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1) ICM Support Internet Service Request System

1.1) Overview

The ICM Support Internet Service Request system allows ICM Support customers to generate their
own Service Requests, via an Internet connection, and also see the details of any open Service
Requests

1.2) Customer Requirements

The software requirement on the customer’s client machine to use this facility is as follows: -

Microsoft Internet Explorer V4.0 or above (Mac or PC)

OR

Netscape Navigator V4.0 or above (Mac or PC)

The page caching facility of the browser should be turned off. Instructions on how to do this can be
found at the end of this manual in section 6 - How to configure your browser

It also recommended that a monitor with a resolution of at least 800 X 600 is used

1.3) Connecting To The System
To connect to the ICM Support Internet Service Request system you must first connect to the web
entry address, which is supplied with this manual.

You will then be prompted to enter your user name and password. Once verified, the Main System
Menu will be displayed

Main System Menu
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1.4) System Features

ToolTip Help.
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When ToolTip help is activated, by leaving the mouse pointer over an item on screen, a message
describing it will be displayed. The message will disappear when the mouse pointer is moved. Please
note that this feature is currently only supported by Internet Explorer.

Inactivity Timeout.

For security reasons, the system has a built in inactivity timeout of 1 hour which means that if no
request is received by the web server within this time the session is terminated, and the user will need
to re-establish a connection via the entry web address. For this reason a user should not ‘Bookmark’
any pages other than the entry web address as they will be invalid the next time they are accessed.

Out Of Hours Calls.
The facility to create Service Requests is only available during normal office hours, i.e. Monday to

Friday, 8:00 to 17:00 hours. The ‘Out Of Hours Call Procedure’ should be used for Service Requests
outside of these times.

2) User Preferences Maintenance

2.1) User Preferences Overview

The option, ‘Maintain User Preferences’ allows the user to alter the colour scheme of the web pages to
their own choice, and also activate/deactivate the ToolTips help. When the option is selected, the
screen below is displayed.

Maintain User Profile
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2.2) Changing User Preferences

The select boxes are used to choose the required colour for the screen section described next to
them. The tick box will activate or de-activate the ToolTip messages. When the required combination
of colours is achieved, click the ‘Update Profile’ Button to activate, and save the preferences.
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3) Create A New Service Request

3.1) Overview Of Creating A Service Request

The ‘Create A Service Request * Option allows the user to generate a Service Request for any item on
their contract. When generated, the Service Request will be instantly visible to the call dispatcher of
the appropriate ICM Support Service Centre, ready for Engineer allocation. Full site and product

search facilities are available, and asset tag or serial number look up is supported for contracts using
these facilities.

A feature of this facility is when product or site references are entered, they are validated, and
descriptions or addresses are displayed. Whilst the validation is being performed, a small, secondary
browser widow is opened. The window is deleted once the validation is complete so the user should

not attempt to close the window manually.

Create A Service Request
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3.2) Entering An Asset Tag Or Serial Number

Certain contracts have all items marked with an asset tag number or serial number. For these
contracts only, if a valid tag or serial number is entered in the text entry box marked ‘Devi ce | D. The
site and product details relevant to the entry will then be displayed on screen. For contracts not using
asset tags or serial numbers, entering information in to this text entry box will have no effect.

3.3) Entering A Site Code

If the site code for the required location is known, the user should enter it in the text entry box marked
‘Site Code’. Once entered, the code will be verified against the contract, and if valid, the address

details will be displayed. If the site code is not known, the user should click the ‘SEARCH button to
access the site code search facility.
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3.4) Site Code Search Facility
The site code search facility allows to the user to quickly search their contracts and locates the site
required for the Service Request.

Site Code Search Criteria Entry

3 Site Code Search Utility - Microsoft Internet Explorer

Nite Code Search Utility

IF"Dst Code Search__v_i Select the requited search method
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Enter the required search options then press the SEARCH bution
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EXIT |
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Search Criteria

There are two methods of searching, which are by postcode, and by site name. Using the select box
marked ‘Select the required search method’ chooses the search method used. Once the method of
searching has been selected you can enter a search string in the text entry box marked ‘Ent er
characters to match’, to refine the search results. If the method of searching is by postcode, then
the characters entered are matched against the start of each sites post code, e.g. by entering ‘LS’ only
sites with a postcode beginning ‘LS’ (Leeds) would be selected. If the method of searching is by site
name, then the characters entered are matched anywhere within the site name, e.g. by entering
‘printer’ only site names with ‘printer’ in them would be selected. If a search string is not entered then
all sites will be selected.
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Site Search Results

3 Site Code Search Utility - Microzoft Internet Explorer

site Code Search Utility
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SELECT |
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Search Results

The site search results are displayed in a multi line select window, displaying 10 sites at once. If more
sites match the selection criteria then scroll bars will allow you to view the further entries. The order
the entries are displayed is dependent on the search order selected, i.e. either by site name or by
postcode. To select a site, simply click the entry required so it is highlighted, then click the ‘SELECT’
button. If the site required is not in the display, clicking the ‘RESTART’ button will allow the entry of a
new set of search criteria. When a Site has been selected, the Site Code Search Utility window is
closed, and the site details are displayed.

3.5) Entering A Contact Name
The user should enter in to the text entry box marked ‘Cont act Nane’ details of the person who the
engineer should contact on arrival at the site.

3.6) Entering A Product Code

If the product code of the item requiring attention is known, the user should enter it in the text entry
box marked ‘Product Code’. Once entered, the code will be verified and if valid, the description will
be displayed. The product code must be entered against the equipment schedule of the selected site.
This means that a product code cannot be verified if no site has yet been selected. If the product code
is not known, the user should click the ‘SEARCH button to access the Contract Schedule Search Utility.

3.7) The Contract Schedule Search Utility

The Contract Schedule Search Utility will display a multi line select box containing the schedule of
equipment for the selected site. For each item, the product code, description, line quantity, and asset
tag/serial number (if entered) will be displayed. To select one of the displayed products, simply click on
the required line, so it is highlighted, then click the ‘SELECT’ button. The Contract Schedule Search
Utility window will close, and the product details will be displayed on the Create Service Request
Screen.
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Contract Schedule Search Utility

4} Service Request Creation - Microsoft Internet Explorer
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If you wish to carry out a more specific product search to narrow down the list of items displayed, then
click the * SEARCH button.

The Contract Schedule Search Utility will display two multi line select boxes, one showing
Manufacturers and the other showing Product Groups found on the selected schedule. To select the
Manufacturer and Product Group to search, simply click the required line in each box so it is
highlighted.

To search for a specific keyword in either the product code or description, enter the text to match in
the text box headed ‘Keyword To Match’. If this box is left blank all products with the selected
Manufacturer and Product Group will be displayed.

When you have selected the search criteria required, click on the ‘SELECT’ button
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Contract Schedule Search Utility

“J Service Request Creation - Microsoft Internet Explorer
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The Contract Schedule Search Utility will display a multi-line select box, containing the products on the
selected schedule of equipment, matching the selected criteria. To select one of the displayed
products, simply click on the required line, so it is highlighted, then click on the ‘SELECT’ button.

[ |4 Intemet

Contract Schedule Search Utility
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“J Service Request Creation - Microsoft Internet Explorer
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3.8) Entering The Problem Description

The user should enter in to the text entry box marked ‘Pr obl em Descri pti on’ a brief summary of
the problem with the selected product. A maximum of 60 characters can be entered. Further
information can be entered in the multi line text entry box marked ‘Addi ti onal 1nfo’.

3.9) Entering A Customer Reference

If the user has an internal reference number that ICM Support should use in communications
regarding this Service Request, then it should be entered in the text entry box marked ‘Cust oner
Ref erence’.

3.10) Entering Additional Information.

Any additional information that a user wishes ICM Support to know about this Service Request can be
entered in the multi line text entry box marked ‘Addi ti onal | nfo’. This could be further details
about the Item and its problem, Information about times of access to the equipment, or any thing else
that the user feels is relevant.
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A Completed Service Request
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3.11) Creating The Service Request.

To create the Service Request, click the 'PLACE REQUEST’ button when all information has been
entered. A window will open while the details of the Service Request are transmitted to the host
system, and verified. If any information is missing, or invalid, then a message will be displayed,

explaining the details of why the verification failed, and then the Service Request Creation screen will
be redisplayed to allow you to correct the entries.

3.12) Service Request Confirmation

When the Service Request has been created within the ICM Support system, the Service Request
Confirmation display will appear. This gives details of the ICM Support reference number for the
Service Request, the detail of the Service Request, and the name and telephone number of the ICM
Support Service Centre who will be administering the call. Please note down the ICM Support

reference number for future reference. Click the ‘CREATE NEW REQUEST’ button to return to the
Service Request Creation screen. Click the ‘MAI N MENU' button to return to the Main Menu.

3.13) Error Notification

If the Service Request Confirmation display does not appear, or an error display is shown, then please
place your Service Request by telephone.

Service Request Confirmation
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a Service Request Confirmation - Microsoft Internet Explorer

J File  Edit “iew Favorites Toolz  Help |
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Example Company Limited

Your Service Request has been successfully created

Cr reference number for this Becuest 1s

011100078110

Please quote this number in any correspondence

Request Details

Product Details  |Request Description Additonal Infa

Clasgic Cars (Exaraple) Limited  |[BJC-210 Error light onand will ot ([EX163 ||[Ask for John at main reception desk on
Hull Site (Canom Inkjet Printer|[print anrTval Extersion iz 5799

Tour Eecquest will be administered by Birstall Field Service Centre

Tou can contact them on (01924) 425 226 =l

4) Viewing Open Service Requests

4.1) View Service Requests
The menu option ‘View Service Requests’ will display all open Service Requests relevant to the users
contract. The display will automatically refresh every 5 minutes. The information displayed is :-

Log No.
The ICM Support Reference Number for the Service Request.

Site Name
The name of the site that raised the Service Request.

Cus Ref
The Customers own internal reference number for the Service Request

Product Details
The product code and description of the item the Service Request is for.

Request Description
A description of the problem with the item.

Raised
The time the Service Request was made.

Status
The current status of the Service Request. This will show the Service Request as either Unallocated,
Engineer Allocated with the E.T.A. on site, or the Engineer On-Site, with the time of arrival.

Open Service Requests
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/] Open Service Requests - Microsoft Internet Explorer
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Limited Bowne End DeskPro 4000 5166x W2400 161k 5373 07-Jan
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Lirited Corapag Deskpro 2000 6233x MI2000CD35 (32-MEB, MO A 07-Jan
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E.T.A. 14:30 11-Jan
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011100031 5700][Classic Cars (Exaraple) 247202-131 s dead 15:47 |[Engineer Allocated
Lituited Corapag Deskpro 4000 5166 M2500LS (16 ME) 07-Jan (|[ET 4. 13:30 11-Jan|[ll
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Lirited Corapag Deskpro 2000 6233x M3200iCDS (32-MB, MG 4 11-Tan
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5) Viewing Open Follow On Service Requests

5.1) View Follow On Service Requests

The menu option ‘View Follow On Service Requests’ will display all open Follow On Service Requests
relevant to the users contract. This display can take a few minutes to be generated. The information
displayed is :-

Log No.
The ICM Support Reference Number for the Follow On Service Request.

Site Name
The name of the site that raised the Follow On Service Request.

Product Details

The product code and description of the item the Follow On Service Request is for.

Request Description
A description of the problem with the item.

Raised
The date that the Follow On Service Request was created.

Status
The current status of the Follow On Service Request. This will show the date of the last action made
against this request, and a description of what the action was.
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Open Follow On Service Requests

a Open Follow-On Service Requests - Microsoft Internet Explorer
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Lirnited Cornpang Dreskpro 2000 BEWIOVED FROM {2000 Urit Taken From Site for repair]
Eguiprment 6233 W32004CD3 ||SITE, PSU FAULTY
(32-IVB, MGA
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6) View Completed Fault Calls.

6.1) View Completed Calls By Log Number.

This facility enables the user to view specific completed fault calls. The only input it requires is a valid
fault log reference number, issued when the service request was created. It then displays the
information about the fault on screen.

6.1) View Completed Calls By Period.
This facility enables the user to view fault calls completed within a specific period. The user needs to
select a start date and end date to report from the select boxes on screen. This facility will not display
calls completed more that 30 days ago.

Completed Fault Calls By Period
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The output from both Completed Fault Call Display Options is the same. The site name, customer ref
(if one was input), product details, serial numbers (if entered), fault description and details are all
displayed, as well as the date they were completed.
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Completed Fault Calls Display

7) View ICM Support Office Details.

This option displays details of ICM Support’s Field Service Centres, showing full details of their
location and contact telephone numbers.

8) How to configure your browser.

8.1) What is page caching?

Page caching is a facility built in to browsers, which allows them to store the details of web pages
visited on disk (the page cache). When this facility is enabled, the browser will check your page cache
each time you visit a web page to see if it can find the requested web page, and if it can, it will display
the page from disk, rather then reloading it from the Internet. This will cause problems in interactive
web systems, such as the ICM Support Internet Service Request System and so should be switched
off.

8.2) Internet Explorer 4 - PC

a) From the pull down menu “View”, select “Internet Options”.

b) Click the tag “General”

¢) In the section headed “Temporary Internet Files” click the button “Settings”

d) In the list of options headed “Check for newer versions of stored pages” select the option “Every
visit to the page”

e) Click the button “OK” to return you the display of options headed “General”

f) Click the button “OK” to make the changes effective.

8.3) Internet Explorer 4 - MAC

a) From the pull down menu “Edit”, select “Preferences”.

b) In the list of options on the left hand side of the screen, click the arrow next to “Web Browser” to
display a sub-menu of options
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c) In the sub-menu of options under “Web Browser” click the option “Advanced”
d) In the section of screen headed “Cache” select the option “Update pages : Always”
e) Click the button “OK” to make the changes effective.

8.4) Netscape Navigator 4 - PC and MAC

a) From the pull down menu “Edit”, select “Preferences”.

b) In the list of options headed “Category” click the cross next to “advanced” to display a sub-menu of
options

¢) In the sub-menu of options under “Advanced” click the option “Cache”

d) In the list of options headed “Document in cache is compared to document on network:”, select the
option “Every Time”

e) Click the button “OK” to make the changes effective.
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