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                                                               Disclaimer 
 
Fleet-Net ® Corporation, wholly owned subsidiary of Avail Technologies, Inc. makes no warranties about the 
contents of the manual and specifically disclaims any implied warranties of merchantability or fitness for any 
particular purpose.  Fleet-Net ® Corporation, wholly owned subsidiary of Avail Technologies, Inc. further 
reserves the right to make changes to the specifications of the program and contents of the manual without 
obligation to notify any person or organization of such changes. 
 

Copyright Notice 

 

This software package and manual are copyrighted 2018.  All rights reserved worldwide.  No part of this 
publication may be reproduced, transmitted, transcribed, stored in any retrieval system or translated into any 
language by any means without the express written permission of Fleet-Net ® Corporation, wholly owned 
subsidiary of Avail Technologies, Inc., 9183 W. Flamingo Rd., Suite 110, Las Vegas, Nevada 89147. 
 

License Agreement 

 

The software described in this manual is furnished under a license agreement and may be used or copied only 
in accordance with the terms of the agreement.  Failure to sign this agreement and still use the software is 
illegal. 

 

Trademark Acknowledgment 

 

Fleet-Net® is the Registered Trademark of Fleet-Net ® Corporation, wholly owned subsidiary of Avail 
Technologies, Inc. Microsoft®, Access®, Windows®, the Windows® Logo, and other Microsoft® Office 
Products are either registered trademarks or trademarks of Microsoft®  Corporation in the United States 
and/or other countries.  The names of actual companies and products mentioned herein may be the 
trademarks of their respective owners. 
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Product Description 
 
Fleet-Net has developed Service Desk to track complaints and compliments along with other user-defined 
categories that can be utilized through Customer Service. Standard reports include Service Desk 
Exceptions Report, Summary Report along with various Miscellaneous Reports. Distribution capabilities 
include Intranet and Internet utilizing installed email. 
 
The Service Desk module is intended to be used to record, store, and track complaints, compliments, and 
commendations. The module allows entry of complaint; compliment or commendation data at the time the 
information is received. Completed complaint reports are forwarded to designated department(s) for 
response. Exception reports are generated for complaints that have not been forwarded to the department, 
or complaints that are not completed or verified.   

 
Service Desk has security features that allow for confidentiality and accountability to be in place. These 
features will allow Management to maintain a record of complaints and compliments that are reported from 
customers. 

 
If you still cannot find an answer to your question(s) please call our Support Hotline at (800) 258-2762. 
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Service Desk Implementation 
 
It is understood that the Systems Administration Guide had been followed completely and that all other 
modules are working prior to the Service Desk installation.  
 
All modules must first be installed as directed in the System Administration Guide.  
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About This Guide 
 
This guide contains standard cycles and checklists for operation and a description of each feature released 
with the module. The module description provides the intended application or use of the module and any 
comments that relate to this specific module. 
The standard cycles are to be used when operating the software to ensure that all necessary steps are 
being taken in the correct order, i.e., Daily Service Cycle and the Monthly Service Cycle.  
 

 
 

 
 

    

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 

Service Desk 

 

The clock  button allows for changing the 
time entry. 
 
 

 

The calendar  button allows for quick 
selection of a specific date via a calendar. 

The calculator  button allows for quick 
simple calculations on the fly. It opens up 
your systems calculator. 

To correctly exit a form click on the 

 Fleet-Net® Icon  always located in the 
upper right of every form. 

Throughout Fleet-Net® modules, there are Green 

Checkmarks  that will appear next to specific 
fields. These Green Checkmarks when selected 
will open the Misc. List Codes form allowing the 
user to setup the necessary codes and their value 
for the associated field. 
 

When the   binoculars search function is not 
available, nor a drop down list, select ‘Ctrl F’ as a 

search tool. When using the  button to 
search the sample search form to the right will 
display. Use anyone of the search criteria options 
to find the item. Once selected it will populate at 
the bottom of the form. To populate the previous 
form with the selected item simply hover over the 
item # and double click it. Close the search form. 
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Service Desk Setup 
 
On the Service Desk Menu, select Service Desk Setup. The initial set-up procedures (Reports Codes, Email 
Addresses, and Priority Numbers, etc.) must set up before using Service Desk. 
 

 
 
 

Report Codes 
 
Report Codes are used to identify the type of reports being created by the Customer Service 
Representative’s. Report codes allow for the assignment of the personnel who will be notified by email 
when reports are created. Other information that should be asked of the person making the report can be 
added in the Other Information fields. 
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Field 
Name 

Max Field 
Size 

Field Type Description 

Report 
Code 5 Alpha/Numeric 

Select an existing report code from the drop 
down list. See below for adding a new report 
code. 

Description 30 Alpha/Numeric 
Automatically populates based on the report 
code selected. 

Priority 1 Alpha/Numeric 
Automatically populates based on the report 
code selected. 

Email 
Addresses 50 Alpha/Numeric 

Automatically populates based on the report 
code selected. Additional email addresses 
can be entered by entering the recipient’s 
email address in the first blank row. To delete 
a recipient from the list, highlight the row and 
press delete on the keyboard. 

Other 
Information 
- Sort  Number 

Automatically populates based on the report 
code selected. Enter a number representing 
the order in which the list will be displayed. 

Other 
Information 
– Sort 100 Alpha/Numeric 

Automatically populates based on the report 
code selected. Additional items can be added 
by entering additional lines that will be 
included with the selected report code. When 
this report code is assigned to a report, each 
of the items defined in these fields will 
display. The user taking the report will fill 
these in on the report. 

 
To add a new report code, type in the new report code (Maximum five alphanumeric characters); enter. 
 

 

 
 
 
You will see the following screen.  
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Field Name 
Max 
Field 
Size 

Field Type Description 

Report Code 5 Alpha/Numeric The new report code automatically displays. 

Description 30 Alpha/Numeric Enter a description for the new report code. 

Priority 1 Alpha/Numeric 
Enter a priority for the new report code. These 
were set up in Service Desk Setup #2. 

Email Addresses 50 Alpha/Numeric 

Enter all email addresses for individuals who 
will be notified each time this report code is 
assigned to a report. 

Other Information - 
Sort  Number 

See Below. This data is populated in SD01 
#9. 

Other Information – 
Data Field 
Description 100 Alpha/Numeric 

See Below. This data is populated in SD01 
#9. 

 
 
Once you have created your new report code, or, if you would like to add additional questions to an existing  
Report Code, go to the setup menu (SD01), and choose Option #9. 
 

                           
 

Field Name Description 

Rpt Code Enter the Report Code Number. 

Sort 
These will indicate what order the questions 
display on the form 

Other Fields 

Enter the questions that you want the user to 
ask the customer when this report code has 
been chosen.  
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To delete a report code, click Delete 
 

 
 

 
 

 
 

It is not recommended to delete report codes that have been assigned to other reports.  
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Priority Time Limits 
 

The Priority Time Limit is used to establish the time allowed a report to be outstanding.  
 

 
 

Field Name 
Max Field 

Size 
Field Type Description 

Priority 1 Alpha/Numeric 
Enter a number value of 1 through 5 where 1 
represents the highest priority 

Limit  Number 

Enter the maximum number of response time 
hours based on the priority assigned. In the 
sample above a response to a priority 1 report 
must be done within 24 hours. 

 
Control Record Setup 
 
The Control Record Setup will include two record types and the values associated. The two required records 
are CplNo (Complainant Number) and ReportNo. In the example below, the next report number that the 
system will generate will be 245. 
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Field Name 
Max 
Field 
Size 

Field Type Description 

Record Type 30 Alpha/Numeric Enter records exactly as shown above 

Value 12 Alpha/Numeric 

The program will assign sequential numbers to 
complainants and reports. Enter a number that 
is one digit less than the first number to be 
assigned to the complainant and report.  

Maximum 
Value 12 Alpha/Numeric 

Enter the maximum value for complainant and 
report numbers. (See Maximum # of Digits) 

Maximum # of 
Digits 12 Alpha/Numeric 

Enter the maximum number of digits for the 
complainant and report numbers. In the sample 
above, 5 was entered for complainant and 
99999 was entered for maximum value. When 
the sequential numbering reaches that number, 
the system will restart the numbering. 

Add Leading 
Zeros  Yes/No 

Check this box to add leading zeros to the 
numbers. Fleet-Net recommends using this 
feature in order to sort the numbers correctly. In 
the sample above, with leading zeros checked, 
the next complainant number would be 00008. 

 
Service Desk Miscellaneous Codes 
 
Click Miscellaneous Codes to define all codes used throughout the Service Desk module. 
 
Each Fleet-Net application includes a list of miscellaneous codes that are used within the system.  Some 
of these codes are preset by Fleet-Net (Specific) while others are user defined.  
 

 
 

Field Description 

Type Select from the drop down options. 

Code Code used to identify the type of code 

Value Definition of code 

 

The Print button will print a listing of all Miscellaneous Codes. The report will display the TYPE, CODE, 
and VALUE. 
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AnsReq (User Defined) 
 

 
 
BusDir (User Defined) 
 

 
 

DocumentCode (User Defined) 
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Email (User Defined)  
   

 
 
LocCode (User Defined)   
  

 
 
Route (User Defined)   . 
 

 
 
RptMethod (User Defined) 
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RptType (User Defined) 
 

 
 
RspType (User Defined) 
 

 
 
Title (User Defined) 
 

 
 
VehicleNumber  (User Defined) 
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Modify Email 
 
This form allows an email address to be deleted or modified. 
 

 
 
Allows email addresses to be deleted or changed globally for all report codes. This will only affect future 
reports. Existing report information will contain the previous email recipient. 
 

Delete 
 
Select the email address and click Delete. The email address will be deleted from all the report codes to 
which it was assigned. It is not deleted from existing reports. 
 

Modify 
 
Enter the new email address and click Modify. The email address will be changed for all report codes 
assigned. Previous reports will not be modified. 
 

User Defined Data Form Setup 
 
Select this form to set up user defined Service Desk data fields for custom tracking and reporting.   
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DATA FIELDS 

 

 

 

FORM RESTRICTIONS 

 

 
 

FIELD RESTRICTIONS 
 

 
 

RENAME FIELD 
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User Defined Data Entry 
 

 
 

User Defined Data Security Setup 
 

 
 

Create Reports 
 
The Service Desk Report form captures information from complainants in reference to Complaints, 
Compliments and Suggestions associated with the transit operations. It provides the ability to render a 
quality customer service contact point and at the same time provide management with a means of control 
and over-sight on the follow-through and completion of incidents related to the service provided by the 
transit. 
 
Enter the name of the complainant. If the person is already in the database, their name will be in the 
dropdown. If this is the first time a person is making a report, enter their information into the form and they 
will be added to the database. 
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CREATE REPORTS 
 
Click Create Reports 
 

 
 

Field Name Description 

Edit Reported By 
Information 

Click this button to edit the customer’s information. Make the necessary changes, 
and then reselect the customer. 

Cancel Entry Click to exit the form without generating a report number. 

Generate Report #  

After confirming that the customer’s information is correct, click the Generate 
Report # button 
The next report number is generated, complete with the customer information. 

 
If the customer exists in the database, select the Last Name and First Name from the drop down lists. 
Then click Select Reported By and confirm their address. 

If there are multiple complainants with the same first and last name, choose the correct address. 
 

 
 
When the complainant is not in database, complete this form and click Generate Report. 
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Complaint Taken By information is populated with the customer service representative’s employee 
number, name, report creation date, and time. 
 
Edited Complaint allows the customer service representative to modify the information. 
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Complete the remaining fields with the information supplied by the complainant. 
 

 

Field Name Description 

Reportable Check this box to indicate that it meets the reporting requirements. For Example NTD 

Comment Enter the complainant’s description of the event. 

Inc Date Enter the date of the incident or select via the calendar. 

Inc Time Enter the Time of the incident. Enter A for AM, P for PM  

Inc Loc Enter the location code. 

Route Desc 
or Route # 

Enter or select the route description or route # as defined via Misc Codes in the setup. 
The route # field will be populated and the description displayed. 

Bus # Enter the bus # as defined via Misc Codes in the setup. 

Bus Direction Enter the direction 

Report 
Method Enter the method used by the complainant. 

Report Type Enter the type of report. Ex Complaint, Compliment, Lost & Found. 

Location Allows more descriptive location then location 

Emp 
Description Enter the employee’s description provided by the complainant. 

Resp 
Requested Enter the type of response the complainant requests. 

 
The green check mark allows the user to enter new data for selection from the drop down list. 
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REPORT CODES 

 
Report codes ensure the incident Report will be routed by e-mail to the person(s) who will respond to this 
code. 
 

 
 
Select a report code or multiple codes that apply to the report. The email addresses assigned to those 
codes will display. 
 

For each code, the fields of additional information needed will appear below when the red x  is clicked 
once. The CSR taking the report will fill in the information as provided by the person who is reporting the 
incident.  
 

 
 

To delete an assigned report code – click the  button twice.  
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Other Fields 

Selecting Notes provides space for additional information and allows for the attachment of scanned 
documents or pictures, etc. as deemed necessary. 
 

 
 

Field Name Description 

Document 
Code Choose a code from the dropdown or add a new code via the green check mark.  

Reference Enter a user defined reference number here. i.e. Seq# or Date. REQUIRED 

Comments Enter comments here. There will be a User, Date, and Time stamp. 

Hyperlink A hyperlink will point to another location on the network or a website. 

Attachments A document or scanned pictures may be attached. 
 

 

 

 

 

 

 

  



Service Desk User Guide 

                                                                                                                                            Page 26 of 50 

 

Attachments 
 
Within the Attachments box above, right click and select Insert Object from the drop down menu that 
appears.   
 

 
 
The insert objects window displays.   
 

 
 
To attach an existing document, select the Create from File button. Browse to select the document on the 
network. Select Display as icon. Click OK to insert the attachment. 
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Send Notification 

If the form is closed before sending notification, the following message is displayed. 
 

 
 
Click Send Notification to generate the email, which will be sent to all respondents assigned to the report 
codes. The report is an attachment. The email opens up and notes or additional emails can be added.  
 

 
 
If the email is not sent, the following message displays. 
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When a report is modified, notification should be sent again. 
The email will indicate that the report has been modified with the fields that were changed. 
 

 
 

Departmental Response 
 
Select Email from the drop down list. The following form will display for selection. If the box is checked to 
the right, user will only see reports addressed to them that have not had any responses recorded. 
 

 
 
Select Email from the drop down list. The following form will display for selection. If the box is checked to 
the right, user will only see reports addressed to them that have not had any responses recorded. 
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Once the report is selected, the following screen displays. 
 

 
 
When the Review Report button is selected, the original report is displayed. 
Report Codes and Notes may be viewed. No editing of the information is allowed on this form.   
                                             

 
                                               
The addressee enters their response in the Department Response field. When they enter notes in the 
response box, the Responder, Date Responded, and Check box on the bottom line are populated.  
Additional responses may be added until the report is closed. 
The report is now ready to be finalized by personnel with access to manage open reports.  
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Manage Open Reports 
 

 
 
Once a report has been created, it will remain in Manage Open Reports until it has been resolved and 
closed. Use the drop down arrow under the Reports field, to select a report to be finalized. 
 

 

This screen may be sorted by any of the headers. A date column can be sorted by oldest to newest, etc. 
A number column can be sorted largest to smallest. For example, right click in the Response column and 
the following displays. Choose Sort Z to A and all the reports that have a response will be at the top. 
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Double click on a report number to open up the next screen.  

 

 Note that the Finalize button to the right is greyed out, that is because there were no responses.   

 
Under List of Responses Requested, there appears a list of all addressees who received this report. The 
check flag in the Responded column indicates that a response to this report has been made. Only one 
response is needed to complete this report.  
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Click Finalize, the following form displays. A report cannot be finalized until at least one email recipient has 
responded. 
 

 
 

 
 
This form displays the customer comments and allows all the responses made to this report to be 
displayed. In the field Action Taken or Resolution, enter the result.   
 
Enter Date Completed, Time Completed and a checkmark for the appropriate conclusion.  
 
Click to save changes.  
 
This button is activated only after the Save Changes button above has been clicked. Once user has 
clicked OK to the Saved message.  
 

 
 
Click on the Attach button to choose either to create a new document or to create a document from a file  
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Click on the Attach button to choose either to create a new document or to create a document from a file  
 

 
 
Attaching a existing document or picture 
 
Click create new or create from file. Clicking create file will allow you to browse and select from your folder 
a document or picture. 
Note:  You can display your selection as an Icon.  This will allow you to edit more easily and it will  
Allow adding additional information or additional pictures at one time. 
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Upon completing your attachment, click on the done button to return to the Manage Open Reports 
Screen.   

 

 This button is now activated. Enter Date Completed and Time 
Completed. Select from the conclusion field that this is a Valid, Invalid 
or Inconclusive report.   

 

 Click to save the new changes and the newly added attachment. The 
form can now be close.  

 
          

Manage Closed Reports 
 

 
 
LIST REPORTS 
 
Click List Reports 
 

 
 
 Highlight the report number and double click to display the report. 
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Reports that have been closed can be purged. By selecting the purge button, reports can be deleted based 
on the closing date of the report. 
 

 
 
Note: Once the report has been purged from the system, it is no longer available for viewing. 
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Service Desk Reports/Inquires 
 

 
 

View Employee Complaints 
 
The following will display. This form shows those complaints made on a specified employee. 
 

 
 
Select an employee number from the Select Employee drop-down list.  
 

 
 
The Last Name and First Name will automatically display along with any Service Desk Report Numbers 
and the email address of the person who responded will be listed in the Responding Email column.  
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Summary Report 
 

 

 
Enter a date range. Click print preview the report. 
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Report Number Search 
 
This form allows you to search for a particular report by Date, Last Name, or Bus Route. After selecting 
how you want to search from the Search By field, selection for your criteria will be displayed.  

 

 
 

Fleet-Net provides two ways to utilize this search feature.   
 

 
 

Search by value to left- Enter a particular value for example 2/20/2018 and click this button. 
 

 
 
Display All by Date-Search all records pertaining to your search criteria. 
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Service Desk Exception Report  
 
This report summarizes the status of service desk reports not yet finalized, (Completed). It shows all reports 
not completed and all reports not forwarded to the addressee, (Respondents). 
 

 
 

 

Preview / Print Service Desk Report 
 
Selecting preview/print from the service desk menu will display the below form. 
 

 
 
This report allows you to review or print report information based on a specific report number. From the 
drop down list select the report number then click OK.  
 

 
 
 
 
 
 

  



Service Desk User Guide 

                                                                                                                                            Page 40 of 50 
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Miscellaneous Reports 
 

 
 

You may define your own reporting parameters by using the drop-downs  and check boxes   .To 

further refine your report parameters, use the calendar icons  to provide a date range.  
 
Note:  A sort selection must be clicked before previewing the report. Select from the Sort Order 
drop down. 
 
Click Print to preview the report based on the selected criteria. This report can then be printed or save to 
a file. 
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Generate a Response Letter 
 
The generate response letter allows for mail merging and mailing of replies to complainants by using 
Microsoft Office Word mail-merge templates interfaced with the Service Desk Response Letter generator. 
Templates for these letters should already been written and saved out in a folder.  
 

 
 

If this is the first time using the response, Letter Codes will have to be setup. Select the Setup Letter 
Codes button and the following form will display. 
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Field Description 

Response Letter 
Code 

Enter an alphanumeric code up to 5 characters to use as a response code. 

Response Letter 
Description 

Enter an description up to 50 characters to give a description of the response letter 

Path To Executable Enter the path to your executable file for Microsoft Word. Note: if using Windows 7 64-bit 
Path will be similar to: C:\Program Files(x86)\Microsoft Office\Office14 

Name Of Executable Enter the name of the Microsoft Word executable file [winword.exe] 

Path To Document Enter the path to the location of the stored Template 

Name Of Document Enter the name of the stored Template (Note: a template will have to be created before 
the name of the document can be entered) If you do not have a template contact Fleet-
Net and they can provide a standard template. 

 

Once letter codes and templates have been setup, select the Response Letter, Report Type, From/Thru 
Report Dates and, if applicable, Report Number from drop down. 

 
 

Response Letter Select a response letter code. This is required for the program to select the correct 
letter template. 

Report Type Select a report type to generate letters 

From Report Date 
Thru Report Date 

Enter a date range or the same date and be entered into both fields. 

Report Number Select a specific report number or select the All Reports checkbox. 

 

Click on the Build Complainants button. Click Yes to continue or No to cancel. 

 

 

The complainants who will receive the selected response letter are displayed. 
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If you want to send the same letter to multiple applicants, you must select them from this screen. To do 

so, click on the arrow on the left hand side of the screen (in the example below, it is pointing at 
application # 00000241). Hold the shift key and click on arrow to the left of the application number box for 
each of the applicants that will need the letter. Notice below how the box to the left of the application 
number box is black. That indicates that both applicants have been selected to receive the same letter. 
 

 

Click on the letter button (second one down), and your letter should open. 

Click on Mailings, then Start Mail Merge, choose letters from the dropdown. 

Click Select Recipients; choose Use Existing List… from the dropdown. 

 

The following window will display then select the data source that will look similar to the data source 
highlighted in yellow (it will reference the ResponseLetterMailMergeTable). Click Open. 
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If the Data Sources do not come up as shown above, do the following. 
Click the drop down and go to the C: drive. 
Click Users and find your name 
Open My Documents, then My Data Sources. The Data Source you need will be in there.  
 
**If this is the first time using this feature, the user will need to create a data source name so that 
Microsoft Word knows where to go to get the names and addresses to put on the letters. This is a 
setup item and should only have to be done once per user.  
 
Click New Sources at the bottom of the screen shown above. 
 
The Data Connection Wizard window will appear. Select Microsoft SQL Server then click next. 
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Type in your Server name where the FNW databases are stored and select ‘Use Windows Authentication’ 
then click next.   
 

 
 

Click on the drop down menu and select the FNSD database. Then click on the table 
FNSD_ResponseLetterMailMergeTable. Note: make sure the checkbox for Connect to a specific table 
checked. Click Next. 
 

 
  



Service Desk User Guide 

                                                                                                                                            Page 47 of 50 

 
The data connection wizard will now display the name of the data source. The Browse button can be 
clicked to save the data source to a specific location. Under ‘Friendly Name’, the data source name can 
be changed to a shorter and/or different name. Click Finish. 
 

 
 

 
Now you should be able to click on Select Recipients: Choose Existing List and see that data source. If 
you do not see it, do the following.  
 
Click on My Computer on the left of the screen and go to your C: drive.  
 
Click the folder Users. Find your name. 
  
Open Documents or My Documents and then My Data Sources.  
There you will find the FNSD_ResponseLetterMailMergeTable that you need. Now you can continue on to 
the next step. 
 
Click on Edit Recipients to see and/or modify the recipient list.  
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The recipients of the letter are pre-selected based on the selection in Fleet-Net (note the check mark in 
the box to the left the ReportNumber). If you do not want a letter sent to one or more of the recipients, 
(perhaps the person did not leave a complete mailing address), click the check box to remove the check 
mark. Once you have all the recipients selected, click OK in the bottom right corner of the screen. 
 

 
 
 
Click Finish & Merge. Choose Edit Individual Documents so each letter can be checked for a complete 
address. This will replace the Merge fields with the names and addresses from the table. Once all the letters 
have been verified, they can be printed. 
 
NOTE: If the template letter has not formatted, simply click on Insert Merge Fields to add Name, Address, 
City, State, and Zip fields in the correct locations. Click on Greeting Line to set this field as well. Save the 
template with this formatting so it only needs to be done once.  
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When the letters have been printed and/or saved, close the template and say No to saving the changes. 
 
Return to the Response Letter form in FNW and click on the Update History button. The following prompt 
will appear. 

 

 

Say Yes to update and No to abort. 
 
You will receive the following message if Yes is selected: 
 

 
 
The database table FNSD_ ResponseLetterHistoryTable will be updated with the date a letter was 
generated for a report number. 
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Management Only Report Editing 
 
There are three Service Desk Edit forms. These allow the user to edit either the initial report, the 

departmental responses, or action taken/report resolution. 

Edit Report (Mgmt Only) 
Allows editing of all fields on the initial report even after it is closed. 

Edit Report and Responses (Mgmt Only) 
Allows editing of all fields on the initial report and the departmental responses. 

Edit Report/ Responses and Action Taken (Mgmt Only) 
Allows editing of all fields pertaining to this report including the departmental responses and the actions 
taken. 
 
NOTE: Caution should be taken when assigning access to these menu items. It is not advisable that 
the original complainant’s comments, departmental responses and action taken data be modified.  

 

 
 
 

 
 
 

 
 
 

 
 
 

 


