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 produhe f'5 screenshots are client views of the product.
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Contact Mark Taylor -

Email mark@frontlines247.com
Phone (613)256-3339
Fax

Address Line 1 83 Little Bridge Street

Address Line 2 Suite 109

. — After logging intadhe systemyour
State/Province Ontario 2 NE | y. 7\ &Ilént’sm%yh%i“ty

Country Canada to add more than one persato be
ApposalCode 1A contacted throughout the process. Ug
ca: G2 w SEGNI LIS2 LI S
e e communications.
CC1 Name
CC1 Email L
C1Phone The CC functiaality, as well asany
other contact fieldcan be turnedbon or
[do ]
cC2 Tidle off and made mandatoryraot.
CC1 Name
CC2 Email
CC2Phone
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Reason for Return
Please select one of the two reasons for your return.

« Repair and /or Recalibration - use this selection for all returns for repair. recalibration. or any other service requests. An RMA will automatically be assigned at the end of this request.
» Request for Credit or Return to Stock - use this selection ff you wish to return a new umsed device for credit. You can also use this request if returning a loaner or some other non
service return. ** Ounly unused devices will be accepted for credit return. An RMA will be assigned and emailed upon review and acceptance of your request.

-Click on ? (Help menus) for additional information and help on the associated fields.

I am returning a Part or Device for: ) Repair and/or Recalibration
Request for Credit or Return to Stock

/ Continue
Z

For setting up a return, you can naenfigurecustom screensgrhichlogicallydirectyour clients
to the correct returnprocess. Anpumberof screens can be created. Theature has largely
eliminated clients using the wrong return process for thieturns. As well, withilRMA Request
setupyoucan choose whether one of the selectidasisible or invisibléo the client(i.e. OEM
process only being visible to OEM partners)
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Boston Service and Repair i
Please complete the following for a single device. For additional device returns, select "Add to this RMA”" at the end of the process.
Click on the Help buttons for additional information and instructions. L
Product Info Help
Model # = Customer Part # )
Serial # *

Requested Services
Requested Servival

Special Notes

Additional Services
Repair Certification
Performance Certificate
Expedited Service
Formal Failure Evaluation Report

Shipping and Account Info
Method of Payment

Shipping Method

() Full Service-Repair and Recal
( nited Service - Recal only
Limit™Qervice - Repair only
Secondary Efssfzonics Repair
Sl - Please Comitact me

@ No © Yes - Add'l Cost
@ No © Yes - Add1 Cogl
@No © Add] Cost
Mo ) Yes - Add1 Cost

Custom Field Groups can be created
Qustomfields arethen associated witlihe
Groups. Creating the returns process forn
i is much easier in the v6 versiandwill
improve customer satisfaction

In the case of multiple units under 1 RMA
you can design the Groups &uito fill after
the T unit is entered.

AHelp fieldisavailéble oneach Custom
Field Group
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Browse: All Topics
All Categories

Search:

options {PMyProfile

oAskaQuestion
@ MyNotifications
@rogout

@ MyQuestions
oMyAIErts oMy RMAs

Product Info

Requested Services

Additional Services

Formal Failure Evaluation Bepa

Repair Status
Repair Summary Notes
Failure Evaluation

Pressure test-helium leak test
This RMA on HOLD for:

Shipping and Account Info

COMPANY

KJR NetLinks (FrontLinesReturns)
)TN =
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Repair Certification Yes - Add'l Cost
Performance Certificate Yes - Add'l Cost
Expedited Service Yes - Add'l Cost

Method of Payment Purchase Order (net 30)
Shipping Method UPS Ground

————————
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RMA 2007194

Model # model#12345
Serial # serialtest2145

Requested Service Full Service-Repair and Recal
Special Notes testing

CONTACT
Mark Taylor

T ——
T Document! - Micro...

(Received)

n

Customer Part # Part2342Test

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).

Device rebuild
Oxygen clean
Warranty / Billable?
Scheduled Ship Date

PO (Purchase Order) POTEST3453

Shipping Account # SHIP344Test

Submitted Jan 04, 2008 12:13
Received Jan 23, 2008 15:18
= <@ ARG
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Ref No: 4-5-13 subject: testing 1
Topic Question
Product A Support testing
Category Answer

Maintenance

Created For
markcustomer1 - (Customer)

First SR Response
2/28/2008 4:47:53 PM

Last Updated By
markcustomer - (Customer)
2/28/2008 452:53 PM

Response By: coadmin 2/28/2008 4:52:36 PM

resolved

Response By: markcustomer1 2/28/2008 4:51:56 PM

Not want I wanted
Response By.coadmin 2/28/2008 4:48:32 PM ‘\

No I wanted to say this as well

Response By:coadmin 2/28/2008 4:48:15 PM to R MA Statu S.

T want to add this
Response By: coadmin 2/28/2008 447:33 PM

Testing 1

There is now separation on Incident
responses for easier viewing.

Incidents can also now be escalate(

Model #: I/
Serial #: 5

P
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The next 8 screenshots show additional featurestlire \Bervice RefRMACnterface.
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‘Welcome coadmin to FrontLinesSe

ncidents:

1 assigned specifi o you
0 assigned to your groups

jce Administrator Interface

13 taken on by you
All Incidents:

2 waiting to be assigned
2 waiting to be taken on
13 taken on

Through the RMA interface clients can be searched for by ente
a few letters of the company name ouseiQfall or last name Also
searchexan be madédy IncidentNo., RMA No& Article No.

If the companyor the user (client)s not foundduring the search,
Ot A0l Ay 3 2y WyS aeroac&anmtRisONS |
interface has greatly improved service times with regards to
finding and creating Incidents or RMAs by licenssers of
FrontLines.

The next screenshot shows a Company search.
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Through the RMA interface clients can be searched for by enterin
fewlettersof KS O2 YLIJ y & yfulvoBlasthaide.Of A S

LT GKS O2YLIye Aa y28 F2dzyR O
account.

dick on the company name to gtte client(s)associated with the
co.and seeall their Incidents and RMAs

Seethe next screen.

You can drilldown to find all the Incident and RMA activity of a client. From here it is
to create a new Incident or RMA. The Red Incident above indithéelncidents also
associatd with an RMA.

Both new companies and contacts can be crdagasily through this interface.

Clicking on the Incident or RMA number will take yoitddile whereit can beeither
viewed or edited

Seethe next2 screers for a view of the Incident & RMA




