HOW TO USE THE WORKFLOW MONITOR A} Servicelive

We developed a workflow solution that will help you and your team manage Service Orders throughout their lifecycle. We call this the Workflow Monitor, which includes queues and search tools
that can streamline your Service Order workflow and processes. ServicelLive workflow queues are a list of Service Orders stored to be retrievable in a defined order. The defined order that we

store them in for you, is by order status. For example, if you want to work on the next available order in Posted status, you can find that order in the Posted queue.

Start from your Dashboard.

This guide will help you through
your . Start by clicking

the Workflow Monitor tab!

The information that displays on your Dashboard view is dependent on the permissions
that were assigned to you when you were added to the account as a user. ServicelLive is
optimized for Google Chrome and Mozilla Firefox browsers. Do not use Internet Explorer.
If you do not see these options, contact your ServiceLive account Administrator for help!

The Workflow Monitor setup page will display.

The tab will display by default.
The Workflow queues you’ve set up will
display on this tab.

s il A You can use this section to search for
Last refresh: Tue, 23 Apr 2019 11:02:26 & . . . .
Filter Reference: [ Clear Filter - v Filter Value: information embedded in a Service Order by
selecting filter references and entering
filter values. These are all related to your

Your will display in this table. (if you've configured them).

Queue Name Universal Count Currently Available Claimed Actions
Completed Order: Claim Next Order .
The ets you know what type o . s the
(by order status) are in line, and
some queues will also let you know what type

in a Service Order,
and the is

of action is needed (e.g. cancellation request). in that Custom
Reference field.

Buyer Initiated Cancellation Request Claim Next Order

Posted Claim Next Order

The lets you know the total
count of all Service Orders in line (which includes Choose a filter from the
claimed and un-claimed). dropdown menu.

The of currently available Service
Orders lets you know how many orders need to
be worked.

Enter a filter value (e.g. N, Y, etc.).

Apply your filter to display all orders related to
You'll have a breakdown of how many the filter value you entered.
Service Orders are being worked on in each
gueue. Other users cannot claim already claimed
orders, however, these orders can still be
searched for and accessed from the Search tab.

These number values are accessible
links (as long as the value is ), that will
display their respective Service Orders
under the in a list format.
Clicking a value that is not blue will still
take you to the Search tab, but the results
will be blank.

The lets you claim the next

available Service Order in line. @
v

Just so you know...

You can create and manage
your

This list of will display
all of the you've el here!

buyer #513644:Appliance Manufacturer

created. buyer #513644:TicketNum

Filter Reference: | -- Clear Filter --
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Inside a Claimed Service Order

Service Orders claimed from a queue have a built-in widget on the right-hand side of the page that lets you
manage the order’s priority in that queue (e.g. removing an order from a queue, or telling it to get back in the line for a follow-up).

The queue you claimed the order from is the , and it displays at the top of the widget. This is the

only queue in the widget that requires you to tell the order where to go when you’re done working it.

Some orders may be in multiple queues at the same time if the order’s status or sub-status fall into more than one
queue’s entry criteria. Those orders will display under the primary. You can even create a
new follow-up action, which helps if the primary or secondary queues don’t have a follow-up action.

When you claim an order that’s in multiple queues, it'll be taken out of all other queues temporarily. This prevents
other account users from disrupting your workflow, and gives you the ability to improve productivity and reduce
rework by letting you make multiple queue decisions in one claim, instead of accessing the order from multiple
queues!

When you’re done working a claimed order:
Choose an action from the dropdown (i.e. end state, re-queue, etc.)

Use the end state option when no follow-up is needed, which helps move the order along in its lifecycle.

Use the re-queue option when you need to take follow-up action. For example, if you need to check on the order
tomorrow morning. When you choose to re-queue an order, fields will display (and may auto-populate).
Use these fields to tell the order when to get back in queue.

After you chose an action, enter notes to document the reason for the action taken. For example, “re-queuing
for tomorrow morning to check for Provider update”. Depending on the selected action, some default notes may
automatically display, which are designed to get you started by only displaying a “beginning”, so you can
document the rest in your own words.

Determine if your note needs to be public or private (all notes default to private).
Use the public option if you want Providers to see your note.
Use the private option if you only want your account users (and ServiceLive Administrators) to see your note.

When and ready to claim the next order, submit your notes (the page will reload and these
notes will display on the order’s Notes tab), and un-claim the order. You'll be redirected back to the Workflow
Monitor.

Posted
Action™
Select One

) .
Public  Private
Note *

750 characters remaining
Re-queue Date/Time (CST)*

Queued Date
4/18/2019 3:34 PM

SUBMIT NOTES
Create New Follow-Up Action

Action™

Select One

) .
Public  Private
Note *

750 characters remaining
Re-queue Date/Time (CST)*

v
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In the Current Claimed tab...

The tab
displays all of the Service

Orders you’ve claimed from

the queues.

My Current Claimed Orders Th ISIS a If you have tO
Group Service Order # Claim Date/Time Service Order # any reason, and you need to

04/23/19 11:05 AM 556-1801-5035-36

Dishwasher Diagnose and Repair Return to order

Click Return to order to access the Service Order.

If you , or allow an order to for 15-minutes
(without taking any action), the system will automatically
and place it back into the appropriate queue(s).

In the Search tab...

Use the tab to locate specific (or multiple) Service
Orders, no matter which queue(s) they're located in. @

with or (that
Select Search Terms: | getected Search Tems: StearAll can be combined) to find the Service Order(s) you're looking for in
Warket Completedi| one easy search.

B Skill B Customer Name
[ Service Category Smith[x]

e Use search terms if you have a general idea of what you're

poeed looking for (like a customer’s state, or a Service Order’s status).
B Cancelled
B Voided
B Expired -
B Accepted
B Active
B Completed
B Pending Cancel
B Problem
Closed gy . .
@ Ordor Accoptance When you select a search term, it'll display in the
ricing Type

Resource Assignment window, this lets you keep track of what you're

@ Posting Method

@ Reschedule Request SearCh|ng fOI’

Clicking the + icon will expand a list of
available options — choose as many search terms as you need.

Define Search Criteria Use the options in the Define Search Criteria dropdown

Customer fame ML (Eeancd) menu when you need to search for all Service Orders that

Save results as a new filter: completed | (Iike a customer’s name, phone number, etc.),
then enter that specific information into the criteria field.
Click ADD to include the criteria in the

Your : window. You can to include as many

display here.  — search terms as you need, giving you the

you’re looking for

1 Service Order(s) found.

} & Completed 545-4721-4021-81 Dishwasher Diagnose and Repair 04/16/2019 08:00 Roswell, NM
Sub-status: End Customer: AM (MST) 88201

fwarting Payment smith, Jane Click SEARCH when you're ready!

25 | 50 | 100 Results per Page

There are to change or remove selected
from your search — click the icon
you'd like to remove, or click Clear All to
and start fresh.

Use the Search tab to view Service Order details...

When you expand an order in the

e i
: , more details will

Service Order # 545-4721-4021-81

Title: Dishwasher Diagnose display here in the

and Repair

e prics: 4006 i fora without
having to access the order.

Final Price: 0.00

Counter Offer(s):No counter offers
Buyer: The Buyer (SL-
Training) (513644)
Provider: Test Wells (User 1d#
162598)
Main Ph:

(847-286-5468)
Pro Ph:
(888-523-3505)
End Customer: Smith, Jane
Main Ph:
(888-549-0640)

To view Location: :ﬁshgazigisn Roswell,
click the order’s title to expand the search Detail S diidnledins Lo ol ool o)
resu |tS W| ndOW 1 Service Order(s) found.

€ Claimed for review by:
N/A

z Completed 545-4721-4021-81 Dishwasher Diagnose and Repair 04/16/2019 08:00 Roswell, NM
= Sub-status: End Customer: AM (MST) 88201

Click CLAIM SERVICE ORDER to access G S
the full order. bbbl albingi

diagnose and repair.

Some orders in your search results may

by one of your team
members. Orders that are claimed by
others will display an g icon next to the | 251507 100 Results per Page
order’s status.

Order Quick Links: Close and Pay Service Order | How to Close | View Order History | ServiceLive Support

Orders that are already claimed
the CLAIM SERVICE ORDER
button. However, the order
(without claiming), by clicking
one of the Order Quick Links at the
bottom of the order details window.

Questions?
Contact our Support Team at 888-549-0640, option S

Mon - Fri, 8am to 7pm Central Standard Time
Sat, 8am to 5pm Central Standard Time

You can also email us at Support@servicelive.com
Mon - Fri, 8am to 5:30pm Central Standard Time
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