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Introduction

The purpose and aim of this document is to provide guidelines to IMS Mobile users when using the
Samsung tablet to update and manage support incidents assigned to them. IMS Mobile is the
handheld device extension of the EOH IMS system and in its present form, allows for basic support

call management.

Introduction to Mobile Job Management

Mobile Job Management is an Android application written in Java for the management of calls
assigned to engineers providing field support. The MJM application also keeps track of the user’s
time spent traveling as well as onsite and mileage covered while traveling to and from sites. Above
this the user’s GPS co-ordinates are also recorded and periodically sent to the server to enable the
Call Co-Ordinators to assign calls more appropriately.
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Installation

Configuring the Samsung Galaxy Note 10.1 device

Email Setup

From the Application Drawer open the Settings application (fig 1.1).

Fig 1.1

Locate the Accounts and sync section and select the + Add account option shown in fig 1.2.

[ sarmom K et
ACCOUNER - @nd BYNE

Aulo-Syng |

RuadRauFlessa

IrwrHar

heinriche@issms.co.2a
Wi b Focaliasrse A Hee

E ruadraufiessamgmail.com
Googde

Fig 1.2
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In the next screen presented select the option marked Add Microsoft Exchange ActiveSync. Then
select Manual setup and supply the required information as highlighted in fig 1.3. Once filled in
select the Next option.

Configure exchange account in a few steps

mmssupport@ssms.co.za

Show password

Send email from this accoun by default

Domain'user name

1ssma\imssupport

Password

Exchange server

mail tesms co.za

& Use secure connection (S5L)

Use client certificale

Client cerificate

Mobile Device 1D
SECTBECES4ZERIER

Fig 1.3

The exchange setup will require confirmation regarding security restrictions imposed. Fig 1.4 and fig
1.5 are examples of these confirmation messages.

Activation

By activating this application, you accept that some of your device data
(the unique device identifier and model name) will be stored,
processed, and used by Samsung to report the activation of this
application to the licensors of the application software. Data held by
Samsung will be dealt with strictly in accordance with Samsung's

oy iy prodiep whikch b v mlaBde 31 wies S SUng oam . Comnmoes?

I"r"!.hl\.l'rl. nhr

Fig 1.4

A Remote security administration

Server mail.tssms.co.za must be able to remotely control
SorHe sarunly fephres on Yool devce Continus?

Cancel 0

Fig 1.5
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You will then be required to provide details regarding how and what mails you want to be pulled. Fig
1.6 is an example as the user is free to change these as needed. Once completed, select Next

Peak schedule

| Push

Off-peak schedule

| Push

Penod 1o syng Email

Automatic

Emails retrieval size

2KB

Peniod 1o syne Calendar

| 2 weeks
¥ Send email from this account by default
& Motlly me when email arives

Sync Email

Sync Contacts

Syne Calendar

Sync Task

€ & £ € &

Syne SMS

Automatically download amtachments wien connected 1o Wi-Fi

Fig 1.6

You will then be requested to provide a name for the account. This account name is for display
purposes on the device and can be set to anything that you want. In order to continue select Done.

Your acooun is 5o up, and emal is on its way!

[rve thie sccoran] s mame §Dphiomal]

THEMS IS Suppor]

Fig 1.7

The account will now be created and begin pulling the emails based on details supplied during the
setup process.
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Allowing for the installation of applications from Unknown Sources

The Android Operating System prevalent on the Samsung Galaxy Note 10.1 devices will, for security
reasons, not install applications outside of the Google Play Store. If you attempt to install an
application from an external source by default you will receive the message depicted in fig 2.1.

Install blocked

For security, your tablet is set to block installation of
applications not obtained from Google Play

Cancel I Settings

Fig 2.1

In order to allow the installation of the MJM client on one of these devices, external installation
sources needs to be enabled on the device. To do so you need to open the Settings application by
first opening the Application Drawer (fig 2.2) and selecting the Settings application (fig 2.3).

Fig 2.2
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Fig 2.3

Once the Settings application is open locate the section titled Security (fig 2.4). In this section make
sure that the option titled Unknown sources is selected and shows a check mark next to it as shown

in fig 2.4.
L LT
ﬂ Display Secxiite
B T T e
mat Wallpaper P
I Hlotlan Selup 50 card lock
i;i Pomer saving  Pamaniords 1]
Make passwords yigible i
E Slorsge
IR 1
 Lewiem | Lol 1
H Beatiary Devwice admimisiratons
¥ T 2T O FEINTIITE
E Applications manager Uninown souwrces -
HTET e
L 1
. T S ST =
@ ACCOUMS and Syn0 Tiualad credantiale
@ Locatsan serdces wigtall from device glomge
E Securlly Clear eradeniiala
Fig 2.4

When you select the option you will be notified of the risks involved with the installation of
applications that are not distributed through the Google Play Store. Accept and close this message

by selecting the Ok button (fig 2.5).
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Your device and personal data are more vulnerable to
attack by applications from unknown sources. You agree
that you are solely responsible for any damage to your
device or loss of data that may result from using these
applications

Cancel ‘ ‘ OK

Fig 2.5

Enabling the Global Positioning Satellite options

In order for the MJM application to function correctly the Samsung Galaxy Note 10.1 device needs to
be configured so that it collects Global Positioning data through Satellite positioning. This is done by
opening up the Settings application as described previously under Email Setup. Once the Settings
application is open locate the section marked Location services and ensure that the option titled Use
GPS satellites is enabled (fig 3).

ﬂ Settings
Batter
g Location services
Application manager Use wireless netwarks o

Use GPS satellites

Location services

oflB m

Location and Gaogle search -
Allows Google to wse vaur ooation diats for improved searr rspidts and other sorvece
Lock screen

D

Security

| =

Language and input
Cloud

Backup and resel

B E

G)
(=]
&
e
]

¥l 0 B 09:49
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Downloading MJM

The MJM application is downloadable from the IMS Portal website. In order to download the client
on the Samsung Galaxy Note 10.1 device you will need to locate and open the Internet application
from the application drawer. This can be done by opening the application drawer as previously
described under Allowing for the Installation of Applications from Unknown Sources and selecting

the Internet application (fig 4.1).

~
O

S Mohlle

iy

t Phicas

S\ Hl4S,

5 Mt Selanner

Fig 4.1

@ mER 09:47 ¢ T 48
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Once the Internet application has been, opened replace the address in the address bar with
http://ims.eoh.co.za (fig 4.2) and select the Go option on the onscreen keyboard (fig 4.2).

EOH LIVE IMS

EOH Maobile Job Management:
Live Clients

| Client | Release Date | Release Notes

e

Fig 4.2
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Once the IMS Portal landing page has completed loading you will notice that it contains a list of
client versions with links to their respective release notes (fig 4.3). Note that all clients that are not
currently supported by the server will not be available for download.

EOH LIVE IMS

EOH Mobile Job Management:

Live Clients
Client Release Date Release Notes
M 2.1 20014-01-27 (notes)
Beta Clients
Client | Release Date i Release Notes
MM v2.1.6 2014-02-12 {notes) |

Deprecated / Unstupported Clients

Client Release Date Release Notes

Fig 4.3

To download the clients simply select the name of the desired client. This will start the download
process and feedback will be provided in the notification section of the Android Operating System’s
interface once the download is complete.
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Installing M]JM

When the notification is displayed that the application has been downloaded simply click on the
notification and the application will be installed. You will be presented with an installation

confirmation screen (fig 5.1). On this screen select the Install option.

ﬂ Mobile Job Management

Do you want teinstall this application?

Allgw thes application 1o
o Your location

= Storage

mind iy delme LISE siorade conings

o Metwork communication

Tull irerret acress

Cancel

eoarse network-hosed} Incaton, fre (G55

Install

Fig 5.1

Once the installation is completed the installation process will present the screen depicted in fig 5.2.

ﬂ Mobile Job Management

Application installed

Done

Open

Fig 5.2
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If you see the message in fig 5.3 please refer to the previous sections of this manual regarding the
pre-installation setup.

Install blocked

For security, your tablet is set to block installation of
applications not obtained from Google Play

Cancel ‘ ‘ Settings

Fig 5.3

Overview of the Interface

Login Screen
The Logon Screen will be the first thing the user sees when opening the application (fig 6). It
comprises of an EOH logo, a username field, a password field and a login button.

nmwuhncmm

B &

Please enter your login details

Lagin
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Title Bar

The application title bar is located at the top of the screen and contains the name of the application
and the currently installed version (fig 7). If applicable it also shows navigates tabs.

n IME Mobilel2 1.6 CESTHFTION WONHLOG ACTONITY Azl

b Murribes

Exter

INCIDENT

This i5 a test call - please spare
Wiark In Progreas - Wark In Progress

aie Analog Card

Escalate Mo

Liow

Dugmenyy Custamer

CENSED (HLAKES)

User Carletie van Roayen
viP My

ser Phone Q571 407 1500
Uiser bodile (52 324 9728
Liser EMail Pty | T CEnmeo co 25
Floor
Orlfce

Fig 7

Page 16| 47




User Manual — Mobile Job Management v2.1.7 | 15 April 2014

Application Menu

The application menu is situated in the right top hand corner of the application and can be accessed
by tapping the button situated there (fig 8)

nmwuhncmm

IMS Reference; 201129530

Maessages (0)

Syne Cache
Siatus Wark In Progress - Wark In Progress

Reload Cache
Backup Cache

Sellings

Logout

= 09:56
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EOH

Call List

This section of the interface is situated on the left hand side of the screen and contains a list of calls

currently assigned to the user (fig 9). It displays various data on a per call basis for quick

identification and to enhance accessibility.

n IM3 Mobile (21 6)  cessurnon

M5 Reference: 201086486 201 DIEAER
F il NG y_A INCDureny ©
; INCIDENT

Bzmegrepd - Ha
Appheaten C
Hix

segred far Assesament

Lo

Jser is repartmg faally primler SEEhe prnter & nol respanding and il is nal sven gaing on a1 a

Duamayy Cushamer

Slade Atlormey Cape Town

MS Reference: 201086495 | V& et
ViR K]
s Phone Q214419245 0V TETIETTL
Liser obile None
Leser EManl Hitagadlelaatmsise qov ea
Floar Nene
Olfce Hone
& ol ¢ § o s gy T - r
M5 Reference: 201129530 Aelncniiedge Receipt of Cal)

xt Rel: 48933 TEST

ELA Perc
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Call Details

The call details screen takes up the rest of the screen and shows details regarding the call that is
currently selected in the Call List (fig 9). The layout of this section changes depending on the type of
call selected and the status of the call. For instance: Should a call be in an Assigned — Assigned for

Assessment status there will only be one tab available showing general details of the call. When the
call is acknowledged by the user other tabs opens up allowing for the call to be updated. This section
of the interface is located as highlighted in fig 10.1 below.

n IMS Mobile(216)  cesuerion

WORHLOG

ACTOATY AZEET

loh Humber

20 T2553

This is @ festcall - pleass wymare
wiark In Progreas - Wark In Progress
Recardng Activale Analog Card
Hix
b [=]
M
Reopnned He
oty Rell
lien Dy Cushamer
ol CENSED (HLAKES)
s Carlelle van Aoayen
viP N
ser Phone
Lrser bl odl
Liser EManl Faster | T CEnmeo co 28
Floor

Fig 10.1
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Description Tab

General details regarding a call are displayed on the Description Tab (fig 10.2). These details include
the contact details of the requestor, the site, description and priority related details of the call.

WORHLOG

n IM3 Mobile (21 6)  cessurnon

ACTOATY AZEET

Job Humbers

INCIDENT

This is a test call - please sgpare
Wiark In Progreas - Wark In Progress
Recardmng Activale Analog Card

Lo

Duamayy Cushamer
CEMSED (HLAKES)

s Phone
Uiser Mobdle
Liser EManl
Floor

Office

Carlebte yan Hoayen
Miy

Q57 407 1500

(B2 3249728

Faster | T censsa oo 2y

Fig 10.2
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Worklog Tab

The Worklog Tab contains a list of all the activities on the call (fig 10.3). The activities are ordered so

that the latest entry is at the top of the list. The list, by default, contains only the first five items. This
can be changed by the filter options at the right top hand side by means of the provided options. The
user can filter the list of activities to only show the first five entries, only CA entries, only IMS entries

or all of the entries.

n 1S MobilelZ, 1.6) = E-= gl WONHL GG ACTONTY AzEE] SHOW ALL  SHIW WS - SHOWCA  SH0W Tor S

el
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Activity Tab

This section of the application allows the user to update the calls (fig 10.4). This is also where the
user progresses through the workflow by transitioning the call through different statuses.

IMS Reference: 201086486
DMy A

(85 Reference: 201129530
it ST
age: T2EISY

dnp - AW Spares

n IM3 Mobilei2,7.6)  oesouerion

WORHLOG

Call Status

ACTOATY

AZEE]

-- - Belect Call Stabus ---

Appoimtmant Dty

Appointmeant Time

Previous QD0
surrent O0D
'endior Reference

Closure Code

Comments

Fig 10.4

#[112:43
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Asset Tab

Through the Asset Tab (fig 10.5) the user can inspect the details of all the assets attached to the call

as well as update the asset details as required.

n IS MobiledZ 7.6) CELCHPETION WOHLOG ACTINITY FLL 3]
S ——
Select Azse 4
Aftected

Select Assel Type i
IMS Reference: 201086495 | Model
Ext Rel IMCT mamy_J
LA Bresdh 3 A0 FO0E 30 170000 P P .
Siaius Pendag - Awadding Spares e can
i = Scan
LS Refer g 2083
IM5 Reference: 201129530 ..y Oetails Obtahable (#h
Cxi Bel SEGITTEST
ELA il mader Warranly

Warranty End Date

A Assiet

Fig 10.5

' wIfe) 12:43
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CA CSS Tab

The user has the option of allowing the customer to enter a Customer Satisfaction Survey (fig 10.6)
should the call be related to a CA integrated customer. The CSS displayed is pulled directly from the
CA server and is not cached like the rest of the call details. This means that the CA CSS Tab might be
blank should the device not have sufficient network connectivity.

nIMS MuohiledZ 1.6) DESCMFTIOH WORHLOG ACTORITY AzEEl CA LSS
S ———
Do Sazrd Cofiegas
Highiightar] gaextors (H any gl & repenas before mubrnittog S sarsry

Fig 10.6
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Performing common operations

Login

When opening up the MJM application you will be prompted by a login screen (fig 11.1). Simply
enter the corresponding Username and Password combination and select the Login option provided
on the screen. Since version 2.1.0 it is possible to login even when no network connection is
available. This is due to the credentials of previous users being cached locally for offline use. Please
note that should this be the very first login for the user and active network connection will be
required.

nlmsnﬂulzulc:21ﬁ|

B /%

Pleaze enter your login details

Logn

Upon first login for any user the Cache Processor will need to perform extensive synchronization. As

such the user will be presented with an on screen message which also locks the device for further
input as per fig 11.2.

Please wait. Refreshing cache data...

Fig 11.2
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Synchronizing the Cache

From time to time it may be desired to perform a manual synchronization of the locally maintained
cache data. This can be done by selecting the Sync Cache option in the Application Menu. Using this
method to force the Cache Processor to perform a synchronization attempt will lock the application
to further interaction until the process is completed. During a manual synchronization run the user is
presented by an onscreen message as depicted below in fig 12

Please wait. Synchronizing cache data

Fig 12

Reloading the Cache

The user may at times be instructed from either his/her manager, Call Co-Ordinator or an IMS
Administrator to clear and reload the local cache. This can be done by selecting the Reload Cache
option from the Application Menu. For safety reasons this option will prompt the user to verify the
intent of the user (fig 13.1). Once presented with this select the Continue option.

1 Waming 1
This operation will completely erase the cache database. Ay
peding updates you may have will be erased
an el Canlinue
Fig 13.1

This will completely delete the local cache database and rebuild the database by instructing the
Cache Processor to perform a full synchronization. During this process the user will be presented
with an on screen message (fig 13.2). This will also lock the application to further interaction until
the cache is rebuilt.

Please wait. Refreshing cache data..

Fig 13.2

Performing a backup of the Cache

At times the user may be requested to perform a backup of the cache database. This can be
completed by selecting the Backup Cache option in the Application Menu. Using this option makes a
copy of the current user’s cache database within the Downloads folder on the device. The name of
the backup file is the login name of the current user followed by ims.db. An example of this would be
markm.ims.db.

Changing application settings

Introduced with the 2.1.0 client is an application settings screen. From the application menu select
the Settings option in the Application Menu. The Setting screen is divided into three sections namely
General, Notifications and Data & Sync.
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General
The General section contains three items as depicted in fig 14.1.

e Application Version — This is the version number of the currently installed client

e Cache Size — This is the total, on disk, size of the local cache database

e Site based engineer — This is a setting that identifies to the client that the logged in engineer
is site based. If this is set to Yes the client will assume that the user does not need to record
mileage on any updates. As such the current odometer reading of the user is used for all
subsequent activities.

n Sarttings

Ganeral
Hatifications
[ata & Syne
Site based engineer

yOU afe & site based enginser and do notregure mileage 5 be Py
orrered make sure that des opa

<l 09:57 & F 4m

Fig14.1

Notifications

This section pertains to notification messages presented to the user. Notifications can be raised for
various reasons varying from cache synchronization processes completing to new incoming
messages. Fig 14.2 below notes the different options available in this section.

e New Message Notification — Disabling this option will completely stop all notifications from
being raised

e Ringtone — Selecting this option presents a list of possible ringtones (fig 14.3) that will be
used when a notification is raised. Should a user which audible notification to be switched
off the user has a Silent ringtone option available.

e Vibrate — Turning this option on will cause the device to vibrate when a notification is raised

Page 27|47




User Manual — Mobile Job Management v2.1.7 | 15 April 2014

n Settings

General

Shzew = nohliceyor

il .
Data L8y Ringtone

Wibrate

Ceztuultringtime Petsati

Indirshes sathier $a devic

Mew Message Motification

whai d ney message arives

ol vibeate ipon readcal

Sawving screenshol..

Fig 14.2

Ringtone

Default ringtone o
Silent

Bubbles

Charming bell

Chirps

Dawn chorus alarm

Daybreak alarm

Dew drops

] Cancel 'I oK

Fig 14.3
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Data & Sync
The Cache Processor synchronizes the local cache with data from the IMS server on a periodic basis.
The frequency and notification thresholds used for this is contained within this section (fig 14.4)

e Sync Frequency — This controls the frequency in which the Cache Processor will attempt to
synchronize the cache with the IMS server. The user has options available ranging from 1
minute to 1 hour. Setting this value lower will ensure that updates are synchronized speedily
while raising the value will minimize the amount of data used by the client. A balance can be
maintained by the user depending on his/her needs

e Sync Threshold — After a protracted duration of no synchronization activity the Cache
Processor will raise a notification to the user notifying him/her thereof. The threshold for
raising this notification | set through this option.

Note that the combination of these can have a noticeable effect to the user. Setting the Sync
Frequency to 5 minutes and the Sync Threshold to 15 minutes, which is the default, will mean that
the Cache Processor will make three attempts of synchronizing the cache. If the third one fails and a
successful synchronization could not be completed the user will be presented by a notification.

n Sarttings

General

Hatifications Sync Frequency

Data & Sync
Syn Syne Threshold

— Sawing screenshot...
- :
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Acknowledge receipt of a call

Once a call is assigned to a user the Cache Processor will automatically download the call and all of
the available data relevant to it. The call will appear on the Call List of the user. When the user
selects a call that is in an Assigned — Assigned for Assessment status there will only be one tab
available in the Call Details section. In order for the rest of the tabs to become available the user

needs to acknowledge receipt of the call. This is done by opening the call and selecting the
Acknowledge Receipt of Call option as detailed in fig 15 below.

n IMS Mobile(216)  cesuerion

IMS Reference: 2010864868  ob Mumiber 201 DARARA
Exl IMCDsammy_A Extermal Rl INC Dy ©

all Type INCIDENT

Azsareed for Assessment slian Jser is repartag faally orime

ZEIhe prinber s not respanding and i is nal sven gairg on at a

Bzzegreed - Azegred far Assegament
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Fig 15

Selecting this option will create a call update that places the call in an Assigned — Acknowledged

status.
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Dispatching to a call

When a user is not busy with a workflow action on a call the user will be able to dispatch him/herself
on any of the calls that has been acknowledged. The user can do so by navigating to the Activity Tab
and selecting Assigned — Engineer Dispatched from the Call Status option (fig 16.1).

-= Gelect Call Staiut -
Assigned - Engineer Dispatched
Pending - Appointment Made
Pending - User not Available
Record End Travel

Fig 16.1

In addition to this the user has to supply his/her current odometer reading in the provided field (fig
16.2). The user can then submit the dispatch event for processing by selecting the Update Call option
(fig 16.2). When the update has completed the user will be notified by means of the message in fig
16.3.

Fig 16.2
n WS Mobilei? 16 cesowenon  womos Aty amm
Call tatus brmgned - Engireser Dispatchied d
Appoimtmaent Date
Appointment Time
= p fars Previgus Q0O
IMS Reference: 2071086495
Ext Rol: INCThamimy..J turrent OO 24
SLA Bresch [ate” 2003708/ 30 170000 PM
e Wl Spares
Vendor Reference
201129530 Remate Comneclion
Cleaure Code
aifing Spares
Comiments
Uipdiate Call

Dispatch reconded

Cloge

Fig 16.3

NOTE THAT SHOULD THE USER ENTER A VALUE THAT DIFFERENTIATES FROM THE VALUE IN THE PREVIOUS ODO FIELD BY
MORE THAN 1 000 THE USER WILL BE PRESENTED BY THE NOTIFICATION MESSAGE IN FIG 16.4
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Please select a valid DO reading and try again

Clome

Fig 16.4

Placing yourself in Work in Progress

Upon arrival at the client site, you need to update the call status and provide the ODO reading
details before you start working on the call. The user can accomplish this by selecting the relevant

call in the Call List and navigating to the Activity Tab. Upon this tab the user needs to select Work in

Progress — Work in Progress in the Call Status field (Fig 17.1).

<e= Geppr] Coll S1aius - --
Work I Progress - Work |n Progress

Fig 17.1

Once again the user needs to supplement this by supplying his/her current odometer reading in the

provided field (fig 16.2). The user can then submit the work in progress event for processing by

selecting the Update Call option (fig 17.2). When the update has completed the user will be notified

by means of the message in fig 17.3.

n WS Mobilei? 16 cesowenon  womos Aty

Call tatus

wiark In Progress - Wark In Progress

AzEr]

Appoirtmant Date

Appointment Time
= p fars Previgus Q0O
IMS Referance: 201086495
Ext Bel INCD TR | surment Ol 26
SLA Bresch ate’ 201 306/30 1700100 P
1 Pendan - AWading Spares
o inm Wb
i o7 Reference
IMS Reference; 201129530  Romete Connection
Exct Fi TEET Closuie Code
Comments
Wipate Call

P lel # 13:03 & dl@
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Work In Progress recorded

Close

Fig 17.3

NOTE THAT SHOULD THE USER ENTER A VALUE THAT DIFFERENTIATES FROM THE VALUE IN THE PREVIOUS ODO FIELD BY
MORE THAN 1 000 THE USER WILL BE PRESENTED BY THE NOTIFICATION MESSAGE IN FIG 17.4

Please select a valid 000 reading and try again

Clase

Fig 17.4
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Making an appointment

It frequently occurs that a customer is not available or requests the engineer to assist with the call at
a later time. Appointments like these can be recorded by selecting the relevant call in the Call List
and opening up the Activity Tab. In the Call Status field select Pending — Appointment Made (fig
18.2). Selecting this option will open up the Appointment Date and Appointment Time fields. Using
these fields select the date and time of the appointment (fig 18.3 & fig 18.4) and provide a relevant
comment in the Comments field (fig 18.1). You will notice that the Comments field contains a default
message when making appointments. Once all of the required fields are completed the user can
select the Update Call option at the bottom of the screen which will submit the appointment details.
A confirmation will appear once the appointment has been recorded by means of the message

detailed in fig 18.5.

Call States

n IMS MobileiZ 16)  ceswrnos WAL OG ACTOATTY

EL 3]

Pending - Appcenbmen! Made

2014104 14

Fig 18.1

Appointment Time 1200
Previgus Q00
surredst O
for Heference
RAemate Comnechion Telaphan:
Closure Code
EIFIBLARES Comments Aapainiment made with Boumisa Moubsni
Lipiate Cadl

PP el 1303 & dd
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- Gefect Call Stotus -
Pending - Loan Lini instaied
Peéruding - Pregusd g Duatabgn
Perding - Awadtirsg Customer Ouote Acceplancs
Pending - Duotabon Rejecied
Pending - Duaiation Acoepbed
Peaudfing - Awairg Spares
Pending - Appointment Masds
Pending - Uiser ot Available
Pruding - Workas pund Ireglemanted
Perding - Mon-Jrdleme Call
Pending - On Hofd - Custormer
Panding - Awantieg Dochst
Perading - Awaitesg T5S Invoice
Pending - Liger Testing
Fending - Vendor
Pending - Seftwars License reguired
Penafing - Sile Lnikieg unayvakabla
Perading - Ussr omfonng

Fig 18.2
Bl 3013
s = = B M YT W T F &
i i & 8 & & &
T 0@ E W17 17 12
1% Afu 3
WK 1RO W T om
- 3 mom-ET
N - - Womom 1
Caree S
Fig 18.3
u EH]
Fig 18.4

[T
SUCCESS

Call Update recorded

Close

Fig 18.5
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Referring a call to a vendor

At times it is needed to refer a call back to a vendor for the vendor to perform work on an asset

associated with the call. This is accomplished by selecting the relevant call in the Call List and

navigating to the Activity Tab
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Activity Tab. In the Call Status field select the Pending — Vendor option (fig 19.1). This will open up
the vendor related fields on the interface. The user then has to supply the vender responsible in the
Vendor field and the reference of the call on the vendor’s systems in the Vendor Reference field (fig
19.1). The user also needs to supply a comment relevant to the update in the Comments field before
submitting the update by selecting the Update Call option. A confirmation will appear once the
update has been recorded (fig 19.2).

n M5 MohileiZ 1.6 DEXTHFTION WONHLOG ACTONITY FL 3]
—
Call States Pendng - Verder d
Appoirtmant Date
Appoimtment me
LA o i Previous Q00
IMS Reference: 201086495
Ext Rl INGD W surenst Oil0
A Bresch [ SO 30 170000 P
L5 Penideng - Awading Spares i
B o Manoda F
e endor Reference K101 258

Yes

Comments Fefered call ta verdes

Updata Call

Pl # 13:05 & .da

Fig 19.1

Call Update recorded

Close

Fig 19.2
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Resolving a call

When the user has completed the customer’s request as detailed in the call he/she can resolve the
call by first selecting the relevant call in the Call List and navigating to the Activity Tab. From here the
user has two options in which to resolve a call available for selection in the Call Status field (fig 20.2).
The user can either select Resolved — Work Completed or Resolved — Awaiting End Travel. The
difference is that the Resolved — Work Completed option will immediately remove the call from the
Call List where the Resolved — Awaiting End Travel option will keep the call available for selection in
the Call List so that the user can supply return end travel at a later stage.

For this example let us assume that the user will be making use of the Resolved — Work Completed
option. The user would select the Resolved — Work Completed option from the Call Status field. This
will in turn open up all of the required fields for call resolution (fig 20.1). These required fields
include the Remote Connection (fig 20.3), Closure Code, Asset and Comments fields. Once all of the
required fields are completed the user is free to select the Update Call option which records the
resolution update and informs the user once the update has been recorded (fig 20.4). Note that the
asset selected in the Asset field is the asset that will be displayed on the docket generated for the
update.

n WS Mobilei? 16 cesowenon  womos Aty amm
——
all Stanss Bacalyed - Week Campleted d
Appointmant Dat
Appointment Time
= p fars Previgus Q0O
IMS Reference: 2071086495
Ext Rl IMCTmemmyJ sumenit Ol
SLA Bregohn Date 20N 3508/ 30 17007100 Py
Siadis Pendang - Awading Spaies
Wit
Reference
IMS Reference: 201129530 Remste Conntetion His i
B r I'_H: Cloaure Code Laglap - Soelvware - Becandiguration of Priner Sel P
5 2H354 z
0 - Avading Spares Bsnp| AFFECTED IHM44GTH5H) d
i Lol
- Comments Fecandigured primer detver. 48 OK
Wipate Call

¢ =l #1315

Fig 20.1

Resalved - Work Completed
Resolwed - Awaiting End Trave

Fig 20.2
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Select Remote Connection Usage

-== Sebect Remote Connection Lsage ---

Yes

Mo

Telephonic

First Time Fix

Fig 20.3

Call Upedater recorded

Cloge

Fig 20.4

NOTE THAT THERE IS VALIDATION PERFORMED DURING THE PROCESS OF RECORDING THE UPDATE. ANY NUMBER OF THE

BELOW MESSAGES COULD BE PRESENTED TO THE USER AND NEEDS TO BE RECTIFIED BEFORE THE UPDATE CAN BE

SUBMITTED AGAIN.

Invalid Remote Connection Usage

Invalid Remate Connection Usag:

Please select the Bemote Connestion Usage and iry again

Close

Fig 20.5

No Docket Number Attached

There 15 no dockel nmember attached o the call, Pleass supply a
dochet number and try again

Close

Fig 20.6

No Asset Data Associated with Call

There is no asset data associated with the call. Please add the
asset related to the call and try again

Cizan

Fig 20.7
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Invalid Closure Code

Flease select a valid Closure Code and try again

Closs

Fig 20.8

Supplying return end travel

At times the user will need to record travel time and travel mileage when heading home in the
evenings from a customer site. The user would then use the Resolved — Awaiting End Travel option
when resolving a call. This option will not remove the call from the Call List so that the user can
select the call and supply the return end travel data. Supplying the return end travel data can be
accomplished by selecting the relevant call from the Call List
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Call List and navigating to the Activity Tab. Upon this screen the user must select the Record End
Travel option in the Call Status field. As end travel can also be supplied under other circumstances
either fig 21.2 or fig 21.3 will be presented to the user. Selecting Record End Travel in the Call Status
field will open the Current ODO field and the user can enter his/her odometer reading for
submission (fig 21.1).

When the user selects the Update Call option to submit the end travel data and the update has been
recorded the user will be presented with the message detailed in fig 21.4.

n M5 MohileiZ 1.6 DEXTHFTION WONHLOG ACTONITY FL 3]
Call States fescard Erd Trowed d
Appoirtmant Date
Appoimtment me
= » o Previous Q00
IMS Reference: 201086495
Ext R e surrent G iz
A Br
s
e Vendor Reference

(M5 Reference; 201129530 Aomete Connection

Exh Fig

Cleaurs Code

Comiments

Updata Call

@ F ol # 13:08

Fig 21.1

.!:hln.‘ Call St
Esrigned - Enginser Dispaiched
PaEnding - Eepuiment Mok
Panding - Ussr nol AemlaSle
Becord End Traneel

Fig 21.2

Seleet Cadl Stalus
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End Travel reconded

Fig 21.4

Page 42|47




User Manual — Mobile Job Management v2.1.7 | 15 April 2014 E o‘

Duplicating the last update

As calls in pending statuses needs to be updated every two hours based on customer contract and
option to duplicate the last update on the call has been made available on the Description Tab. In
order to make use of this option the user needs to select the relevant call in the Call List and
navigate to the Description Tab (fig 22.1). The user is then free to select the Duplicate Last Update
option at the bottom of the screen. Once completed, the user will notice that the last update has
been duplicated in the Worklog Tab (fig 22.2). It is worth noting that under certain conditions this
option might not be available due to workflow restrictions.

n IS Mobile i Z1.6) DELTIFTION WORHLOG ACTONITY FL 3]

Job Wumbers 2071 DAESER
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Lo (511 Homne

Dusplicate Last Update

Fig 22.1

Page 43|47




User Manual — Mobile Job Management v2.1.7 | 15 April 2014 E o‘

l_—

ACTOATY SHOW ALL  SHOW IS - SHOWCA  SH0W 10 3

1/ Willie Enguibr i it Appormarment e with Ry

IMS Reference: 2010864495

Ext Rl IMCDs

5L A Bregoh Date

LS A

85 Reference: 201129530

8033TEST

Je: T4t
sl - Al

Fig 22.3

Making ad-hoc updates

Certain updates can be performed while the user is busy with workflow actions on other calls. To
perform an ad-hoc update a user can select them from the Call Status field after selecting the
relevant call from the Call List
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Call List and opening the Activity Tab. When making an Ad-Hoc update the user will either be
presented with a list of options detailed in fig 23.1 or fig 23.2 dependent on whether another call is
currently in a workflow status.

- nEeg] Lab Siphes
I"'.'l'l'tlll_| Appunrimen] Mads
Puatuliig - s niol Awiilable

Fig 23.1

Gefect Call Gaatus
-'-'.'-.|:|||-|| - Lrapireer Denpaiched
Pending - Sppoinimesn Made
Pendrug - Laer nod Soselabile
Aevcdd End Travel

Fig 23.2

Logout

Once the user is finished with all his/her work for the day and made sure that all pending updates
has been synchronized by the Cache Processor to the IMS server, the user can logout by making use
of the Logout option in the Application Menu. This option will however not close the MJM
application. It will however return the user to the login screen.

Messaging

The messaging component allows for the user to receive notifications related to SLA and call
assignments. The user can inspect incoming messages by selecting the Messages option in the
Application Menu. This will present the user with a list of messages as detailed in fig 24.1. This list
displays all unread messages highlighted in red. Selecting a message in the Message List opens up
the message (fig 24.2) for inspection and also marks the selected message as read.
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Mew MJM version 2.1.6 build

2014.03.06 048 Admanistratar Law
Mew MJIM version 2.1.6 build
014,03, 06 045 Admanistratar Law
Mew MJIM version 2.1.6 build
014,03, 06 040 Admanistratar Law
Mew MJIM version 2.1.6 build
014,003, 06 038 Admanistratar Low
Mew MJM version 2.1.6 build
F014.0. 06 D ET Adkmanistratar Law
Mew MJM version 2.1.6 build
F014.03.06 018 Addmanistratar Law

test message subject for Stuart
014.03.04 12:53 Admanistratar Law

test message outgoing
2013.07.24 14:34 tesieg Law

test message outgoing

2013.07.24 14:32 testec Law
SLA Escalation (201056742)
IMIAMAIT 14T mEysiemiEeah oo za Law
Fig 24.1
Meszad
Subject Mew MJM wersion 2.1.6 build
Sender Sadmanistratar
Sent Date 20140306 09:40
Severity Low

Hi Willie Engelbrecht,

& mew build af the 2.1.6 beta client is availabde far downboad.
Please upgrade your client at your sarfiest convenience

Fig 24.2
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Glossary

Abbreviations

CSS - Customer Satisfaction Survey
EOH - Enterprise Outsource Holdings
GPS - Global Positioning Satellite
IMS - Incident Management System
MIM - Mobile Job Management
obo - Odometer

SLA - Service Level Agreement

FSE - Field Service Engineer
Definitions

Cache Temporary database of relevant call data

Cache Processor

Call Co-ordinator

Google Play Store

IMS Mobile

IMS Portal

Part of the MJM application that is responsible for maintaining the Cache

Office based employee that manages the assignment of calls to FSE’s

Digital distribution platform for the installation and maintenance of
applications on the Android operating system

handheld device extension of the IMS system and in its present form, allows
for basic support call and asset management

web based page used for logging on to IMS
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