
Visual Guide to FrontLines Global Support v6 

The purpose of this guide is to show additional features which are available in Version 6 of the 

FrontLines Global Support product. The 1st 5 screenshots are client views of the product. 

 

 

After logging into the system, your 

ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ clients have the ability 

to add more than one person to be 

contacted throughout the process. Up 

ǘƻ н ŜȄǘǊŀ ǇŜƻǇƭŜ Ŏŀƴ ōŜ ŎŎΩŘ ƻƴ ŀƭƭ 

communications.  

The CC functionality, as well as, any 

other contact field can be turned on or 

off and made mandatory or not. 

For setting up a return, you can now configure custom screens which logically direct your clients 

to the correct return process.  Any number of screens can be created. This feature has largely 

eliminated clients using the wrong return process for their returns. As well, within RMA Request 

setup you can choose whether one of the selections is visible or invisible to the client (i.e. OEM 

process only being visible to OEM partners) 



 

 

 

 

 

 

Custom Field Groups can be created. 

Custom fields are then associated with the 

Groups. Creating the returns process form 

is much easier in the v6 version and will 

improve customer satisfaction. 

In the case of multiple units under 1 RMA # 

you can design the Groups to auto fill after 

the 1st unit is entered.  

A Help field is available on each Custom 

Field Group.  

 

The Client View of the RMA can be 

designed to show all the Custom 

Field Groups the client has 

permissions to see (Repair Status in 

this example). 

 



 

 

 

The next 8 screenshots show additional features in the ΨService Rep RMAΩ interface. 

 

 

Through the RMA interface clients can be searched for by entering 

a few letters of the company name or userΩǎ full or last name. Also 

searches can be made by Incident No., RMA No. & Article No.  

If the company or the user (client) is not found during the search, 

ŎƭƛŎƪƛƴƎ ƻƴ ΨƴŜǿΩ ǿƻǳƭŘ ŎǊŜŀǘŜ ŀ ƴŜǿ user or account. This 

interface has greatly improved service times with regards to 

finding and creating Incidents or RMAs by licensed users of 

FrontLines. 

The next screenshot shows a Company search. 

There is now separation on Incident 

responses for easier viewing.   

Incidents can also now be escalated 

to RMA status. 

 



 

 

 

 

 

 

You can drilldown to find all the Incident and RMA activity of a client. From here it is easy 

to create a new Incident or RMA. The Red Incident above indicates the Incident is also 

associated with an RMA. 

Both new companies and contacts can be created easily through this interface.  

Clicking on the Incident or RMA number will take you to its file where it can be either 

viewed or edited.  

See the next 2 screens for a view of the Incident & RMA. 

Through the RMA interface clients can be searched for by entering a 

few letters of tƘŜ ŎƻƳǇŀƴȅ ƴŀƳŜ ƻǊ ŎƭƛŜƴǘΩǎ full or last name. 

LŦ ǘƘŜ ŎƻƳǇŀƴȅ ƛǎ ƴƻǘ ŦƻǳƴŘ ŎƭƛŎƪƛƴƎ ƻƴ ΨƴŜǿΩ ǿƻǳƭŘ ŎǊŜŀǘŜ ŀ ƴŜǿ 

account. 

Click on the company name to get the client(s) associated with the 

co. and see all their Incidents and RMAs 

See the next screen. 


