SMARTECH Cheat Sheet

Training Procedure:
You need to Complete:

· 4 Training videos & quizzes

· Assigned Dell Certifications: 
Going forward: 

You need to monitor the Dell system and see if any new certifications are created on equipment you work on.  Also, you can take any additional certifications you would like to take. It is free of charge. 
Log in Email:

· Once you complete training, you will be sent an email with the following information:

· Alert System ID and Password: 

· Alert is the system you will use to update your calls

· Unisys / SRMS ID:

· This ID is used when contacting Unisys dispatch throughout the day

· Your SDC’s contact information:

· Your SDC (service delivery coordinator) is your call manager. 
Daily Process:

Morning Procedure: 

· Log into Alert and Unisys Systems:
· “Accept” all new calls in Alert (by 11 am your local time)

· Check Unisys System for the following:

· Parts ETA

· Parts Depot Address

· Alt Contact #

· Inbound Airbill #

· Attempt to contact End User to setup ETA

· Update Call (by 11:30 am your local time): 

· “Schedule” call in Alert with ETA (Date and time) 

· or “Update Call” with the reason you were unable to schedule the call

· “Print Workorders”

· “Just Go Policy” – **Refer to document for more information

Field Procedure:

1. Head to parts depot and pick up parts

2. Call Unisys Dispatch and “Take” your first call 

· Document needed – Unisys Take and Close Form

3. Head to Call and complete work

4. Get client’s signature on workorder

5. Leave “Leave Behind” document with End User

6. Call Unisys Dispatch, “Close” previous call and “Take” your next call

7. Follow steps 3-6 until all calls are complete

Closure Procedure:

· Log into Alert System

· Open Call

· Click on “Work Details” tab 

· Click on hyperlink and Fill out Time Sheet Detail (Closure Screen)
· Attach Workorder to call:

· Scan in Completed workorder

· Click on “Attachments” tab

· Click on “New”

· Browse for workorder

· Put Call # in “Document “Title field

· Go to Default Tab and Click “Service Complete”

· Once Parts have been Return: Click “Info Complete” 

Other Information:
Contacting customers / setting ETA : 
All calls need to be accepted by 11:00 am local time
All EU must be contacted to set up an ETA by 11:30 am, before you leave your home. The ETA must be documented in the Alert system. 
Attempt to contact them every business day until the ETA can be set
If you cannot reach the EU:
Leave a message, explain who you are and leave your contact info. Leave the Call # as a reference # for the client. Check Unisys for alternate contact information.  Put the call in CNRC status or update the call with the appropriate status.
Cancellation procedures – 
A service call can be cancelled after 3 – 4 business days if we cannot reach the end user.  If this occurs, let your SDC know and they will cancel the call for you. 
Updating Calls- 
Update us every business day with why you are unable to run the call that day.   
 
Unisys System: 
URL – can be found on the “Unisys Portal Instructions Page” attached to the email with the training videos link. 
In the Unisys System you can gather additional info on your call, such as:

· Parts Depot Address

· Parts ETA
· Alternate contact information
· Inbound Airbill # (s)
· Locating how many parts and how to look for alt waybill #
· Search for the word “Prior”, by hitting “CTRL” + “F” and typing the word “Prior” into the search field. 
· Make sure there are not multiple waybill numbers, if there are, then there are multiple parts  
Closing Calls with Unisys: 
Follow the Take and Close Procedures attached to the email with the training video links. 
You must be closing calls with Unisys throughout the day, not at the end of the day when they are done.  
SDCs track a your progress during the day, if calls are not being closed then the SDCs will call the techs to find out why.
Closing calls the same day in all systems: 
Not closing calls the day they are ran negatively affects the volume offered in an area.  Dell looks at “make rates” (closing number of available calls) and if an area is not closing a high make rate then Dell will transition the volume elsewhere.
 
Shortcut / Acronym Cheat sheet
Acronyms:
SLA – Service Level Agreement (The goal we have set with our client.)
NBD – Next Business Day (calls need to be completed the same day parts arrive at the depot)
RNA – Rang No Answer (when calling the EU, if they do not have voicemail)
PRIOR – word that you will search for in the Unisys system to find the inbound airbill #.
Shortcuts: 
In the Alert System: 
ALT + S : Save
ALT + C : Cancel
ALT + F : Find (to execute a search)
CTRL + F12 : Timestamp (in notes fields only)
 
 
