Planning Sessian

equlpmet}t detalls_ and Base Frice:  [$0.00 Cast:| $0.00 Status:l j

service history click the

History button Frablem (L] Taxable Resolution Create from Notes |
[ | [ |

|




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.
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File Reports Help

Senice Information Seruvice ltems | Eilling Information I
Service Descriotion Statuz | Parts | Base % Est. Labor| Act. Labor| Est. Tatal| Act, Total| Act. Cost| Gr Profit| Part # ISKL - &
4 fetwork Planning S ession 0.0 1075.0 B7E.0 1075.0 == b 0 METWwWORK-|[MS
2 | Pletwaork Desian [u} 0.0 an0.0 200.0 200.0 L 0.0 0| METWwWORk-RE
2 | Pletwark D esign R eview [u} 0.0 FE0.0 300.0 7RO L 0.0 0| METWwWORk-RE
A | Metwark Post Install a a.a Y00 200.0 vEO.O L a.a O METwWORE-ME
F | Metwork Cable & u] 0.0 1500.0 200.0 1500.0 h 0.0 O METWwWORK-ARLT
4 I I bk
. . FP=rts Prica I shAr Prica B oo Prica Tt =l Prica T ~t=l et =rmes Profit
Assign Service | Attachments | ., | $0.00 [ $4.575.00 [ $0.00 [ $4.675.00 [ $0.00 | $4.575.00
Mew | Remove | act | $0.00 | $1.675.00 | $0.00 | $1.675.00 | $0.00 | $1,675.00
_ Service Detailz A
Frobiermy Uinit i Tazks I Parts I
Unit: | I Histary I Serial #: |
SE["\:’ID!B |Initia| Metwork, Planning Session
[rezcription
Baze Price: |$D.DD D:nst:|$D.DD Statux:l j
Froblern D T axable Resolution Create from Maotes |

- -

[ [

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.
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File Reports Help

Semice Information Service ltems | Eilling Information I
Semice Description Status | Parts $| Base $| Est. Labor| Act. Labor| Est. Tatal| Act. Tatal| Act. Cast| Gr Profit| Part & SKU1 - =~
1 fetwork Planning Session 0.0 1075.0 575.0 1075.0 575.0 575.0 METWORK-IMS
= |Metwork Desian ul 0.0 200.0 200.0 200.0 200.0 0.0 200.0 | METWwWORE-IME
A |Metwork Desian Fewisw ul 0.0 TE0.0 200.0 ¥o0.0 200.0 0.0 200.0 | METWORE-IME
A | Metwork Post Install ul 0.0 TE0.0 200.0 ¥o0.0 200.0 0.0 200.0 | METwWORE-ME
£ [Metwork Cable u] 0.0 15800.0 200.0 1500.0 200.0 0.0 200.0| ME TwWOR K-
A I I 3
. . B =rts Prica | ke Prica P ace Prica T ~t=l Prica T b=l T et =S ree s Brafit
Assign Service_| Attachments | ¢, | $0.00 [ $4.875.00 | $0.00 [ $4.575.00 | $0.00 [ 487500
Mew | Remove | act | $0.00 | $1.675.00 | $0.00 | $1.675.00 | $0.00 | $1,675.00
_ Service Details i
Problermd Lnit | Tasks Parts i

T|r||;.3| Itermn DescriDtion| Fart # (5 KLI]| C!L'-'| Cost [ea]| | Eunt l:ost| +| LIDIift| List Price| Dizcaunt X| Eid Price| Ent Bid| Gr F’mfit| H .&.uail| u]

# Parts Parts Cost ~ua Lplife Farts Price Gross Profit
| o $0.00 | oo | $0.00 | goo0 [ % E

Fieplenish | Lzzign | Bemoye | Dione |




Select the Tasks tab to view all tasks associated with this service item.

'You can add/remove tasks from the service item.

File Reports Help

Semvice Infarmation

Service [tems Eilling Information I

=10l %]

Senice Description

Status | Parts %| Base %| Est. Labor| Act. Labor| Est. Total| Act. Tatal| Act. Caost| Gr Profit| Part # (ISKUT &~

4 febwork Planning S ession

0.0 10780 7.0 10750

575.0 METWORK-IM!

2 |Metwork Desian o 0.0 500.0 200.0 800.0 200.0 0.0 2000(METwWORK-M
= | Mebwark Oesian Bewview a 0o FEO.O 200.0 FEO.O 200.0 0.0 2000 ME TWwWIORE-M!
A |Metwork Paost Install o 0.0 FE0.0 200.0 FE0.0 =00.0 0.0 3000(METWORK-IMS
E [Metwork Cable & o 0.0 1500.0 300.0 1500.0 200.0 0.0]  300.0|METwWIORKAMT
4 ]
. . Parke Prica | sk Prica B zca Prica Tzl Prica Tzl Cast Grocs Profit
Assign Service | Attachments | _ I $0.00 [ $4,575.00 | go.o0 [ $4.875.00 | $0.00 [  $4.275.00
Mew I Remaove I At | $0.00 | $1,575.00 | §0.00 | $1.675.00 | $0.00 | $1.675.00
_ Service Details i
Prablern/ L nit Tasks I Parts |
Clescriotion Start Date| Est. Ouration| Tech Fep | % Comolete | Act. Duration| Labor Price &
4 | Task for 0101 3w - [nitial Metwark 02/ 05/20032 09:30:00 Akd.0 2.8 Hours [BEGADDIS 100 4.0 Hours $300. 00
= | Task for 07013 - Initial Metwork 081302003 033000 Ak.0 3.5 Hours |BGADDOIS u] 0.0 Hours $0.0C
= | Task for 07013 - Initial Metwork 072172003 03:12:00 Pr.0 20Hours |MOUSER u] 1.0Hours $0.0C
A | Task for 07073 - Initial Meteork OF 2102003 02:12:00 Pr.0 20 Hours |MOUSER u] 1.0 Hours $i0.0C
-
4 I | ]
Mew | E dit I LClear I Delete | Schedule |

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.

+w Schedule Tech Rep

Tech Reo Skills ﬂ
1 [ASTUART Metwork Engineer - $100.00
- [eGeDDIS Easic Skil - $100.00
- |FREDA Cable Installer - $100.00
a [MOUSER =
KN LIJ
~ Schedule
| Daily Schedule for Tuesday, August 12, 2003 | LI | 2003
o 0500 & - Sun| Mon| Tue | w'ed Thu| Fri | Sat
05: 30 A1 1 z
09:00 A1 5 s s
09:30 A1
: oD 12 14 | 15 | 18
1ap- 10:30 A 17 o | 22 | 23
: 11:00 A1
11:30 A 24 | 25 | 25 | zv | 28 | 23 | =0
: 12:00 P
1HE: 12:30 P 31
TisI0 I | sr1zrz00z | 4 v | @r1z0z003
[_] Show only Reps with skil Network Enginser Schedule | Caricel | Edit | Re-Schedule




