Service Desk User Guide

Service Desk User Guide

Page 1 of 50



Service Desk User Guide

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.

Throughout Fleet-Net® modules, there are Green

To correctly exit a form click on the Checkmarks i that will appear next to specific
_ fields. These Green Checkmarks when selected
Fleet-Net® Icon 258 always located in the will open the Misc. List Codes form allowing the
upper right of every form. user to setup the necessary codes and their value
for the associated field.
Iltem Search
When the ﬂ‘ binoculars search function is not T DT s
; N ) \ ur Item Description: || =l
available, nor a drop down list, select ‘Ctrl F’ as a et -
escription: -
i ﬂl OEM ltem #: | =]
search tool. When using the button to
search the sample search form to the right will Tl | =l
display. Use anyone of the search criteria options Product Class: [ =
to find the item. Once selected it will populate at Vendor Name: | B
the bottom of the form. To populate the previous Modet | |
form with the selected item simply hover over the )
item # and double click it. Close the search form. : Item # | Descripti Unit Cost
SET TIME x|
Hour  Minutes AM\PM
. | :| 44 AlM
The clock l‘ button allows for changing the ‘12’ T JJ
time entry. e
Cancel | Ok |
[E] fimCalendar : Form  X|
A May  [3] 4 20100p|
— Su Mo TuWe Th Fr Sa
Ll | N
The calendar button allows for quick 23N 87 s
selection of a specific date via a calendar. 5 17 18 1 .21 2
gg g: 2 26 27[28 23
Cancel ]
& Calculator =1Ei
Edit View Help
) 0
The calculator il button allows for quick =
simple calculations on the fly. It opens up | o e | [ o =]
your systems calculator. JCCN Y R A o e
N Y
1 e | e

Service Desk
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Sample Transit

Service Desk

EAEI PP S EYELPN PP Y

1

Create Reports

Departmental Responze

Manage Open Reports

Manage Clozed Reports

Service Desk Setup

Service Desk ReportsfInquines

Generate Response Letter

Edit Report [Mgmt Only)

Edit Report and Responsesz [Magmt Only]

Edit Report/Responzes and Action Taken [Mgmt Only

Return To Previous Menu

Enter your selection:

W 09.06 [2/6/2018]

dfigenbaum FMLW 44

and | [l | | || g || g | g | g | || wad

[ | Show Details
sSD

Find
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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.

Service Desk Setup

Report Codes

7

Priarity Time Limits 7

Control Record Setup 7

Service Desk Miscellaneous Codes

|
|
|
|
Modify Email \ 7
|
|
|
|
|

User Defined Data Entry

User Defined Data Form Setup

User Defined Data Security Setup

Report Code Other Information Setup

Return To Previous Menu

(3ol lxlalalalels]=

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.

Muodify } Add Report Codes

Report Code: | i
LRPO3 Ctap & Shelters Candition te
test TESTING

Modify { Add Report Codes

Report Code: [TEST \
Delete

Description: [TESTING| Priority: [1
Please list Email addresses reports with this report code should go to:

» |podd@fleet-net.com
#]

Please list other fields of information for this report code:

Sort: Data Field Description:
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Field

Max Field

Name Size Field Type Description
Select an existing report code from the drop
Report down list. See below for adding a new report
Code 5 Alpha/Numeric | code.
Automatically populates based on the report
Description 30 Alpha/Numeric | code selected.
Automatically populates based on the report
Priority 1 Alpha/Numeric | code selected.
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
Email a recipient from the list, highlight the row and
Addresses 50 Alpha/Numeric | press delete on the keyboard.
Other Automatically populates based on the report
Information code selected. Enter a number representing
- Sort Number the order in which the list will be displayed.
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
Other of the items defined in these fields will
Information display. The user taking the report will fill
— Sort 100 Alpha/Numeric | these in on the report.

You will see the following screen.

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

Microsoft Access

e Add new report code?
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Modify / Add Report Codes

Report Code: 1234 v
Delete

Description: Mo Show Priority: |1

Please list Email addresses reports with this report code should go to:

A{pdodd@a\xailtec.com
3

Please list other fields of information for this report code:

Sort: Data Field Description:
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Max
Field Name Field Field Type Description
Size
Report Code 5 Alpha/Numeric | The new report code automatically displays.
Description 30 Alpha/Numeric | Enter a description for the new report code.
Enter a priority for the new report code. These
Priority 1 Alpha/Numeric | were set up in Service Desk Setup #2.
Enter all email addresses for individuals who
will be notified each time this report code is
Email Addresses 50 Alpha/Numeric | assigned to a report.
Other Information - See Below. This data is populated in SD01
Sort Number #9.
Other Information —
Data Field See Below. This data is populated in SD01
Description 100 Alpha/Numeric | #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.

EDIT OR ENTER OTHER
INFORMATION FIELDS
Rpt Code Sort Other Fields
1234 1| Mhattime did yvou arrive a the stop?
1234 2| Mhattime did the schedule say the bus was arriving?
1234 3| How long did you wait?
3
Field Name Description
Rpt Code Enter the Report Code Number.
These will indicate what order the questions
Sort display on the form
Enter the questions that you want the user to
ask the customer when this report code has
Other Fields been chosen.
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To delete a report code, click Delete

Modily | Add Report Codes

Report Code: SaMP v
Delete

Modity /| Add Report Codes

Report Code: SaMP v
Delete
Microsoft Access

9 Delete report code: SAMP

Modify / Add Report Codes

Report Code: |SAMP v
Delete

Microsoft Access

o Report code deleted.

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.

Priority Time Limits Form

Enter time limits for each
priority code in hours

Prioritr Limit
1 24
2 4a
3 72
Field Name Maéileld Field Type Description
Enter a number value of 1 through 5 where 1
Priority 1 Alpha/Numeric represents the highest priority
Enter the maximum number of response time
hours based on the priority assigned. In the
sample above a response to a priority 1 report
Limit Number 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 CpINo (Complainant Number) and ReportNo. In the example below, the next report number that the
system will generate will be 245.

Control Record Setup Form

M aximum #
Record Type Yalue Maximum ¥alue of Digits Add Leading Zeros
[CpiNo | 4 93933 | G
|F|eportNo | 244 | 999999999959 | 12
»
| | | [ (=]
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Max
Field Name Field Field Type Description
Size
Record Type 30 Alpha/Numeric | Enter records exactly as shown above
The program will assign sequential numbers to
complainants and reports. Enter a number that
is one digit less than the first number to be
Value 12 Alpha/Numeric | assigned to the complainant and report.
Maximum Enter the maximum value for complainant and
Value 12 Alpha/Numeric | report numbers. (See Maximum # of Digits)
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
Maximum # of the sequential numbering reaches that number,
Digits 12 Alpha/Numeric | the system will restart the numbering.
Check this box to add leading zeros to the
numbers. Fleet-Net recommends using this
feature in order to sort the numbers correctly. In
Add Leading the sample above, with leading zeros checked,
Zeros Yes/No 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.

Modify { Add Misc List Codes
Module: ’ﬁ
Type: W
AnsFReg I}
BuszDir
DocumentCode
Email .
LocCode Print
Foute
Fipthdethod
RptType
FzpType
Title
WehicleMumber
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)

Modify | Add Misc List Codes

Module: ’ﬁ
Type: AnsReq L")
Code VYalue Print
E Email
M Mone
W Werbal
o Titten
4l

BusDir (User Defined)

Modity / Add Misc List Codes

Module: ’ﬁ
Type: BusDir L")
Code VYalue Print

E East

M Marth

s Morthiwest

S South

S Southiwfest

o st

»

DocumentCode (User Defined)

Modify | Add Misc List Codes
Module: ,ﬁ

Type: DocumentCode L")

Code Value Print
P Phata
W Video Review
L Letter
M Mote
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Email (User Defined)

Modify | Add Misc List Codes
Module: ’ﬁ

Type: Email

Code

VYalue

Print
FrintComplainant Mo
FeportType pdf
»
LocCode (User Defined)
Modify | Add Misc List Codes
Modde:ﬁir
Type: LocCode
Code VYalue Print
AR Along route
AS At Stop
Mone Mone
TR In Traffic
Route (User Defined)
Modify | Add Misc List Codes
Module: ’ﬁ
Type: Route
Code VYalue - Print
1M 1 Yellow Morth - Weekday
15 1 Yellow South - Weekday
10E 10 East Gold - Weekday
10w 10w est Gold - Weekday
100 100
RptMethod (User Defined)
Modify { Add Misc List Codes
Module: ’ﬁ
Type: Rpttethod
Code VYalue Print
ME Facebook
E Email
F Farmzpring
| In Perzon
F Phoned
5 MTD Supervizor Complaint
T Tuwitter
o Titten
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RptType (User Defined)

Modify | Add Misc List Codes
Module: lﬁ
Type: RptType L")
Code Value Print
M Complaint
2 Compliment
3 Suggestion
4 Service Request
5 Technology lssue
E ADA Service Complaint
F found
| lingiz Terminal
L lonst
T Test
RspType (User Defined)
Modify | Add Misc List Codes
Module: ’ﬁ
Type: RspType W
Code VYalue Print
E Ermail
M Mone
i Yerbal
W w/itten
Title (User Defined)
Modify | Add Misc List Codes
Module: [S0
Type: Title L")
Code VYalue Print
Dr. Droctar
Miss Miss
Mr. Mizter
Mrs. Mizses
M. M.
VehicleNumber (User Defined)
Modity / Add Misc List Codes
Module: [0
Type: VehicleMumber v
Code Value i~ Print
o1 M122031
0z 122087
0103 k4131561
104 1122038
00s 122039
106 Mi2z100
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Modify Email

This form allows an email address to be deleted or modified.

Delete/Change
Emails In All Report

Email: | v | Delete

Change to: | Modify

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.

User Defined Forms

Form
Restrictions

Field
Restrictions

Rename
Fields
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DATA FIELDS

User Defined Forms

Field Hame Field Type History - "
Data Fields
|Date Found |Date W
Form
|Date Lost |Date v Restrictions
— 7
|Date to cloge thiz incident |Date W Fit_ald_
|Descripti0n |Text W Restrictions
|H0w many people were at the stop with you |Number W Rename
Fields
[Tagt [Text = ¥

FORM RESTRICTIONS

User Defined Forms

User Form Name

Fleet-Net Form Name

vl |

Diriver responge
Found

Lozt

“wheather Conditions

FHSD_UserDefinedD ataE ntryForm
FHSD_Reporthd asterForm
FHSD_Reporthd asterForm
FHSD_Reporthd asterForm

Data Fields

Form
Restrictions

Field
Restrictions

Rename
Fields

FIELD RESTRICTIONS

User Defined Forms

Form Name: || ost w | |FMSD_Reporthd asterForm Data Fields
Field Name Form
|Date Lost W Restrictions
|D escription ¥ Field
Restrictions
|Where item was lost W
» Rename
! ¥ Fields
User Defined Forms
Data Fields
0id Field Name
Form

New Field Name

Start

Restiictions

Restiictions

P
Fields
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User Defined Data Entry

User Defined Data Entry |

dfigenbaum

Form Mame: || p

Report #: v

User Defined Data Security Setup

User Defined Form Security

User Id: |

vl

dfigenbaum
fleetnetadmin
jrohrbaugh
Iday

test 1

dfigenbaum

Fleet-Met System Adminiztrator
Janet

Ludinn Day

Janet

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.

Service Desk Report Report #:

Create Report
Report Codes
Notes

Send
Notification

User Data
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CREATE REPORTS

Click Create Reports

Service Desk Report Report # "
Select/Create Reported By
Last Name: ’—V
First Name: | w| Title:| =
Select Reported By: ,7\, Create Report|
Address: | Report Codes
Address 2: | Hotes
CitylState/Zip: | vl | [l Send
Notification
Phone 1: | Ext1: |
Phone 2: | Ext2: | User Data
E-mail: |
Generate Report # Cancel Entry
Field Name Description
Edit Reported By Click this button to edit the customer’s information. Make the necessary changes,
Information and then reselect the customer.
Cancel Entry Click to exit the form without generating a report number.
After confirming that the customer’s information is correct, click the Generate
Report # button

Generate Report # | 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.

Service Desk Report Report #: "
Select/Create Reported By
Last Name: [Jones ||

First Name: |Robert w| Titlesfur. [y

Select Reported By: |1 v | | Edit Reported By Information Create Report

Address: [123 Main Street Report Codes

Address 2: | Hotes

CityiState/Zip: [LAS VEGAS vl wv T Jot1e- £EIL
Notification

Phone 1: | Ext1: |
User Data

Phone 2: | Ext2: [

E-mail: [pdodd@fleet-net.com

Generate Report # Cancel Entry

When the complainant is not in database, complete this form and click Generate Report.

Page 21 of 50




Service Desk User Guide

Address: [1234 Flamingo Rd

Address 2: |

CitylState/Zip: |LAS VEGAS vl M [y ] [89117-

Phone 1: |(702) 123-4567 Ext1: |

Phone 2: |

Ext 2: |

Generate Report #

E-mail: |Dfigenbaum@fieet-net.com

Cancel Entry

Service Desk Report Report #: "
Select/Create Reported By
Last Hame: |Miller Y]
First Hame: [John | Title: [ur. v Mi A
Select Reported By: v icrosoft Access

o Create new complainant?

Create Report
Report Codes
Notes

Send
Notification

User Data

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.

Service Desk Report Report#: [DO0000000245 |

Complainant:|{John Miller

Compilaint taken by:

Address:|1234 Flamingo Rd

Address #2:

Date of report: [2/20/2018

City State Zip|LAS VEGAS, NV 83117-

Inc. Date:
Route Desc:

Bus #
Report Method:

Phone:[(702) 123-4567 ext. | ext.

E-mail:|Dfigenbaum@fleet- Comments:

["] Reportable

UNKHOWN

dfigenbaum

Time of report:|5:35:53 PFM

Edit Complainant

Location: [

] Inc. Time: O] Inc. Loc Code: e ||
| Route# vl
W Bus Direction: e ||
v (o Resp. Requested: o Report Type: e ||

Emp Description: |

Create Report
Report Codes
Notes

Send
Notification

User Data

Edit Complainant Information

Reported By # 5

Last Name: |Miller

First Hame: |Juhn Title: |r.1

r. W
Address: 1234 Flamingo Rd
Address 2: |
CityiState/Zip: [LAS VEGAS o [y | [39117-

Phone 1: |(702) 123-4567 Ext1:
Phone 2: |(__ ) - Ext2

E-mail: |Dfigenbaum@flest-net.com
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Complete the remaining fields with the information supplied by the complainant.

Service Desk Report Report #: 000000000245 ©
Complainant:|John Miller Complaint taken by: |UNKMOWN
Address:|1234 Flamingo Rd dfigenbaum
Address #2: Date of report: (2/20/2018
City State Zip|LAS VEGAS, NV 83117- Time of report:|6:35:58 PM
Phone:|(702) 123-4557 ex‘l.| ext. Edit Complainant Create Report
E.mail:lm Comments:|Customer wanted to buy the next passengers pass and the driver Report Codes
wouldn't let him do that. Then while we were in route the driver drove
Reportable pass a customer waiting for the bus. Notes
Send
Inc. Date: [2/1/2018  ||@| Inc. Time: [6:40 PIt @ Inc. Loc Code: AR < Notification
Route Desc: |1 Yellow Morth - Weekday w| Route# 1N | |‘I ellow Morth - Weekday LEErIE
Bus #0101 W Bus Direction: N e ||
Report Method: £ e || Resp. Requested: £ o Report Type:|1 w |
Location: [
Emp Description: |
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 | Enter or select the route description or route # as defined via Misc Codes in the setup.
or Route # 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.

Service Desk Report

Report # 000000000255 b

Complainant:|Jorge Franco

Complaint taken by: |UNKNOVN

Address:|123 Main St Plaza

pdodd

Address #2: Date of report: [10/16/2018
City State Zip|LAS VEGAS, NV 89111- Time of report:|4-30-12 PM
Phone: ext. | ext. Edit Complainant
Ermail:,gfrancn@m Comments: bus never showed up. Made me miss my work. My boss was pissed!
[ Reportable
Inc. Date: 10/3 /2018 ] Inc. Time: |1:26 PM ® Inc. Loc Code: ||
Route Desc: v | Route # v
Bus #: v Bus Direction: v
Report Method: v\ Resp. Requested: v o Report Type: o
Location: ‘Nonhbuund on Durango by Charleston

Emp Description: ‘

Create Report
Report Codes
Notes

Send
Notification

User Data

Report Code Description

E-mail Addresses

Rl [ |[no Show

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 EI is clicked
once. The CSR taking the report will fill in the information as provided by the person who is reporting the

incident.

Report Code Description E-mail Addresses

1234 [v|[No Show

pdodd@availtec.com

v]|

=]

Other Fields

1234 [ 1 Field:

‘What time did you arrive a the stop?

Value: [

1234 2 Field: ‘What time did the schedule say the bus was arriving?
Value: ‘

1234 3 Field: ‘How long did you wait?
Value: ‘

To delete an assigned report code — click the il 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.

Service Desk Report Report#: (000000000245 [+,
Reported By:|lohn Miller Taken by: |UNKNOWN
Address:|1234 Flamingo Rd dfigenbaum
Address #2: Date of report: |2/20/2018
City State Zip|LAS VEGAS, NV 83117- Time of report:|5:35:58 PM
Phone:|(702) 123-4567 ex‘t.| ext. Edit Reported By Create Report
E-mail:\Dfigenbaum@fleet-net.com Comments: |Customer wanted to buy the next passengers pass and the driver A Report Codes
wouldn't let him do that. Then while we were in route the driver drove
izl pass a customer waiting for the bus. Notes
W Send
Notification
Inc. Date: 2112018 Inc. Time: §:40 pm Inc. Loc Code: AR v |
User Data
Route Desc: w Route# 1N | |1 ellow Naorth - Weekday
Bus # 0101 + | Bus Direction: N e || Report Method: |E e || Report Type: |1 e ||
Location: | Resp. Requested: |E v |
Emp Description: |
£ Document Code: F w | | Reference: [1234
Comment: Attachment:
dfigenbaum 2/21/2018 12:31:37 PM:
-
Bus 100.,jpg
Hyperlink: |
Created: |dfigenbaum | 2/21/20181231:28PM  [FNSD_ReportMasterForm
Updated: | [ [
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. Seg# 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.
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Attachments

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

£ Document Code: F w || Reference: [1234
Comment: Attachment:
dfigenbaum 2/21/2018 12:31:37 Ph:
| =
Bus 100,pg Subform 4
b Cut
By Copy
H_l,lperlink:| o Paste
Created: |dfigenbaum | 272172018 12:31:28 PM |FNSD_F|ep0rtMasterF0rm
Updated: | | |
< Delete
Insert Object... L\g‘
Packager Shell Object Object »
Record: M 1of 1 L Search
The insert objects window displays.
- 2
Microsoft Access :
i_) Create New U:Yimages'Buses),
- - Cancel
(@) Create from File Browse... [ Jink

[ | Display as Icon

Result

Inserts the contents of the file as an
F = object into your document so that you
E may activate it using the application
which created it.

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.

Microsoft Access

If you created or edited a report, you need to send a notification.
Do you wish to close anyway?

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.

FILE MESSAGE INSERT OPTIONS FORMAT TEXT REVIEW

E 5&@} lUJ L"J D > Fallow Up ~

' High Importance

Paste Address Check  Attach Attach Signature
- Book MNames File ltem~ - ¥ Low Importance
Clipboard ] Basic Text Mames Include Tags o Zoom
From - dfigenbaum@fleet-net.com
To..
Send
Cc..
Subject Service Desk Report Filed

Attached " 000000000245, pdf (104 KB)

Please review Service Desk report #000000000245

If the email is not sent, the following message displays.

Microsoft Access

Repert not forwarded to department
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When a report is modified, naotification should be sent again.
The email will indicate that the report has been modified with the fields that were changed.

FILE MESSAGE IMSERT OPTIONS FORMAT TEXT REVIEW

I _} L1 L“J - ™ Fallow Up -
&G &% U Q "

I High Importance

Paste Address Check  Attach Attach Signature
- Book Mames File Item~ - 4 Low Importance
Clipboard N Basic Text Mames Include Tags . Zoom
From = dfigenbaum@fleet-net.com
To..
Send
Ce.
Subject Modified Service Desk Report Filed

Attached = 000000000245, pdf (104 KB)

Please review Modified Service Desk report #000000000245
The following fields were modified

dfigenbaum changed LocCode from 'AR' to 'AS' - 2/21/2018 12:56:03 PM

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.

Report Response

Email Address: h Show only reports without responses

Dfigenbaurn(@flest-net.com

Review R t
Pdodd@ilect-net. com ¥ eview nepor

Report Humber:

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.

Report Response

Email Address: |Pdodd@fleet-net com - |[¥] Show only reports without responses

Report Number: | w R?Heview Report
[ DO0Doo000242 |
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Once the report is selected, the following screen displays.

Report Response

Email Address: |tevard@psta.net W Show only reports without responses

Report Humber: 4573 + | Review Report

Received call from Jaizon Love, hiz tips have been late since he no longer haz an azsigned driver. He has requested that we qet a
regular driver aszigned Lo hig tips.

Department Rezponse:

Reported Emp #: | >

Responder: | Date Responded: | [ ] Responded

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.

Report Response

Email Address: |Pdodd@fleet-net.com = Show only reports without responses

Report Number: |000000000242 "

Department Response:

Reported Emp #: | -

Responder: | Date Responded: ["]Responded

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

Manage Open Reports

‘ Lizt Dpen 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.

Manage Open Reports

Dpen Reports

Report Report Hours -
Report # Date Time Status  Priority  Reportable Open Responze Ci
4135 1/25/20016 [12:11:28 PM | Owverdus 3 es 9,795 ez Care Ride driver dropped client off at the wrona location and didn't assit her
4154 TR2T206 | 224201 PM | Overdue 3 Mo 9,745 Mo A Me Intosh is still waiting for her 1pm tip as of 2:15pm. Yellow Cab still could not

provide an eta as to when she will be picked up. She requested a van for all rips as
she can not get into a car. Both tips on Monday 1/25 were also late and a cab was

4169 1/29/2006 101500 4M | Overdue 3 Mo 9,701 Mo Theresa Leggett has been picked up late for most of her brips during the past manth.
Taday the had a 93 30am tip scheduled and ag of 10:00am Yellow Cab did nat have a
driver available to pick her up. She is upset that DART iz not reliable to get her to

4239 217206 | 48657 PM | Overdue 3 e 9,333 Mo "wiants supervizor to call her reference this bus passing her and pointing back toward
another bus that came but had 2 bikes g0 she couldn't catch it. | explained that buses
were oo close together so supervizor ties to get them back. on track. Caller

4349 2A7/2006 | 31619PM | Cunent 1] Mo 9,240 Mo OrJanuary 22nd @ 4:00 in the aftermaan, her sister was picked up by 2 DART cab
driver the sister paid 20.00 ta the cab diver and the driver kept the change, her sister
iz mentally challenged. She called the cab company and was informed that she would

4407 2¢27/2006 |17:56:22 &M | Overdus 3 es 9148 Mo Caller stated that Care Ride was a no show . Thiz was for passenger Ruth Buckins .

4524 32016 111822 80 | Dverdue 3 Mo 8,860 Mo Helene boris had Yellow Cab 2 trips that were extremely late this week. She could not
wait any longer for a cab to show up o she had to get a private pay tip which cost
$13. She is request reimbursement for this tip and for reliable imely service in the

=

|4525 | 342006 [11:2310AM | Overdue [ 3 |
Record: W 10f1523 | » M Search

o ‘8,880 | Mo |Geurge Hopking is having an issue being picked up by Yellow Cab for his 5:30am -

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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Manage Open Reports
List Open Repoits
Report Report Hours
Report # Date Time Status  Priority Reportable Open Response Ci

000000000242 FARL20F | 40317 AW | Overdue 1 N 5.242 No d
Subform 3

000000000243 FA20/2017 | B:30:47 AW | Curent Mo 5132 Mo

000000000244 FA20/2017 | B:3351 AM | Cunent Mo 5132 Mo

000000000245 272002018 [ 63655 PM | Cument ] Tes 20 Ne | zi SotAteZ ngers pass and the diver wouldr't let him do

I SotZtoA iwer diove pass a customer waiting for the bus.

Text Filters 3
Equals "No'
Does Mot Equal "No"
Contains "No"
Does Mot Contain "Mo”

Record: W lofd L] Search

Double click on a report number to open up the next screen.

MEN Manage Open Reports

Report #: |000000000245 Report Date: 2/20/2018  Hours Open: 20
Lizt of Responzes Requested Customer wanted to buy the next passengers pass and the driver wouldn™ let him da that.
Date Responded E-Mail Address Responded Then while we were in route the driver drove pass a customer waiting for the bus.

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.

Manage Open Reports

Report #: (000000000242 Report Date: 7/18/2017 Hours Open: 5,242 B
Finalize
Lizt of Responzes Requested
Date Responded E-Mail Address Responded
2/21/2018 2:28:33 PM || pdoddi@flest-net.com
2/21/2018 2:29:20 PM || pdoddi@flest-net.com
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Click Finalize, the following form displays. A report cannot be finalized until at least one email recipient has
responded.

== FNSD_RptActionForm 09/11/2017 © 2018 Fleet-Net Corporati.. — & -

Report Action Form
Report #: |000000000242

Save Changes

Comments

Responses By Pdodd@fleet-net.com "

Did not see this on the video.

Action Taken A
Or Resolution

v
Date Completed: @ Time Completed: @
Condusion

[[Jvalid []Incondusive [ |Invalid

Yan: 03.06 [3112/2017]

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.

Microsoft Access “

o Changes saved.

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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EEl FNSD_RptActionAttachForm 01,/14/2003 i© 2007 Fleet-Net Corporation o ] |
@ﬂ.l )
Document
. L
Daone | Altach |

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

Object Type: | ok
(®) Create New Microsoft Graph Chart ~
Microsoft PowerPoint 97-2003 Presentatio Cancel

(_) Create from File | Microsoft PowerPoint 97-2003 Slide
Microsoft PowerPoint Macro-Enabled Prese [ bisplay as Icon
Microsoft PowerPoint Macro-Enabled Slide
Microsoft PowerPoint Presentation
Microsoft PowerPoint Slide
Microsoft Word 97 - 2003 Document hd

Result

inserts anew objectinto your

F N document.

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.

Page 33 of 50



Service Desk User Guide

Upon completing your attachment, click on the done button to return to the Manage Open Reports

Screen.

Save Changes |

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

Manage Closed Reporls

Purge

LIST REPORTS

Click List Reports

Manage Closed Reporls

List Reports

Purge
Report # D ate Closed Closed By Comments -
8545 3872017 pdodd
4383 3AF2MT pdodd Here on a short wacation. We had such a great experience using bothe the Trolleps and the Jollep Trolley, Al
the drivers were great and helpful with letting us know where to get off and places of interest. “We appreciate
their fiendliness, kindness, and overall great service.
Tree 3AF2MT pdodd Saps driver was Jude and inconsiderate by telling her ta fold straller do_wn, stroller iz broken and other drivers just

zay make sure it's out of the aisle
w

Highlight the report number and double click to display the report.
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E FNSD_RptActionForm 09/11/2017 © 2018 Fleet-Net Corporati.. ~ =

Report Action Form
Report #: |EIEIEII:IEIEIEIEIEIE¢1'I

Comments fgzdfgzdgsdgsdf

Rezponzes nat vizsible in thiz view.
|Jze preview zervice desk repart.

Action Tak_en incident can be clozed. Driver has been spoken to [8431]. Letter zent to
Or Resolution |customer [5/31]

Date Completed: |2/31/2017 Time Completed: |‘I|:|;2E= Ak

Condusion
[|¥alid [ |Incondusive [ |Invalid

W 09.06 [941 242017]

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.

Manage Closed Reports

Purge Closed Reports

Thru Closing Date: v

Start

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

Service Desk Reporis{inquiries
J Yiew Employee Complaints | 7
ﬂ Summary Report | 7
j Report Humber Search | ?
j Service Desk Excepltions | 7
ﬂ Preview/Print Service Dezk Report | 7
ﬂ Mizc Reports | 7
E Return To Previous Menu | 7

View Employee Complaints

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

View Employee Reports

Employes §#: Select Employes

Last Marne: |

First Marne: |

Service Desk Aeports:
R eport Murmber: Rezponding Email;

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

View Employee Reporls

Employes #: Select Employee ||
EmpLaztMame 3t EmpMurnber Departrment

Last Marne: |

First Marne: |

Service Desk Reports:
Report Mumber; Rezponding Email;

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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View Employee Reports

Last Mame:  |Hook

First Name:  |Lamy

Service Desk Heports:
Report Mumber: Rezponding Email:

Employes #0100 Select Emplaves  |Hook, ”

|EIEIDDDDEIDEIE¢12 |Pdudd@fleet-net.cum

Summary Report

Service Desk Summary Report

Report From Date: W Report Thru Date: v

Enter a date range. Click print preview the report.

Service Desk Summary Report

Report From Date: v Report Thru Date:
2/20/2M8

74204207
7A18s2my

Service Desk Summ ary Report

Report £ Raport Dats
Report Type: Complaint

Report Code: SaMP MNew report code

0000-00-00-0245 2202018
Total Reportz With This Code:1

Total Com :-lal'r.{s: 1

Total Codes Reported: 1
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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.

Search By:

v\

Date
Last Mame
Busz Route

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

Search By: Date W

E niter D ate:

<- Search by value to left

Dizplay All by Date

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

Search By: Date W

[ nter Date: 2/20/2118  ¢_ Search by value to Ie[l]x Display All by Date
FeportiumberExt | ReportDate | CplLastMame CplFirstt ame Foute | Comments
000000000245 2020428 Miller John 1M Customer wanted to buy the next passengers pass and the driver wouldn't let him do that. Then while we were in

Display All by Date-Search all records pertaining to your search criteria.

Search By: |Date W

Fnter Date: 2/20/2M8 | ¢- Search by value to left Display All by Date I/\[x)
ReportMumberExt | ReportDate | CpllastMame CplFirstM ame Route | Comments
000000000241 FA8/2M7  Jones Robert 15 fgsdfgedgedgsdf
000000000242 TNE20T  Allen Bob
000000000243 Fl20/2my | 7025551111 Mé test
000000000244 Fl20/207 | 7026851112 M
000000000245 20200208 Miller John 1H Customer wanted to buy the nest passengers pass and the driver wouldn't let him do that. Then while we were in
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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).

Service Desk Exception Report
Report Incident Reported By Hotes
Number Date

Reports Not Completed:
000000000243 THS20MT NA T02-555-1111

000000000244 MNAT02-555-1112

000000000245 2112018 John Miller

3 report] ) not completed

Reports Not Forearded:

Qoooo0000242 THER2MT Bob Allen
Current Emall Addrass List:
pdoddi@fes-net.com

1 report] ) not forwarded

Preview / Print Service Desk Report

Selecting preview/print from the service desk menu will display the below form.

Print Report Selection Form

Report #: W

] Print Reported By

] Print Extra Detail Lines

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.
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Report #:

] Print He

Print Report Selection Form

000000000241
0000aaaa0z4:2
000000000243

(] Print Ex\ qonnnonnnzas

Print

000000000245

RTA8s2017
FARL2MT
FM52M7

244208

Print Report Selection Form

Report #: 000000000245

Print Reported By

Print Extra Detail Lines

Report Humben
Report Taken By:
Report Taken O
At

Incident Date:

Incident Time:

Comments:

000000000245

UMKNOWHN - dfigenbaum

22002018

6:36:58 PM

212 e

G:40:00 PM

Service Desk Report

Reported By:
Mr. John Miller
1234 Flamingo Rd

LAS VEGAS, NV 89117
{702) 1234567

C ustomer wanted to buy the next pazsengers pass and the driver wouldn'tlet him do that. Then while we were in
route the driver drowve pass a customer waiting for the bus.

Employee Desc:
Location Code  AS Notification First Sent  221/2012 Conclusion:
Route: 1N Bus Number Bus Directiom: M
Report Method: E Response Requested: Report Type 1
Location:

Report Codes  Description
[zaMP Jew report code

Data Description

Current Email Address List

Other Field Data
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Miscellaneous Reports

History Reporting

Build your report by: 1) Select report criteria; 2) Select a sort order and 3) Click print

Note:

The following restrictions apply as they would distort report code totals.
Sort by Response Time will ignore employee. report code selections.
Sort by Employee will ignore Response Time selection.

Sort by Location. Route. Repont Type.Report Code.Report # will ignore
Response Time and Employee selections.

Employee #: v All Employees
Location Code: W All Locations
Route #: v All Routes
Hesponse Time <: W All Times
Report Type: v All Types
Report Codes: W All Codes
From Report Date: i Fonelusion
Thiu Report Date: ] []¥ahid [ ]Inconclusive [ | Invald [] Al
Sort Order: W Print

You may define your own reporting parameters by using the drop-downs 3 and check boxes .To
further refine your report parameters, use the calendar icons ﬂ 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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Sam ple Transit

Service Desk Report

From Date: 11/01/2012 Thru Date: 11/01/2013 Sorted By: Report Code

Report # Report Date Inc Date: Conc Route Type Employee Hame Code Description
Select By Valid Only
U nknown
00004411 8282013 v Lost & Found
Total: 0
12345 Passed Stop
00004408 4182013 4182012 V. 1M Comglaint Berta Allen 12345 Passed Stop
00004410 572013 572013 V1 Complaint 12345 Fassed Stop
Total: 2
JOSH Josh at Fleet-Net
00004403 4302013 A Suggestion Tom Jones JOSH Josh at Fleet-Met
Total: 1

Total # of Reports: 2

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.

Response Letter: vl

Response Letters

Report Type: v |

3 & Thiu Report Date: ’7 F

All Reports

From Report Date:

Report Number: v

Update
History

Setup Letter
Codes

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.

Response Letter:

Report Type: w

From Report Date:

Response Letters

Thru Report Date:

Report Humber: w All Reports

Response Letter Code: [COF

Response Letter Description:
Path to Executable:

Name OF Executable:

Path To Document:

Name Of Document:

OPERATIONS GEMERIC RESPOMSE LETTER TEMPLATE
C:APROGRAM FILES\MICROSOFT OFFICESOFFICET
wiNwWORD.EXE
T:ATechSupporthQla_EMNWAWE05_SLTTemplates_5D_Docs

OPERATIONS.DOT

Setup Letter

Response Letter Code:
Response Letter Description:
Path to Executable:

Hame OF Executable:

Path To Document:

Name Of Document:

= Codes

PLANNING GENERIC RESPOMSE LETTER TEMPLATE
C:\PROGRAM FILESWICROS0FT OFFICENOFFICET

' IMwORD.EXE
T:ATechSupportha_EMYAWA05_SLTATemplates_SD_Docs
FLANMING.DOT
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Field Description
Response Letter | Enter an alphanumeric code up to 5 characters to use as a response code.
Code
Response Letter | Enter an description up to 50 characters to give a description of the response letter
Description

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\Officel4

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.

F{esponse Le“ers Responsge Letter: OF | [RATIONS GEMERIC RESPOMSE LETTER TEMFP

Report Type: w

From Report Date: [3 /1 /2013 Thru Report Date: [4 /30/2013
Report Humber: w All Reports

Build
Complainants

&

Update
History

Setup Letter
Codes

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.

Microsoft Access

9 Select Complainants?

The complainants who will receive the selected response letter are displayed.
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Response Letters

Response Letter:

Report Type: 1

vl|

W | Complaint
From Report Date: |2 /1 /2018 @ Thru Report Date: |2 /23/2018 @

Report Number: 000000000245 v | [ All Reports

Time Title

[0B36FM M.

Date
|02/20/2018

Report #
| 000000000245

Build
Complainants

Name / Address
|J ohn

’Wer
|‘I 234 Flamingo Rd
[ =

[L25 VEGAS EERE

w

Update
History

Setup Letter
Codes

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 humber 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.

Response Letter: 0PSB > Operations Complaint Letter

Response Letters

Report Type: 1 v |

From Report Date: [10/10/2015 B

Cormplaint

Thru Report Date: [10/16/2015 B

Report Number: v | [v]All Reports
Report # Date Time Title Name f Address
Build
000000000241 [10n16emtE [0a:53 An b [3ohn [Hammer Complainants
|123 ain Street
| =
|Las Wegas ‘NV
Update
000000000243 [1o/16/2075  [09:5 AM . [5am [eymalds e
[123 Fockiard Lane Setup Letter
| Codes
[Les vVeos: [l [5aiie

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.

Dﬂ = L Fe =] s = OPERATIONS.DOT [Compatibility Mode] - Microsoft Word
HY)
—-/ Home Insert Page Layout References Mailings Review View
ul By — 3 I Bule
B S RS R |
Envelopes Labels Start Mail Select Edit Highlight ddress Greeting Insert Merge - Previe

Merge = |Recipients =|Recipient List
E Type New List...

fi=|| Select from Outlook Contadts...

Usg Existing List... C2 3o 41 B

S e

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 ResponselLetterMailMergeTable). Click Open.
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Select Data Source @
Look in; | Iy Data Sources w | ] P x i .j A
Q [_J+Connect ta Mew Data Source.odc @gm tables.dsn
[Z0+Mew 5L Server Connertion,odc @hrtables.dsn
MMy Recent @ap kables.dsn S aMaster_FMWS_D2000 FHSYSMenuTable.ods
Documents @ aptables, dsn e rmdb
e @ar tables.dsn 2 aMew Frkvs2 CLM_GL FNGL_TransactionsTable. odc
|- @artables.dsn @ottables.dsn
Deskkop @bm tables.dsn @po tables slk,dsn
@ct tables.dsn @po tables akm.dsn
iy, @cttables.dsn @prtables.dsn
__.J’ ;}excelsqlpractice.odc @RQ TABLES.dsn
My Documents | (12 Fy_CustomerContacts.mdh &) shelly mdb
FNCGM_Exe-:_Directors_Contacts.mdb @test.dsn
.;9 @Fncorp ar tables,dsn @vm tables.dsn
_}g frlvs2 SLT_HRZ FMHR_DispositionMailtergeTable @vmtable.dsn
My Computer S afrlvsz CLM_GL FNGL_TransactionsTable.ode (@ vmtables.dsn
o :;FNLVSZ SLT_SDzZ FWSD_ResponseletterMailMergeTable, ode |
‘g :,4 garyinGPT.odc
My Mekwark, @ gltable.dsn
Places
File name: | hd | Mew Source. ..
Files of bype: |F\II Data Sources (*,odo; * mdb; * . mde; *,accdb; *,accde; *.ols; *,ade; *.adp; *.0dl; *.dsn; *.xls V|

Cipen ]’ Cancel ]

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.

**|f 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.

=

Data Connection Wizard

Welcome to the Data Connection Wizard

This wizard will help wou connect ko a remote data source.

WWhat kind of data source do wou want ko conneck to?

Microsoft Data Access - OLE DE Provider For Oracle
Otherfadvanced
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Type in your Server name where the FNW databases are stored and select ‘Use Windows Authentication’
then click next.

r

Data Connection Wizard

Connect to Database Server

Enter the information required to connect to the database server.

1. Server name!  |folesz

2, Log on credentials

(%) Use Windows Authentication

(") Use the Following User Mame and Password

Zancel H < Back " Mext =

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.

-
Data Connection Wizard

Select Database and Table

Select the Database and Table/Cube which contains the data wou wank.

Select the database that contains the data you want:
\5LT_s02 v
Connect bo a specific table:

Mame Cwner | Description | Modified  Created

FMSD_ReportCodeTable dbo 4f26/2007 &:28:17
FMNSD_ReportTable dbo 4126/2007 &:28:19
FMSD_ResponseletterHistoryTable dbo Qf25/2007 12:04:00
FMSD_ResponseletterMaiMergeTable Rl 11/25/2009 8:38:2¢
FMSD_ResponseletkersetupTable dbo Q252007 12:03:5¢
FMN3D_RptActionTable dbo 4/26/2007 &:128:19
FMN3D_RptCodesTable dbo 4126/2007 3:283:19 W
< >

Zancel H < Back. " Mext = H Finish
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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.

=

Data Connection Wizard

Save Data Connection Fle and Finish

Enter a name and descripkion For vour new Data Connection file, and press Finish to

save,
File Mame:
frlvsZ 3LT_SDzZ FMSD_ResponseletterMailtergeTable,odc
Descripkion:

{To help others understand what vour data connection paoints ko)

Friendly Mame:
frlvsz SLT_SDZ FMSD_ResponseletterMailMergeTable

Search Kevwords:

[] always attempt to use this file to refresh data

Cancel H < Back

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.

- Home Insert Page Layout References

Envelopes Labels Start Mail Select Edit
fMerge = Recipients =|Recipient List
Create Start Mail Merge
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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.

Mail Merge Recipients

This is the list of recipients that will be used in wour merge, Use the options below ko add ta or change your lisk, Use the
checkboxes to add or remove recipients Fram the merge, When yvour list is ready, click Ok,

[Data Source [v | Reporttumber w | ReportDiate w | ReportTime w | CplMumber
M 00004405 i

Daka Source Refine recipient lisk

Frlvs2 SLT_SDZ FNSD_Respor: 4| sort...

| Filker, ..
L1 Find duplicates. ..

v-" Find recipient. ..

il validate addresses. ..

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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wido-0(= - Test Disposition Letter - Microsoft Word
Home Insert Page Layout References Mailings Review View
0 = B = = = = P Rules - 4&{5 M 41 b M =
J J = _“P &7 j j j j < & Match Fields 4] Find Recipient i
Envelopes Llabels = Start Mail Select Edit Highlight Address Greeting Insert Merge Preview Finish &
Merge = Recipients ~ Recipient List | Merge Fields Block Line Field = Results —"/ Auto Check for Errors Merge =
Create Start Mail Merge Write & Insert Fiejds Preview Results Finish
10/15/2015
«CplFirstName»«CplLastName»
«CplAddri1»
«CpICity», «CplState» «CplZip»

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.

M_,(/ Hawe vou printed the Response Letters?

[ Yes

Say Yes to update and No to abort.

You will receive the following message if Yes is selected:

\IJ‘) Ipdate Completed

The database table FNSD_ ResponselLetterHistoryTable 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.
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