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Introduction to Tenant Request

Angus AnyWhere® Tenant Request (TR) is a fully Web-enabled system designed to manage and streamline the work

order completion process.

A request is created when a tenant has a need for service. Requests are converted automatically by Angus

AnyWhere into TR work orders. Tenants are able to make requests using their Service Portal; they can also be made

by employees on a tenant's behalf from within Angus AnyWhere or using Angus AnyWhere Mobile.

The TR work order system has the following features:

If sufficient information is provided in the original request, the work order can be automatically assigned and
dispatched using the routing table (for more information on work order routing, see About Work Order
Routing and associated topics). Otherwise, the work order is placed in the Outstanding list, where an
Administrator may complete the details necessary to assign and dispatch the work order.

Tenants can request and receive_estimates for billable services.

An optional Service Rating feature can be enabled, allowing tenants to rate the quality of service they
receive. Employees can view a summary of this feedback via the "Service Rating" Dashboard component,
and drill down to ratings on specific completed work orders.

Employees can subscribe to TR email notifications in Angus AnyWhere. Tenants can subscribe to TR
email notifications in their Service Portal.

Employees (or vendors assigned to a work order) can update the work order status.

For work orders that were completed by a vendor or other third-party, these work orders can be flagged
as Invoice Pending.

Closed work orders that contain_billable services must undergo billing verification.

To get started configuring the TR system, start with Configuring Tenant Request. For information on using the TR

system once it has been configured, see_Tenant Request Workflow and associated topics and subsections.
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Tenant Request Workflow

The generic workflow for a TR work order is listed below. Note that some of the steps outlined (such as adding
billable services) do not have to occur in the exact order shown. Some additional steps may be taken regarding the
work order's history (such as if a work order is delayed, reassigned, etc).

I~

A tenant makes an initial request (or an employee proactively enters a request).

2. The request is received by Angus AnyWhere and automatically creates a work order, or an employee
creates a new work order in Angus AnyWhere on behalf of the tenant.
3. Depending on the information entered into the work order and your work order routing settings, the
work order is either automatically assigned, or an employee must manually assign the work order.
4. If the tenant requested an_estimate, an estimate is created and sent to the tenant for approval (work is not
started until the estimate is approved).
5. If the Cancel Service Request feature is enabled for the request type, the Tenant Contact will be able
to cancel the request as long as a Work Started event has not been applied.
It is important to note that when the Cancel Service Request feature is enabled, work orders should always have
a Work Started event entered as soon as work begins. This will prevent a situation where a tenant can cancel
the Service Request after work has already begun.
6. Work is started.
7. Work is completed.

e If the Service Rating feature is enabled on the property and has been configured, then the Service
Rating Workflow is initiated at this time. For additional details, see the About Service Rating topic
and associated sections in our Online Help, or in the Tenant Request Setup Guide PDF.

Any billable services are added.
9. If no.invoices are pending, the work order is closed.

10. If billable services were added to the work order,_billing verification is conducted.

Angus AnyWhere© Tenant Service Request User Guide Page 2
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The Geo Dispatch feature displays a map that allows Tenant Request (TR) work orders to be manually dispatched to
employees based on their current (or most recently known) location. Participating employees must have the Geo
Dispatch feature enabled on their Angus AnyWhere Mobile app, and must remain logged in. Employees are able to
set up their shift hours, and can indicate if they are currently available, unavailable, or on break, in order to assist with

the proper assignment of new work orders.

¢  For additional details on configuring the Angus AnyWhere for iOS® and AndroidTM mobile app,

see Configuring Geo Dispatch.

e Forinformation on accessing and using the Geo Dispatch feature in Angus AnyWhere, see the Assigning

Work orders with Geo Dispatch topic below.

Assigning Work orders with Geo Dispatch

When the Geo Dispatch feature is enabled for a building, work orders for that building will have a Geo Dispatch ()
button. This button is displayed beside the Auto Assign button on the confirmation screen for new work orders, and
in a work order's details when editing the Assigned To field under the Workflow tab.

Work order details - Assign and Dispatch popup

Assagn @nd Dispatch

Assign for

Gearge Martines X |

Instructons: Eleyator =4 goors are stuck open on Ird fioor,

D not dispatch

* Dhspatch immeciately

o Save X Cancel

New work order confirmation screen

Work Order Canfirmation

¢ Conliemation # 18523198

John Smythe from AAS Plumbers

Requested by

crevers = Hilvsew Towers [» 1 = 102

Engineering

A5 Seon As Possible

Assign and Despatch {Optional)

George Martinaz % -V | Aula -'-::.;-:

Car =3 repoeted 35 behaving ematically

Assign 1o

Instructions:

Clicking the Geo Dispatch button will open the Geo Dispatch assignment popup. An overview of the interface's

functions and options are detailed below.

| ] sedect an Emphoyes

Electrical - 21877673

Towers, Hilview Tavwers [ 1 Map

John Smythe
1.7 kmm {3 s away) 5 mnetes sgo

0

Milliewe Towers |

el \'... 1
3 Y
ith John Smythe
i QP
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The first entry on the left contains basic details of the work order, as a reminder of the work order that is
being assigned (as shown below).

Beneath the work order details, a list of employees with the Geo Dispatch feature enabled are shown,
including their relative distance from the building, any relevant shift information, their status (Available,
Unavailable, or On Break), and how many Preventive Maintenance (PM) and Tenant Request (TR) work
orders have already been assigned the employee.

e  Only the closest ten (10) employees are displayed initially in the list. Additional employees can be
viewed by clicking the Show More link at the bottom of the list.

bulb out

John Smythe H
1.7 km (3 mins away) 5 minutes ago

2TR1PM

Maxwell Power
3.5 km (6 mins away) & minutes ago 14 saconds ago
2TR1PM

Sara Henderson
8.1 km (9 mins away) 5 minutes ago
2TR1PM

e Clicking on an employee on the list will highlight their location on the map and enable the
Assign button at the bottom of the screen.

John Smythe Available
Lot 1.7 km (3 mins away) 12 minutzs 290
2TR1PM

arene b o ¥
e e A Sunnybrook Health Jo
o Assign | & Close

You can use the Map and Satellite buttons to switch between a standard map view and a satellite overlay.

The Toggle Traffic feature enables a color-coded overlay on roads, indicating high- and low-traffic areas.

The Toggle Fullscreen button will expand the map to fill the entire screen. While in fullscreen mode, the
employee list on the left will not be visible.

The work order location (building) is displayed.

The location of each employee is displayed on the map. Similar to clicking on an employee on the list to the
left, clicking on an employee's icon on the map will provide you with the option of assigning the work order to
the employee (as shown in 2, above)

You can drag-and-drop the "Pegman" to enable the Google Street View function at the location the Pegman
is placed.

Use the Plus (+) and Minus (-) buttons to zoom in and out on the map.

Angus AnyWhere© Tenant Service Request User Guide Page 4
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Tenant Request Lists

The Tenant Request (TR) lists can be accessed in Angus AnyWhere® by clicking on Work, then clicking on a specific
TR list as shown below.

Angus AnyWhere . vor Setup Reports Training

Welcome
Dashboards
Resource Center
Messages (0)

~ Tenant Request
Outstanding (12)
Scheduled (13)
Requires Dispaich (3)
Escalated (1)
Estimates (1)
To Close (3)
Billing Venfication

> Reservations

. The Billing Verification list does not share the common features mentioned below. For specific details, refer
to The Billing Verification List topic.

. For an overview of a work order's life cycle (workflow), see Tenant Request Workflow.

. If you are experiencing issues locating a specific work order, or are trying to locate a closed work order, you
can find it using the advanced search option in Angus AnyWhere, as described in Finding TR Work Orders.

Each TR list displays work orders that fall under a specific classification or state in the work order life cycle, as

described below. For detailed information on functions that are common to all lists, see Common Features below.

Outstanding: The Outstanding list provides a general overview of all work orders that are currently
outstanding and have not yet been completed. Depending on the specific status of a work order, it may
also appear in the Scheduled, Requires Dispatch, or Estimated list.

Scheduled: The Scheduled list displays all TR work orders where the required completion date is set in
the future.

Requires Dispatch: The Requires Dispatch list contains work orders that need to be dispatched;
work orders in this list may also require assignment before they can be dispatched.

Escalated: This list displays all work orders that have escalated.

Estimates: This list displays work orders that either require an estimate, or have an estimate attached
to them.

To Close: The To Close list displays all work orders where work has been completed but have not yet
been closed. This list also includes a Pending Invoice column that can be used to sort the list.

Billing Verification: All work orders that require billing verification are displayed in this list. This list does not
share the features mentioned below. For specific details, refer to_The Billing Verification List topic.

Angus AnyWhere®© Tenant Service Request User Guide Page 5
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A number of features are common to all Tenant Request lists. These common features and any applicable exceptions

are highlighted and detailed below:

Progerty: 41 Properties -
. TR Work Orders
f | Assigned o anyong % v JX Resst
4 _b & D= Last Event Required Reguest Type:
10821576 Dmpatches ey 3 81945 am Janitonal

Actions Required
Assigned To:
Location:
Detaals:

[}

n Locason Detmis: Task

1

)

| M Viicess Qraer

2 —bi o Dispaieh

Tenant Froperty

Hillwew Towers

SEnarn

Cleaninsss Descripton

Assigned To

Janri Syt

Actions Requred:
Aswigned To:
Locathon:

Detadls:

Dispalch Failed

Apr 11 21 12.08 pm HVAC -
pon

MartineZ {Unabie o Dispazh)

s » Hillviaw Towen i » 3

Afer Haurs  Acme Gesphics ing.  Hillvisw Towsrs.

Becige Marfinez

10584264 Coen

Actions Required:
Assigred To:
Locatson:

Dotils:

6 —»

Mimr 22 2MM6

Unspacifiad

h {Cpen

Acme Graphics inz.  Hillvew Towers

a> Refresn  |[£] Datails.

W

Dispiaying 1 - 20.af 30

1. You can create a new Tenant Request work order from any list except for the Billing Verification list by
clicking New Work Order. For additional details on creating a TR work order, see Adding a TR Work Order.

2. Selecting a work order and clicking Dispatch allows you to do any of the following:

The Dispatch button is replaced by a Pending Invoice button on the To Close list. For additional details, see
Work Orders With Pending Invoices.

e Manually assign or reassign a work order

e Automatically assign a work order using the Auto Dispatch button, if Work Order Routing
has been configured for the work order's request type

e Update the instructions for the work order

e Dispatch or redispatch the work order

L Masingn and Dispatch
Assign 10: Jo= Samson
Instructions: Corfererce Room 1

Resarvation #100839922 at 3/15/2016 11:00 AM
Please desn the room

& Dispatrn D

gays ard 0

Déspaten immediately

o Saum X Cancel

Kolw | Ao ARsign

hours in advance. [Dispatch Date: Mar 30, 2016 11:08 am)
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3. Alllists can be filtered using the Property drop-down list. All lists except for the Billing Verification list
can also be filtered by Request Type and the assigned employee or vendor.

4. All lists have a non-sortable Attachments column (). This is used to indicate if the work order has one or
more file attachments.

Each list can be sorted by ID, Required Date, Request Type, Tenant, Property or assignment (Assigned
To) by clicking on the appropriate list heading. There is also at least one additional sortable field in each

list type:
List Additional Field

Outstanding Last Event
Scheduled Received
Requires Dispatch Last Event
Escalated Escalation Level
Estimates Estimate Status
To Close Last Event, Pending Invoice ()

5.  You can view and update the status of a work order's details by double-clicking on a row or clicking on the
work order number. This will take you to the work order details screen; for additional information, see
Updating Work Order Details.

6. Additional list controls are provided at the bottom of the list, allowing you to modify the number of work order
displayed per page, switch between pages, and more, as described in the_List Controls section below.

List Controls

Additional controls are located at the bottom of each list, as shown below:

27667 Open Apr 23, 2007 HWAC - Too Cokd Blaze Printing Hillview Towers

Actions Required:  None (Open)

Assigned To: Unassigned

Location: Hillview Towers » Hillvew Towers [ » 13 104

Details: Too cold o
Page 1of2] P Pl | Records perpage: || Y Refresh || =] Detsils | Dispiaying 1 - 20 of 34

ToT T

1 2

1. Lists are paginated; when there are more work orders in the list than can be shown on a single page,
the Page controls allow you to switch between pages in the list.

Page, 10of2 | b ¥

There are three ways to navigate between pages:

e Type a page number into the Page field, then press [Enter] on your keyboard.

Angus AnyWhere© Tenant Service Request User Guide Page 7
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e Usethe and buttons to go directly to the first or last page, respectively.
e Use the and buttons to go to the next or previous page, respectively.

2. You can adjust the number of work orders displayed on each page by adjusting the records per page slide.
You can display between 20 and 100 records per page.

Records per page,

3. All lists automatically update themselves every 90 seconds; however, you can also use the Refresh button (
) to manually update the list at any time.

4. By default, all lists show additional information for each work order entry on a list, such as Actions Required,
Assigned To and Location. You can hide or show this information by clicking the Details button ( )-

Angus AnyWhere© Tenant Service Request User Guide Page 8
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The Billing Verification List

This list is useful for verifying the correctness of data prior to an export of billing amounts to an accounting service.
Only Work Orders that have been marked as Verified will be marked as Billed in the next export.

The Billing Verification screen displays Work Orders for which all billable services have been entered. The Work
Orders appearing on this screen are either Verified or Not Verified. These completed Work Orders can be marked as
Verified.

The Billing Verification List's features and controls are detailed below:

1 Property:  Hillview Towers ¥ | Request Type: | All ¥ | Show: Not Verfied v
. Tenant:  All ¥ | Trade: Engineering ¥ | UpToDate: 05/25/2018 01: * 02 v PM v  Search
[=) BILLING VERIFICATION 2 el Frint | Update Selected
& Sernce Qb &i Labar Hatznal Markup Tax Total verfied
Acme Graphics Inc. 3
1 v 10.0¢ 20,00 .00 3.50 3350
Grand Total: $33.50
HVAC - Teo Cold
B5%3008 Lease: ED-209

1. In order to assist you in finding specific types of work orders, a variety of filters can be applied to the list:
e Property: indicate which property you are reviewing.
e Tenant: Specify a tenant to filter by, or select All.
o Request Type: Select a specific request type, or All.
o Trade: Indicate a specific employee role to filter the list by (e.g. Engineering) or All.
o Show: Select work orders marked as Not Verified (default), Verified, or All.

e The Up To Date section allows you to restrict the list to only display work orders up to a
specified date and time. To apply this list filter, click Search after selecting the date and time.

2. The Print button can be used to print a copy of the list. The Update Selected button is used to update work
orders that have the Verified checkbox selected, indicating that billing has been verified. It can also be
used to unverify a work order that was previously verified. For additional details, see_Verifying Work Orders

and Unverifying Work Orders below.

3.  When checked, this box indicates that billing has been verified. Applying a checkmark is not saved until
the Update Selected button has been pressed. For additional details, see_Verifying Work Orders and
Unverifying Work Orders below.

4. To view the original request, click on the work order number. To view the revenue codes and cost codes for
each service (if these codes are being used), hover the mouse over the service.

Angus AnyWhere© Tenant Service Request User Guide Page 9
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Verifying Work Orders

If a work order is verified in error, you can reverse billing verification for a work order. See Unverifying Work
Orders for details.

Work Orders that are billable to Tenants require verification. This can be done on the Billing Verification page.
Although billable work orders may be complete, they will not be closed until the billing information has been verified.

1. Locate the desired Work Order from the Billing Verification list.

2. To view the original request, click on the work order number. To view the revenue codes and cost codes
for each service (if these codes are being used), place the cursor over the service.

3. Confirm that the billing amounts listed for the Work Order are correct. If there is a problem with the amount:
e  Click the Work Order ID # to view the work order's details.
e In the_Services section of the Workflow tab, Edit, add or remove services as necessary.

e When you are finished, click Go Back (located near the top-left corner of the work order details
screen) to return to the Billing Verification list.

4. Click the Verified checkbox next to the work order(s) you would like to verify, then click Update Selected.

[-3 BILLING VERIFICATION Print | Update Selected
& Service Qty Bd Labor Material Markup Tax Total Verified

Acme Graphics Inc,
Elevator
10572759 Lease: ED-209
Fuse Box , SR 10.00 20.00 0.00 350 33.50
Grand Total: $33.50

5. In the confirmation popup, click Yes to finish verifying the Work Order.

Unverifying Work Orders

If Angus AnyWhere® is integrated with your accounting system, a reverse button is available on the Edit Work
Order screen. Click this if incorrect services have been added. This action will appear as a new history entry.

, verlrication or a Work oraer.

1. In the Show menu, select Verified.

Property: Hillview Towers ¥ Request Type: | All ¥ Ishow-. Verified v I
Tenant: | All v | Trade: Engineering ¥ UpToDete: 05/09/2018 QL: v 02" PM ¥ | Search
(=] BILLING VERIFICATION Prnt | Update Selected

2. Alist of verified work orders are displayed. Click on the work order number to view the work order's details.

Angus AnyWhere®© Tenant Service Request User Guide Page 10
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(=) BILLING VERIFICATION Print | Update Selected
= Service Qty B Labor Matenal Markup Tax Total Verified
Acme Graphics Inc.

Hevator
Lease: ED-209

1 10.00 20.00 0.00 3.50 3350
Grand Total: $33.50

3. Click Undo Verify, located near the top-right corner of the work order details screen. Billing is no
longer verified and the work order's status is reverted to Closed.
& Undo Verify 2 Refresh (=) Print~

-+ Workflow _ljl Messages (0) | & Attachments (D) . > View Estimate

Assigned To: Alphonso Franco
Instructions:; Same as the Work Order description
- History
Date Ewvent Employee Time Taken Updaied By

Angus AnyWhere© Tenant Service Request User Guide Page 11
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If you do not know the Work Order number, you can use the Advanced Search function, as detailed below:

1. Click the Advanced menu and select TR Work Orders. The TR Work Order Search screen is displayed.

Advanced John Smythe w ®

TR Work Orders

PM Work Orders
Reservations

Visits

2. Enter any available information about the Work Order. Information that can be provided to assist with the

search includes:

e The requestor (all, tenant, or employee name)

e Tenant, Tenant Contact

e Location (Property, Building, Floor, Location/Suite)

e Request Type

e Required completion date (a specific month and year, or a date range)

e  Status

e Assignee (who the work order was assigned to)

o Keywords (any words used in the work order that might distinguish it from other work orders)

3. Click Search. A list of work orders that match your search criteria are displayed.

[=] TR WORK ORDER SEARCH

Requested byt (DAl
C Tenant
) Empioyee
Tenant:
Contact:
Reference

Proparty:

Floor-
Locabon/Sute:

Request Type:

Required: (ysar: 2010 ¥ Month: | November ~
Oerom: s Ui |
oy stotis |

- Hew
Open

o Shbue; Delayed
Work Complsted
Closed
Cancalied

£ 6. £
i
o
<

[Chakso search in Work Crder Mstory

Additional Information

Reguest Custom 3

=
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If you are creating a Resource Reservation, see Reserving a Resource instead.

The Contact Search screen allows you to search for the Tenant Contact associated with a new Tenant Request that is
being entered into the system. This screen is displayed as a first step when creating a_new Tenant Request work

order if your account has Call Center Mode enabled, or if you manually navigate to the screen by clicking the Contact
Search link on the New TR Work Order screen.

The features and options available on the contact search screen are detailed below.

£, Contact Search

Contact Name: bdl Property/Building:
Email Address: Floor:
1 Contact ID: LocationSuite:
Tenant: Phane Number:
"
2 = :;:"&’:;‘:““mc"“m -, Find Cantact [ Skip ¥ Canced
¢~ 3 Contact Found
& New Contact
3 < Contact Mame  Tenant Property Buiiding Floor  Suite
Bl Paxton Acme Graphics Inc.  Hillview Towers  Milhview Towers | 3
Bill Ronasd First Media Senvi Hillview Towers  Hillview Towers I 3
\_ | BWWheslca  FirstMedis Servi. Caroll Cospo . Casrel Corpera . 03
1.

2.

4
4

If.nnhd. Tenant = Location || Dogument BMnI

Genaral Information Editt |

First Name

Last Name

Subscnptions

Bil
Paxton

bpaxtoni@email xom

414-555-1212

English

Editl

Enter information into one or more contact search fields to locate a tenant contact. To search for a contact,
you must either:

Enter at least 3 characters into one of the search fields; or

Enter at least 3 digits into the phone number field.

In this section you can choose from the following options:

If Call Center mode is enabled for your account, Always take me to Contact Search first is
checked. If you would always prefer to skip this step and go straight to the New TR Work Order
screen, you can remove this checkmark. Please note that checking or unchecking this option
will also enable or disable Call Center mode on your account.
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e If you have entered contact search information as described in Section 1 above, then clicking Find
Contact will begin the search process. Any potential matches for your search criteria will be
displayed in a list, as described in Section 3, below.

o If you would like to skip this step, click Skip to go to the New TR Work Order screen. Using the

Skip button does not disable Call Center mode.

e Click Cancel if you do not want to create a new Tenant Request work order at this time. You will be
returned to the Tenant Request list that you were previously viewing.

3. This section displays the results (if any) of your contact search. By default, the first entry of the search
results are selected.

e |f the contact you were looking for is not found, or if your search does not display any results, you
can either re-check your search criteria and try again, or if you are certain the contact does not
exist, you can click New Contact to create a new contact.

e Click on a contact in the list to display the contact's details in the tabbed section to the right. This
section of the screen is further described in Section 4, below.

e Double-click a contact to proceed to the New TR Work Order screen using that contact's
information. See_Adding a TR Work Order for additional steps on creating a Tenant Request work

order..

4. Once a contact from the search results has been selected, the tabbed interface on the right-hand side of the
screen displays the following information under each tab:

e Contact: The contact's details are displayed. If needed, you can click on the Edit link in any section
of the displayed information to update the contact's details, and/or fill in missing information.

¢ Tenant: Tenant information is displayed for the contact you have selected.

e Location: This tab displays location information related to the tenant contact, such as property and
building details, and coverage hours.

e Document: Any content (files or page links) that was added to the Resource Center for the
property can be viewed from here.

e Bulletins: If your company uses the optional Bulletins feature, then the Bulletin tab is also
displayed. Under this tab, any bulletins associated with the property and/or building are displayed
here. If a work order is already associated with a bulletin, that information will also be displayed
here.
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The New TR Work Order Screen

If your company uses the Bulletins feature, see The New TR Work Order Screen (Bulletins) instead.

The New TR Work Order screen is used to enter the basic details for a new Tenant Request work order. You can
start the process of creating a new work order from any of the Tenant Request Lists highlighted below and clicking
New Work Order. The New TR Work Order screen is displayed.

Welcome
Dashboards
Resource Center

Meassages ()

Advanced

v Tenant Request
Qutstanding (12)
Scheduled (13)
Requires Dispatch (3)
Escalated (1)
E——£1) shics inc.  Hilview Towers
Te Close (3) A
Billing Venfication

[ tow work Order

> Reservations

If you have Call Center Mode enabled, the Contact Search screen is displayed first, which can be used to
search for and select a Tenant Contact. See The Contact Search Screen for additional details.

If you have Call Center Mode enabled in your user preferences, you will see a tabbed interface to the right, containing
the following information:

e Contact: The contact's details are displayed. If needed, you can click on the Edit link in any section of the
displayed information to update the contact's details, and/or fill in missing information.

e Tenant: Tenant information is displayed for the contact you have selected.

e Location: This tab displays location information related to the tenant contact, such as property and
building details, and coverage hours.

e Document: Any content (files or page links) that was added to the Resource Center for the property can
be viewed from here.

e If you also have a Bulletins tab, then you should refer to the New TR Work Order Screen (Bulletins) topic

instead.

To begin creating a new Tenant Request work order, follow the steps below:

Angus AnyWhere© Tenant Service Request User Guide Page 15




bxp

1. If you do not have Call Center Mode enabled in your user preferences, and would prefer to search for
Tenant Contact information using the contact search interface, click the Contact Search link. See_The
Contact Search Screen for additional details.

7] Mew TR Work Order

Requester Information

[] Requested by Employee

Contact: Alex Anderson X

Enter at least three characters, Or use}Contact Search.

Tenant: it 7o Friedmal X v

2. If the Work Order has been proactively reported by an employee, click Requested by Employee, then click
on the drop-down menu and select the employee.

A proactive work order is a work order that was requested by an employee instead of a tenant; i.e., no tenant
has requested this work to be performed. Proactive work orders are still billable.

7] Mew TR Work Order

Requester Information

[¥] Requested by EmpioveeL

Employee: | Boris Howel Xl

3. If you used the The Contact Search Screen to find the tenant contact, then all required fields for the
Requester Information and Work Order location sections has been pre-populated for you (this information
can still be overridden on this screen if necessary). If all pre-filled information is correct, skip to_Step 6.

4. Click the contact field and enter the contact's name (this information will already be filled in if you made use of
the Contact Search screen described above). After entering at least three letters of the contact's name, you
will be presented with a drop-down list of possible matches. Select the appropriate contact from the list.

equeste 1y Empioyee

Employee: Boris Howel X v

Contact: ' Anderson| =
Alex Anderson
Tenant: Anderson and Friedman (Hillview Towers

May Anderso

Work Order Locatiof calle Anderson

Proparty HIVEW TOWars

5. Once a contact has been selected, the Tenant and Work Order Location fields are automatically filled in. If
needed, the work order location can be overridden by using the drop-down menus provided.
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Work Order Location

Property: Hilview Towers w
Building: Hillview Towers II ¥
Floor: 1 24
Suite: 101 N

6. If your company uses Bulletins, see Adding a TR Work Order (Bulletins) instead. If you do not use Bulletins,

continue following the steps below.
7. Next, scroll down to the Work Order Details section.

8. Using the fields provided, select a Request Type, Trade and Priority.

e To assist you in finding the correct Request Type, entering a partial name in the Request Type field
will display a filtered list. Entering a partial name functions as a "wildcard search", e.g. typing "ele"
would match any request type that contains "ele" somewhere in its name.

9. Next, fill in a description for the work order.

10. You can initially add up to three attachments (such as .pdf, .jpg or .doc files) using the Browse... buttons to
locate files. The total attachment size cannot exceed 10MB; i.e. one file 10MB in size, or 2-3 files whose
combined size does not exceed 10MB. For more information on attachments, see About Attachments.

11. In the Required section, select either As Soon as Possible, or At and use the menus provided to select a
date and time that the work is required.

12. When you are finished, click Create Work Order. This will take you to the Work Order Confirmation screen.

Work Order Details

Request Type: Housekeeping w
Trade: Janitoral v
Priority: L} ot
Description: Spill m reception area -
Attachments: Browse
Browse...
Browse
Required: @ As Soon As Possible
At G v

o Create Work Order || 3¢ cancel
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The Work Order Confirmation Screen

The work order confirmation screen is divided into two sections:

e The main screen displays a short summary of the work order that has been created, and optionally allows
you to assign and dispatch the work order, as well as provide additional instructions on the work order.

e A side panel displays additional information in a tabbed interface (Dispatch Notes, Location, Document). The
information displayed under these tabs cannot be updated from this location.

o The Dispatch Notes tab displays any request type routing instructions and property-level
routing instructions or notes, if any are available.

o The Location tab displays detailed property and building location information, as well as
the coverage hours that have been configured for that location.

o The Document tab provides links to any content (files or page links) that were added to the
Resource Center for the property, and can be viewed from here.
Waork Order Canfirmation Dispatchs Hobes LeGaton Documents

v Confirmation & 18523196 Request Type Routing Instruchons
Requested by Jobn Smythe from AAA Plumbers

Ko instructions to dsplay
Location: Hilviarw Tomers = Hilvrw Towers [ = 1 » 102
Request Type:  Elevator =
Trade Engineering Propeny Routing Instructions
Ruiried 45 Soon A5 Posible City Phornbing on siiks
Assign and Dispatch (Optienal )

asgign to George Martingz % v | Asta Aason |0F]

Instruchions: Car reperted &5 behaving ervatically

Confirm malfunction, then place on senvica at ground fieor, Repairs will be handied b

vandor

D mot dispatch

& Digpasch immediataly

| gk Fimish 2 Aod Anothet w* Foak | Finish aaa View

If you do not assign and dispatch the work order on this screen, then it will need to be assigned and/or dispatched
manually. Unassigned and/or undispatched work orders are displayed on the Qutstanding Tenant Request list.

To assign and dispatch the work order from this screen, follow the steps below:

1. If your building uses the Geo Dispatch feature, you will see a Geo Dispatch button () beside the Auto-
Assign button. Clicking this will allow you to assign the work order to an employee based on their
current location. For additional details, see About Geo Dispatch.

2. You can assign the work order from this screen either by selecting an employee or vendor from the drop-
down list, or by clicking Auto-Assign. The auto-assign feature will attempt to assign the work order based
on your routing table.

3. You can review any dispatch notes, location information and shift coverage, and Resource Center
downloadable documents related to the property using the tabbed interface to the right.
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4. Depending on when the work was required, you will have the following dispatch options to choose from:

e If the work order is required immediately, you can select either Do not dispatch or Dispatch
immediately.

e |f the work order is required at a future date, you can select either to dispatch the work order a
certain number of days and hours in advance, or to dispatch immediately.

5. Once you are finished, click one of the following buttons:
e Finish completes the process and returns to the work order lists.
e Finish and View displays the work order's_Details screen.

o Finish and Add Another completes the process and returns you to the New TR Work Order

screen. The Requested by and Location information from the previous work order is reused.

|=~] Work Order Confirmation Dispatch No
+ Confirmation # 12100184 Reques
Requested by: John Smythe from AAA Plumbers Indicate if
ndicate if «
Location: Hillview Towers = Hillview Towers I » 1 » 102 floor.
Request Type: Elevator
Trade: Engineerin )
) " . Property
Required: As Soon As Possible :
City Plumb
Assign and Dispatch (Optional)
Assign to: George Martinez X 1w || Aulo Assign | —|
Instructions: Car #3 reported as behaving erratically,

Confirm malfunction, then place on service at ground floor.
Repairs will be handled by vendor,

() Do not dispatch
(®) Dispatch immediately

L_.QF]n]sh and Add Another 4 Finish 2 |_ Finish and View
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Work Order Details

The Work Order Details screen displays all information related to the work order, including the work order history, file

attachments and any estimates associated with the work order.

The following is a basic overview on updating the various sections of a work order. For more detailed information on
editing work orders, please refer to the additional linked topics.

1 2 3
\

4 Go Beck 2, Refresh (L) Print »
| Work Order (Open) "I Messages (0) | & Attachments (0) | ™ Schedule Estimarte I
rder # 10844262 SR Jacks0
Tenant Web Same as the Work Order description

Contact! Bill Paste | Mistary

anant Acmea Graphics Inc ,
' AR R AT Start Work o Gompiete Work | Ot Events +

) LOCATION Cae Event Empioyes Tume Taken Upested Sy
Property Hillview Towers Mar 22 2018 at 11 Dispatshed Sheils Jackson

Buiding Hillview Towers | Msr 22 2016 8t 11.... Assigneg Sheila Jackson

Foor: 3 Mar 22 2096 &t 11 Cpen

Type: Janitaria
lanitoria
Prioeity 5 - g
Sk o Add Secvice (L Mo Billstde Services Lasse F <nones
123
Service Billabie External Quantity Totnl

Rt el Mar 22, 2016 at 11:22 am

Mar 22, 2016 at 11:20 am

1. To the left, the work order details are displayed. To edit a section of the work order details, click on the Edit
link that corresponds to the section of the work order details which you would like to modify.

e Hovering your mouse over the Contact name opens a popup that displays the Contact's details.

e Hovering your mouse over the Property name displays the property and building location
and contact information.

2. On the right, the Workflow tab is selected by default, which displays information concerning the work order
assignment, history, and billable services. Additional tabs that can be selected are:

e The Messages tab displays messages related to the work order that were sent by the Tenant,

the employee or vendor assigned to the work order, and Property Management.
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e The Attachments tab allows you add and view files attached to the work order such as pictures, text

documents and Adobe PDF files. Tenants using the Service Portal to create a service request can
also attach files uppn making their initial request.

e The Schedule tab is used to create or update a recurring schedule that will automatically generate
Tenant Request Work orders. This is useful in situations where a tenant has a special recurring
need (usually associated with a billable service) that can be easily satisfied by automating work
order generation.

e The Estimate tab is used to create a cost-estimate for fulfilling the tenant's request.
These estimates can be viewed and approved by the tenant using their Service Portal.

e The View Bulletin tab is displayed if your company uses the optional_Bulletins feature and this work

order is associated with a Bulletin. Under this tab, you can view a list of associated tenant requests
and work orders. An option to convert the current work order to a request is also available (this
option is not reversible).

3. The Refresh and Print buttons are located in the top-right corner of the screen.
e  Selecting Print will print a copy of the work order.

0 If you encounter issues with the printed work order being scaled down in size (making it
difficult to read), please refer to our System Requirements topic.

e Selecting Refresh will reload the information in the work order, displaying any changes which may
have been made since the time it was originally opened (or last refreshed).

e Additional buttons (such as_Pending Invoice and_Close) will be shown in this area once work has

been completed.

2 Refresh La Print ~
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The Workflow Tab

The Workflow tab, located towards the right of the work order, displays information related to the current status of the
work order. The Workflow tab is divided into three sections:

e The Assign and Dispatch section (top) allows you to assign or reassign, dispatch or redispatch work orders

and view assignee contact information.

e Update the status of the work order in_the History section (middle).

e Use the Services section to add, edit or remove any billable services (bottom).

4 Go Back
| Work Order (Dpen)
Work Order #: 1580772

Source: internal

Bl Paxton
Frrst Meda Services

Property: Hilview Towers

Building: Hibview Towers II

Floor 3

Sulte:

(Edit)

Request Type:  Eevator
Enginegering

Priorty: 1

Descrption:

Elevator #4 doors are stuck open on 3rd floor,

Racawed: Feb 15, 2013 at 11:56 am
Reguired: As Soon As Possbie
(Edic}

2 Refresh ({2)Print «

s Workflow | /. Messages (0) | & Attachments (0) | ™ Schedue | o Estmate |
Assigned To: Gearge Martnez

5 Jons Same as the Work Order description
(Edt)
“ mstory
& Start Work « Complete Work | Other Events ~ -
Cate Ewent Employes Time Taken Updated By
Feb 15 al 11.57 am Accepled George Marfinez George Martinez
Fab 15 at 11:56 am Dmpatch Faled  George Martinez Gaorge Martinez
Feb 15 8t 1156 am Assigned George Marfinez George Martinez
Fab 15 at 1156 am Open
Ej Services
LD Add Service &) Mo Silabie Services - Leaze: o <none>

Service Bilable Exiemnal Quantiy Total
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The Assign and Dispatch Section

. Modifying the Instructions field does not alter the Description field in the Work Order Details section.

. You can re-dispatch or reassign a work order by following the steps below. For re-dispatching a work
order, make sure Dispatch Immediately is selected.

e The Assign and Dispatch section has two fields: Assigned To and Instructions. To modify this information or
to re-dispatch a work order, click the Edit link. A popup window will open.

sow Workflow | ([ Messages (0) || & Attachments (0) ": Scheduls Estimate
Assigned To: George Martinez
Instructions: Same as the Work Order description

(Edit)

e You can assign, reassign or redispatch the work order by either using the drop-down menu provided, by
clicking Auto-Assign, or if the feature is enabled on the property, you will see a Geo Dispatch option ().

o The Geo Dispatch option is used to assign or re-assign the work order to an employee based
on their current location. See About Geo Dispatch for additional details.

o The Auto-Assign feature uses your routing table to determine the tradesperson or vendor
that should be assigned to the work order.

e You can also add or modify the instructions that will appear on the work order. By default, this text will
be identical to the Description field in the Work Order Details section, located to the bottom-left of the
work order.

e The Dispatch Notes link displays any dispatch notes associated with the property or Request Type.
Dispatch notes are not displayed on work orders; they are meant to help provide guidance when assigning
work orders. To see the dispatch notes, move your mouse over the link; the notes will appear in a tool tip.

e [f an assignment was made, Dispatch immediately will be selected by default. If you want to assign
the work order but not dispatch it for the moment, select Do not dispatch.

e Click Save. If you selected Dispatch immediately, the work order will be dispatched (or re-dispatched,
if the work order had previously been dispatched).
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Instructions: Elevator #4 doors are stuck open on 3rd floor,

Do not dispatch

® Dispatch immediately

o Save ¥ Cancel




The History Section
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For information on employees canceling a TR work order in Angus AnyWhere®, see the Other Events

section below.

For information on the Cancel Service Request feature, which allows tenants to cancel service requests

under specific circumstances, see the Cancel Service Request topic.

The History section, located under the Workflow tab, displays a chronological record of events related to the work
order's status and allows you to update the current status of the work order. The History section's functionality is

detailed below.

For additional information concerning event types, and which events can trigger a tenant notification, see the Event

Types and_Tenant Notification Events subsections below.

2

3 4

\,11 Start Work < Complete Workk | Other Events ~ u, Edit

Date Ewent Employes Time Taken
May 16 at 11:37 am Started John Smythe

May 3 at 9:50 am Dispatched John Smythe

May 3 st 945 am Assigned Bob Smithy

May 3 at 9:45 am Open Bob Smithy

5

Updated By
John Smythe

John Smythe

John Smythe

1. To add a Work Started event to a work order using Angus AnyWhere, click Start Work in the History

section. The New History popup is displayed.

[-] Mew History - Start Work
Data: 03202010 B (237 PM ~
Employee: Waterford Janitorial Services
Details:

| Notify Tenant?: O |

e Using the drop-down lists provided, enter the date and time that work was started. By default,

the current date and time is used.
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You can also modify the tradesperson that is performing the work.
You can add any additional information in the Details section.

If you would like to notify the tenant that work has started, place a checkmark beside Notify
Tenant.

Click Save to add the Work Started event.

2. To add a Work Completed event to a work order using Angus AnyWhere®, click Complete Work in the

History section. In the New History - Complete Work popup that opens:

Enter the date and time that work was completed.

If necessary, you can also modify the tradesperson that completed the work.
You can add any additional information in the Details section.

Enter the Time Taken using the Hours and Minutes fields.

If a Work Started event was not added beforehand, a Work Started On section is available. Enter
the date and time that work was started.

By default, Notify Tenant is checked. If the tenant does not need to be notified that the work has
been completed, remove this checkmark.

7] New History - Complete Work %
Date: 12/15/2014 |[B||12:39 PM w
Employee: John Smythe X v
Details: No replacement parts required.
Time Taken: 1 |Houwrs |45 | Minutes
Notify Tenant?: [+]
| o Save 2 Cancel

Click Save to add the Work Completed event. If a Word Started event was not previously
entered into the history, it will automatically be added; the details will be calculated using the
information entered for the Work Completed event.

3. Other events (Accepted, Travelling, Delayed, Time Taken, Canceled) can be added by clicking the Other

Events button in the History section of the work order, and selecting an event from the drop-down list.

- History

&~ Start Work " Complete Work || Other Events 'I :

Dste Event Accept Time Taken Updsated By

Jan € st 12:24 pm Open Travel
Delay

Time Taken

Cancel
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If a Work Started event has not yet been added to the work order's history, the Delay event will also apply a Work
Started event. This will ensure that the work order will not trigger level 1 or level 2 escalations (but level 3
escalations can still occur). For more information, see the Escalations topic.

o When entering a Delay or Cancel event, you will have the option to notify the tenant by placing a
checkmark beside Notify Tenant.

o The Time Taken event type is a generic event type, which can be used to record time taken on
a work order that does not fall under any of the other listed event types. You can also use this
event type to record work done by a third party (someone other than the person assigned to the
work order.). A Details section allows you to enter specific information concerning the time taken
(example shown below).

7] New History - Time Taken x| |
Date: 07/04/2012 |[3/11:01 AM v
Employee: Sam Trade X W
Details: Assisted with repairs.
Time Taken: 1 |Hours|0 | Minutes

Work Started On: 07/04/2012 [3 10:01 AM v

Notify Tenant?: [
’ Save X cancel

4. Some event types (Started, Delayed, Time Taken, Completed) have additional information attached to the
event such as time taken or notes, and can be edited. Select the event type and click the Edit button. In the
popup that opens, make whatever edits are required and click Save.

5. Pools are predefined groups of employees. After setting up one or more Pools, you will be able to assign
work orders to Pools, either by using the routing table, or by manually assigning a specific work order to a
pool. For more information on Pool configuration, see the Pools section under Work Order Routing. When a
work order is dispatched to a Pool, the dispatch record is marked in the work order's history with a Pool icon
() beside the name, as shown below:

[5 History

&~ Start Work < Complete Work | Other Events » | | & Dispatch Detalls
Date Event Employee Time Taken Updated By

Apr20 at 11:52 am Accepted John Smythe

Apr 20 at 10:49 am Dispatched &5 HVAC Team 8ill Morrow

Apr 20 at 10:49 am Aszzigned 8% HVAC Team Bill Morrow

Apr 20 at 10:47 am Open Bill Morrow

The work order history is updated as recipients within the pool respond with an ACCEPT or REJECT, as with
any other work order. The first person to accept the work order is assigned to it, with the employee's name
added to the history as an Accepted event, as shown above. A detailed log of each pool member's response
to the work order is also recorded. You can view this additional log as follows:
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e Click on the Dispatched even, then click Distaptch Details. The Details window will open.

[ History

ﬁSIart Work < Complete Work | Other Events ~ L_” |
Date Event Employee Time Taken Updated By 1
Apr 20 at 11:52 am Accepted John Smythe

Apr 20 at 10:49 am Dispatched £° HVAC Team Bl Morrow |
Apr 20 at 10:49 am Assigned ,;# HWVAC Team Bl Morrow

Apr 20 at 10:47 am Open Bill Morrow

e The Details window displays the responses logged from each employee in the Pool. When you are
done reviewing the information, click in the top-right corner to close the window.

£ HVAC Team - Details %
Employee Event Date
Bruno Caksto Dispatched Apr 20 at 10:50 am
John Smythe Dispatched Apr 20 at 10:50 am
John Smythe Accepted Apr20at 11:52 am
Krizten Holmes Dispatched Apr 20 at 10:50 am
Krizten Holmes Rejected Apr20 at 11:52 am

Event Types

The table below displays a list of all events that can be added to a work order's history.

bxp

Some events can be configured by default to trigger a tenant notification email, or can be set to do so on a case-by-
case basis. For more information, see Tenant Notification Events below.

Event Description

Open The work order has been created, but not assigned or dispatched.
Assigned Indicates the work order has been assigned but not dispatched.
Dispatched The work order has been dispatched, but not yet accepted or rejected.

The attempt to dispatch the work order could not be completed. This is often caused by a
Dispatch Failed misconfiguration in the tradesperson's profile in Angus AnyWhere® (missing/incorrect device
email address), or a problem with the Engineer's device (loss of signal or inactive device).

Accepted The work order has been accepted by the tradesperson.
Rejected Indicates the work order was not accepted by the tradesperson.
Travelling The tradesperson is en route to the site.

Indicates that work has been delayed. If Work Started has not previously been entered into the
Delayed history, the Delayed event also counts as a Work Started event and is added to the history.
This prevents level 1 and 2 escalations from occurring; see Escalations for more information.

Work Started The tradesperson is on-site and has begun work.

Work Completed Indicates work has been completed. See Closing a TR Work Order for additional details.
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Event Description

This is a generic entry that can be used to record anything that does not fit into any of the other
Time Taken event types. It can also be used to record time taken by a 3rd party (someone other than the
person assigned to the work order).

Canceled The work order was canceled.

Tenant Notification Events

Some events added to a work order's history can also trigger a tenant notification email. The default setting for
whether these events will trigger a tenant notification are set in the tenant contact's settings. See Adding a Contact
and The Contact Details Screen for more information.

Work orders associated with a resource reservation do not have the Notify Tenant option when updating work
order status. No email is sent to tenants regarding work orders generated by resource reservations.

Whether or not these notification types are currently set by default to trigger a tenant notification email, the default
setting can be overridden by checking or unchecking the Notify Tenant checkbox when adding the event (see
example below).

7] New History - Start Work Y
Date: 07/07/2010 |[3 10:22 AM e
Employee: Waterford Janitorial Services X W
Detalls:
Motify Tenant?:
| o Save X cancel |

The event types that can be set to trigger a tenant notification email or modified using the Notify Tenant checkbox
are as follows:

Event Description

Travelling The tradesperson is en route to the site.

Delayed Indicates that work has been delayed.

Work Started The tradesperson is on-site and has begun work.
Work Completed Indicates work has been completed.

Canceled The work order was canceled.
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The Services Section

The Services section, located under the Workflow tab, displays a list of all services associated with a work order.
Work orders cannot be closed until either at least one service is listed in this section, or it is flagged to indicate that

there were no billable services.

. Depending on your access level, you may not be able to view (or modify) billable service costs. The ability
to see and edit service costs is controlled through Role Security settings, under the Role Security Settings
for Tenant Request/Angus AnyWhere Mobile subsection.

. If you are unable to see service costs, the process for adding, deleting and editing services is still essentially
the same as outlined in the subtopics below, except that you will not see any fields associated with service
costs (for example, editing a service will only allow you to change the service type).

2 3 4 S

—

[ ] se s

© Add Service (@ Mo Billable Services | o7 Edit @ Delete Lease: & ED-208- 11338
Service Billable External Quantity Total
Electrical o 1.00 $23.50

1. To add a service to a work order, click Add Service. In the window that opens, select a service using the
dropdown list provided. Please note that the service amounts are predetermined based on your service
configuration. See About Service Schedules and related topics for more information.

o [f the service is billable, place a checkmark beside Billable. If the billing is external, select
the External checkbox.

e Enter the Quantity in the field provided.

e You may also optionally modify the labor, material, markup and tax amounts for each if custom
billing is required; if you have billing rules enabled, a section at the bottom of the screen will
inform you if any billing rules have been broken.

e When you are finished, click Save to add the service; or, if all other necessary tasks to close the
work order have been completed, a Save & Close Work Order button is available, allowing you
to save the service and close the work order in a single step.
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ﬂ:AddSemice x|

Service: Jantorial v
Billable: Vi exeernal: [

Quantity: i

Labor (3): 10.00 Tax (5): 0.00

Material ($): 0.00 Tax (5): 0.00

Markup ($): 0.00 Tax (5): 0.00

Totals ($): 10.00 0.00 10.00

Mo billing rules broken

| «”save ||(3Save & Close Work Order | | 3 Cancel

2. To modify a service that has been added, select the service from the list and click Edit. A popup window will
appear.

e In the window that opens, a dropdown list provided to change the service if required.
e Add or remove a checkmark beside Billable to indicate whether the service can be billed.

0 Similarly, add or remove a checkmark beside External to indicate whether the service is
externally billed.

e If the service was performed multiple times, enter the Quantity in the field provided.

e You may also optionally modify the labor, material, markup and tax amounts for each if custom
billing is required; if you have billing rules enabled, a section at the bottom of the screen will
inform you if any billing rules have been broken.

o When you are finished, click Save to update the service; or, if all other necessary tasks to close
the work order have been completed, a Save & Close Work Order button is available, allowing
you to save the service and close the work order in a single step.

| = Edit Service X
Service: Janitorial v
Billabla: 4] External: L]

Quantity: 1

Labor ($): 10.00 Tax (§): 0.00

Material (5): 0.00 Tax (5): 0.00

Markup (3): 0.00 Tax (§): 0.00

Totals (§): 10.00 0.00 10.00

No billing rules broken

o Save ||k Save & Close Work Order | | X Cancel
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. To modify a service that has been added, select the service from the list and click Delete. A confirmation
dialogue will appear. Click Yes to confirm the deletion.

Confirm %

9' Are you sure you want to delete this service?
Yes [T

If no services need to be recorded, click No Billable Services. If there are currently services listed, these
services must be deleted before this option can be selected.

If the displayed lease code is incorrect, you can click on the displayed lease code to change it, or if no lease
code is displayed, you can click here to select an applicable lease code.
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The Messages Tab

The Messages tab, located towards the right of the work order, displays messages related to the work order.

Retresn (=Pt -

cas Workfiow ) Hessages {2/4) & attachments (1) | ™ Schedule Estmate
L New Message o Mew NoleRemndar |
- From Sigduect Date =
¥ Llep Fasllorentz Re RE" 1027708 in Buldng Hlview Towerns | = TRWO May 27 o2 137 pm
To: Sohn Semythe Ok, haniks Diriginal Message Thermostal reads (0 be repiaced
Paul Lorentz L2l barant May 27 at 1258 pm
a8l the terumn] ToMerTo v mEming at 530 AM and i him tngw thermesiat wil be replaced
£y Paul Loremiz HVAC issues May I7 &t 12:50 pm
Neead Bo Wok &l the number of WAL relaled ssues and trend
John Smythe RE- 1627708 in Building Hilbvew Towers | - TRWD May 27 at 12:48 pm

There are four different types of messages that can appear under this tab:

¢ Incoming Messages
Messages that are received by email are displayed in this interface. Messages marked in bold are unread.
Unread messages also appear in the Messages list. Messages received an attachment are additionally
marked in the attachment column with a paperclip icon ().

. Outgoing Messages
Outgoing messages that are sent by email to one or more recipients and are tagged with this icon.

Messages sent with an attachment are additionally marked in the attachment column with a paperclip icon
o

(")
&
. Reminders
Reminders are created by Angus AnyWhere® administrators, are always displayed in bold and are not sent
to an email recipient. Reminders can be used as a high-priority "to-do" note, which will also appear on the

Messages list.

. Notes
Notes are lower-priority reminders that are only displayed within the Messages tab of the work order they
are associated with.

For additional information on the various features and functions in this tab, refer to the diagrammed image and
explanations provided below.
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1 2 3 4 S 6 7 8
¥ v v v vV VvV v

[ MNew Message < Mark as Read [ Reply /| New Note/Reminder .~ Edit () Dismiss =) View _E Show Fittered (1)

[
& From Subject Date +
| John Smythe schedule & TR work order May 16 at 12:32 pm
to ensure that this issue is prevented
E;f John Smythe follow-up on supplies storage May 16 at 12:32...
contact on-site property manager
Gearge Msariinez cleaning suppliss May 16 at 12:31 pm

1. To send a new message, click New Message.

e In the New Message popup, indicate whether you would like to send the message to the employee
(or vendor) assigned to the work order, or to the tenant contact that sent the Tenant Request. You
can fill in additional email addresses in the Cc field (separate multiple addresses with semicolons.)

e If needed, you can also edit the Subject.
e Type your message into tthe Message field.

e You can add any attachments associated with your work order to the message by placing
a checkmark beside them in the Attachments section. Alternatively, you can upload a
new attachment using the Browse button.

e Click Send. Your message has been sent.
| 7 Hew Message % |

To: @ George Martinez [gmartinez@mail.com] (Employee)
" Bil Paxton [bpaxton@mail.com] (Contact)

i
Please separate email addresses with semicolons
Subject: 1580772-1 In Building Hilview Towers II - TR Message
Message: -
Attachments: ] schematic pdf (62.5 KB)
Or upload a new attachment
Browse...
o Send X cancel

2. Tomark a message as read, select the message and then click Mark as Read. Messages that are marked
as read will no longer appear in the Messages list. If the message you select is unread, the button will
instead read Mark as Unread. Messages that are marked as unread will appear in the Messages list.

3. Toreply to a message, select the message you want to respond to, then click Reply. The Reply popup
window will open.
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. In the reply popup, the To field is autofilled. If you would like to send the message to additional
recipients, you can fill in additional email addresses in the Cc field (separate multiple
addresses with semicolons).

. If required, you can also edit the Subject.

. The original message text is included in the Message field. You can type in your response
above the original message text or delete the original text before entering your message.

. You can add any attachments associated with your work order to the message by placing
a checkmark beside them in the Attachments section. Alternatively, you can upload a
new attachment using the Browse button.

. Click Send. Your message has been sent.
[7] Reply *®

To: John Smythe [jsmythe@mail. com] (Employee)
Cc:

leas te email add th se

Subject: Re: RE: 1027708 in Building Hilview Towers I — TRWO

Message: 0Ok, thanks,

—emeeme—mem—e Qrigina| Message --——— T
Thermastat neads to be replaced.

Attachments: [T schematic pdf (62.5 KB)
Or upload a new attachment

Browse...

|, «”send ||| ¥ cancel

. Sent messages will appear under the Messages tab. All outgoing messages are marked with s
aicon.

4. Reminders and notes are created by Angus AnyWhere® administrators, and are not mailed or sent to
anyone. Notes reside solely on the work order's messages tab, while reminders are additionally displayed in
the Messages list. To create a new note or reminder:

. In the Edit Note/Reminder window, modify the Subject and Message field as needed.

. By default, the message will be a note. To convert this note into a reminder, place a checkmark
beside Make a Reminder.

. Click Save to create the note or reminder.
5. To edit a note or reminder, select one from the list and click Edit.

. Edit any of the fields as necessary.

. You can convert the message between a reminder or a note by checking or unchecking Make
a Reminder.

. Click Save to save your changes.
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6. If the reminder is no longer needed, you can dismiss the reminder. Dismissing a reminder converts it into a
note, that is no longer displayed in bold text and will only be displayed within the Messages tab of the work
order it is associated with (i.e. it will no longer be displayed in the Messages list).

Notes that were appended to a work order using the Service Portal cannot be dismissed or marked as read.

e To dismiss a reminder, select the reminder from the list and click Done. Your reminder has now

been converted into a note.

7. Select a message click View to see its contents. Alternatively, you can double-click on a message (either

inbound or outbound) to see its contents.

8. By default, messages that have been flagged as spam or autoreplies are not displayed. Clicking
Show Filtered will display these messages.
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The Attachments Tab

The attachments tab allows you add files such as pictures, text documents and Adobe PDF files to work orders.

These attachments can also be selectively included in communications sent via the_Messages tab. You can also
remove attachments associated with the work order using this interface. Each attachment can be a maximum of 10
MB in size.

Angus AnyWhere® Mobile for iOS and AndroidTM users are able to view attachments on work orders that have
been dispatched to them. See below for additional details.

1 2

l l & Attachments (1)

&) Add Attachment

File Mame Creatsd On Attached By File Size
3 =P |G 0011 PNG May 17, 2016 John Smythe T9.5KB

1. To add an attachment to a work order, click Add Attachment.

¢ In the window that opens, click Browse to locate the file that you would like to upload; this opens a
new window that allows you to locate and select the file.

Each file you upload can be a maximum of 10MB in size. Depending on the size of the attachment and the amount
of bandwidth you have, the time required to upload attachments can vary.

& Add Attachment %/ |

Select File: Browse...

«” Upload X cancel

e  After selecting the file, click Open.
e In the Add Attachment window, click Upload. The file will now be uploaded.

2. To delete an attachment, select the file you want to remove and click Delete.

In order to ensure an accurate work order history, attachments included by the Tenant while submitting
their request cannot be deleted.

¢ In the confirmation window that opens, click Yes. The attachment is now deleted.
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Angus AnyWhere %
I.e.l Are you sure you want to delete this attachment?

| Yes No

3. To view an attachment, click on its name. Depending on the file type, the file will either be opened under a
new browser tab, or you will be presented with a dialogue box giving you the option to download and/or
open the file with an appropriate application. For example, image files and PDFs are typically displayed in
a new browser window, while Microsoft Word attachments will be downloadable and viewed using
Microsoft Word.
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The Schedule Tab

The Schedule tab allows users to quickly create a recurring schedule based on the current work order, or to access

an existing schedule responsible for creating the current work order.

o Workflow { Messages (0) & Attachments (0) | B Schedule Estimate

Click here to create Schedule

Recurring Schedules are useful when Tenants require recurring work on set days and times. Recurring Schedules
can be set up to automatically generate Work Orders on pre-configured days and times. Any settings made for Work
Order Routing, Escalation or Auto-Dispatch will be processed.

Under the Schedule tab, if there is not schedule associated with the work order, use the Click here to create
Schedule link to view the scheduling screen. If there is already a schedule, this link will instead read Click here to
view the Schedule.

Recurring Schedules can be set up from specific Tenant Request Work Orders. For more information, please refer to
the additional subsections below.

Creating a Recurring Schedule

To create a Recurring Schedule, open the Tenant Request or Work Order. See Finding Tenant Requests or Finding
Work Orders for more information.

1. Use the Click here to create Schedule link to display the schedule editor.

2. By default, the system enters the Request Details from the work order. Changes can be made to this
section as needed.

3. Inthe Schedule Pattern section, click the Period Type field and select the period.

4. Using the date/time fields provided, select the times for the schedule to be generated.

Schedule Pattern

Period Type Manthl;,e v

On @day |1 ¥ O

Every |1 ¥ month(s)

Start | 2/8/2010 @J End @ {optional
At [11: v] 38 w[am v
Assignment

5. In the Assignment section, click the Trade field and select the trade from the drop-down list.
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6. If necessary, click the Assigned To field and select the Employee from the drop-down list. Otherwise, the
system will assign and dispatch the Work Orders according to the rules for the Request Type in Work Order
Routing.

Assignment
Trade: | Engineering v|
Assigned to: | Smithy, Bob v |
Mone:
Property General Dispatch Notes
City Plumbing on strike,
Instructions: | py ca3e check the thermnstat.

Dispatch Options
() Use property setting
© Other

Dispan:h!_ﬂ _“__;day{s) and!ﬂ ¥ hour(s) before Date Required,

| Return to Work Order |

7. Click the Instructions field and enter any instructions.

8. Click Generate. The Work Order is generated and appears on the To-Do Work Orders list.

Dispatch | U

Retm to Vot Order

Editing a Recurring Schedule
1. Use the Click here to view the Schedule link to display the schedule.

2. By default, the system use the Request Details from the work order. Changes can be made to this section
as needed.

3. Inthe Schedule Pattern section, click the Period Type field and select the period.

4. Using the date/time fields provided, select the times for the schedule to be generated.
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Schedule Pattern

Period Type  Monthly »
on  @day |1 “'I @]
Every | 1 ¥ month(s)

Start |2/8/2010 |

{optional)

End | |

At (11: |38 ¥|AM ¥

Assignment

In the Assignment section, click the Trade field and select the trade from the drop-down list.

If necessary, click the Assigned To field and select the Employee from the drop-down list. Otherwise, the
system will assign and dispatch the Work Orders according to the rules for the Request Type in Work Order

Routing.

Assignment
Trade: | Engineering b |
Assigned to: | Smithy, Bob v|
None:
Property General Dispatch Notes
City Plumbing on strike.

Instructions: | pyoz2e check the thermostat.

Dispatch Options

O Use property setting
(®) Other

Dispatch | 0 ¥ day(s) and | 0 % hour(s) before Date Required.

—

| Return to Work Order

Click the Instructions field and enter any instructions.

Click Generate. The Work Order is generated and appears on the To-Do Work Orders list.

Dispatch | U

Return to Work Order
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Stopping/Canceling a Recurring Schedule
To cancel a recurring schedule, follow the steps below:
1. Use the Click here to view the Schedule link to display the schedule.

2. In the Schedule Pattern section, click the calendar button () beside the End field. In the calendar
interface that pops up, click Today.

Schedule Pattern

Period Type | Daily '-’_Jl

Brery |1 ¥ dayte)

At (11: %] 10 ¥[AM ¥|

October. 2010

Sun Mon TUE"Wed™THU™ Fri  Sat
Assignment 1 g
Trade: | Engineering y 9 8 B 7 B AN
10 11 12 13 14 15 16
Assigned to: | Jackson, Sheila 17 18 19 20 21 22 23 ﬂ
None: # sl 7 2 = »
Property General Dispatch No 2l P 5
City Plumbing on strike, By s

3. Click Generate. The Schedule is updated and no new work orders will be generated from this schedule.

Digpatcn | 0

|[ Generate ]I[ Return to Work Order
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The Estimate Tab

Tenants can request Estimates when submitting a service request via the Service Portal. Administrators can create
Estimates in Angus AnyWhere® in response to requests made using the Service Portal, telephone or e-mail. The
Property Management Office may also choose to create Estimates proactively in order to inform Tenants of unusual
charges associated with their requests. Estimates can be formulated by means of pre-configured services if the work
to be done corresponds to existing services that are provided for the property.

> Refresh L:___f] Print ~

an Workflow () Messages (0) || & Attachments (0) | [T Schedule Estimate

Click here to create Estimate

The main home page displays both created and approved estimates for Work Orders. Work Orders for which an
estimate has been requested are displayed on the Estimates list under Tenant Request.

The history of Estimates is tracked and once approved, Estimate line items are automatically copied into the Work
Order in the Services section. Estimates can also be printed when a Tenant wishes to provide a signature of approval
on a hard-copy.

The Estimates feature is activated by Angus Systems at the request of your Company.

For more information on working with the estimates tab, refer to the additional subtopics in this section.
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If your company provides a Service Portal tenants may request Estimates using this interface. These requests for
Estimates are displayed on the Home Page with a red E icon, indicating that an Estimate is required.

e  When attempting to create an estimate from a work order created within Angus AnyWhere, the Work Order
must have the Tenant Contact assigned prior to the creation of the work order; otherwise, the Estimate tab

will not be displayed.

. Estimates should not be created for proactive work orders (work orders with requested by employee
checked) as estimates only apply to tenant-initiated requests that may (or may not) become billable.
An estimate that is requested on a work order can be found in the TR work order Estimates list.

e To ensure that a service is included in estimates sent to tenants, when adding services you must ensure that

the Billable checkbox is selected before saving the service.

1. Under the Estimate tab, use the Click here to create Estimate link.

2. Enter the description of the estimate in the text window (cost, time, details, etc.)

3. Click Save Estimate Details.

Estimate

Please enter a description of the ectimate balow - e.g. ectimated time, estmate cost, detads of the work to be done. You may also use the Add Service

section below to provide the tenant with a breakdown of the services that shall be provided.

|thr labor + materials

4. You can also describe the estimate by adding existing Services in the Add Service section. Services are pre-
configured work line items that can be added to the Estimate, to reflect the work that will be done along with

the associated cost.

the user will have to recreate the work order.

Services must have the Billable flag (as shown below) enabled, otherwise the Work Order will not be billable and

— 5. VVNEn you are done addmg a Service, CIICK Save this Service.

Add Service
Service Quiantity Bilahle External
HVAC - Too Hot v ~ O Labor
Material:
Markup:
Totak
Current Services

Angus AnyWhere© Tenant Service Request User Guide

Amourit ($)

50.00

0.00] |

10.00 |

100.00

Tax (&) Total
0.00
5.00
0.00
8.00 $108.00
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6. If you want to delete any added services, click Delete next to the service in the list.
7. After you complete the Estimate information, click Send for Approval.

Save this Service

Current Services
Service Quantity Bidlable Exterral Amount {3) Tax (8) Total
Jalste | HVAC - Too Hot 1 ' 100.00 8.00 $108.00

: —_—
| Aporoved by Tenant | | Rejected by Tenant " Send for Approval ]lf Cancel Estimate ] | Return to Work Order ]

8. The new request is displayed in the Estimates list.

o The Estimate is then sent to the Tenant, or communicated by telephone, by e-mail, or printed
for the Tenant's approval.

e The Tenant can approve the Estimate via TSI or inform the Administrator verbally, by e-mail, or
relay the printed approval back.
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Approving Estimates

When estimates are submitted using the Service Portal, the tenant is notified by e-mail with the estimate information.
The tenant can choose to either approve or reject the estimate at this point.

If the tenant has expressed approval of the estimate by other means, you can approve the estimate from within
Angus AnyWhere as follows:

1. Use the Click here to view the Estimate link to start the approval process.
oo Workflow || U0 Messages (0) | &7 Attachments (D)
Click here to view the Estimate
2. Atthe Estimate screen, click Approved by Tenant. A window will popup where you can enter any approval
notes communicated by the Tenant.
Current Services
Service Quantity Bilable External Amount (§) Tax (§) Total
HVAC - Too Hot 1 v 100.00 8.00 £108.00
| Approved by Tenant || Rejected by Tenant | [ send for Approval | [ Cancel Estmate | [ Return to work Order |
(=] ESTIMATE # 1008565 HISTORY
3.

You may want to enter information such as who approved the estimate, whether it was approved by
phone, e-mail or in-person, or if the Estimate was printed and approved with a signature.

4. Click Submit.

/= Approve Estimate # 1008565 - Windows Internet Explor... EE &_

e angusanywhere.com
Approve Estimate # 1008565
hotes:
Required at: 4/5/2010 @ or: #[os wrm v
| Submit l Cancel |
o o & Intermet fa - HRuwox -

5. Now that the estimate is approved, its status in the Estimates list will be marked as approved. all estimate

line items are automatically copied into the work order in the Services section under the Workflow tab.
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Rejecting Estimates

When estimates are submitted through the Service Portal, the tenant is notified via e-mail with the estimate
information. The tenant can choose to reject the estimate at this point.

If the tenant has rejected the estimate by other means, you can reject the estimate from within Angus AnyWhere
as follows:

1. Use the Click here to view the Estimate link to display the estimate's details.

oy Workflow | 05 Messages (0) | &7 Attachments (0)

Click here to view the Estimate

2. Atthe Estimate screen, click Rejected by Tenant. A window will popup where you can enter any rejection

notes communicated by the tenant.

Current Services
Service Quantity Bilable External Amount (§) Tax (§) Total
HYAC - Too Hot 1 v 100.00 8.00 £108.00

Jem——
[ Approved by Tenant I [ Rejected by Tenant I rs\md for Approval ] [ Cancel Estimate ] [ Return to Work Order ]
"

(=] ESTIMATE # 1008565 HISTORY

3. Click Submit. The estimate has now been rejected.

7> Reject Estimate # 955543 - Windows Internet Explorer ..., e E‘

£ | htip/ foeven.ng 1. angusanywhere. com/AAWeb EstimatehioteEntry. aspx?acton =Reje V;

Reject Estimate # 955543
Notes:

|I submit || Cancel

Done [ & Intemet % 100% -

Angus AnyWhere© Tenant Service Request User Guide Page 46



bxp
Cancelling Estimates

1. Use the Click here to view the Estimate link to display the estimate.
| i Viorkflow | 00 Messages (0) | & Attachments (0)

Click here to view the Estimate

2. At the Estimate screen, click Cancel Estimate. A window will popup where you can enter any
cancelation notes.

Current Services
Service Quantity Bilable External Amount ($) Tax (3 Total
HYAC - Too Hot 1 v 100.00 8.00 $108.00

—_—
[App!oved b-,rTenmL][R.ejectedbmiaﬂt”Se‘d for Approval || Cancel Estimate ]ﬁ.etu‘n to Work Order ]
—

':_t ESTIMATE # 1008565 HISTORY

3. Click Submit. The estimate has now been rejected. This does not affect the Work Order creation process in
any way. A link to the canceled estimate will be displayed under the View Estimate tab.

/= Cancel Estimate # 955542 - Windows Internet Explorer ... 4

2 | htip:/fweww .ng1.angusanywhere.comfAAWeb EstimatetioteEntry, aspxlaction=Cany V' :

Cancel Estimate # 955542

If you chooss to cance| this &5
il e ol ! o longer reguired
Notes:

EnEire

Irafesmen that vare asked
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Printing Estimates

1. Use the Click here to view the Estimate link to display the estimate.

cl

 here to view the E:

2. Click Print in the Estimate heading. The Estimate is displayed and the Print dialogue window is displayed by

your computer.
(=) ESTIMATE # 1008565 (Approved)
Tenant: Acme Graphics Inc, Details
) My office is too warm.
Contact: Bill Paxton
Request Type: HVAC - Too Hot
Froperty: Hillview Towers

3. Click Print. The estimate will now be printed.
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Closing a TR Work Order

Work orders are ready to be closed when:

e All work has been completed for the work order.

e Billable services have been added (or No Billable Services has been selected), and
e Any pending invoices have been received.

To close a work order, follow the steps below:

1. Locate the work order you would like to update. See Finding TR Work Orders for additional details.

2. In the work order details, click the Close button near the top-right corner of the screen.

(71 Pending Invoice %% Refresh (= Print ~

workflow | (0 Messages (0) || &7 attachments (0) | ™ schedule
ed To: John Smyvthe
ctions: Same as the Work Order description

3. The work order is now closed. If billable services were applied to the work order, it will now be listed
under Billing Verification.
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Reopening a Work Order

It is sometimes necessary to reopen a work order, either because the work order was accidentally closed
prematurely, or (for the sake of continuity of record keeping) if the work was not completed satisfactorily.

To reopen a work order:

1. Enter the work order number in the search box. Or, if you do not know the work order, use the advanced
search function. For more information, see Finding TR Work Orders.

2. Click Reopen. The work order is now open again.

o Verify || 2 Refresh LE(]D"m: >
+ Workflow | “(0 Messages (0) || & Attachments (D) | L View Estimate
ssigned To: Sheils Jackson
structions: Please clean spill in lobby
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Work Orders with Pending Invoices

The Pending Invoice button is only visible after a Work Completed event has been added in the History section.

Typically when work is completed by a Vendor, your company will be invoiced for the work. If the invoice has not
been received by the time that the work was completed, you can indicate this by clicking the Pending Invoice button
near the top-right corner of the work order.

1_= Pending Invoice ‘_ Close “?gRefrash L,‘;"Uprinc'

Workflow | 00 Messages (0) || &7 Attachments (0) | ™ Schedule
ed To: John Smythe
Lctions: Same as the Work Order description
History
Start Work & Complete Work | Other Events ~
Event Employee Time Taken Updated By
15 &t 12:39 pm Completed John Smythe 1hr 45min Karen Guilmore

e After clicking Pending Invoice, the button name will change to Invoice Received, which should not
be clicked until the invoice has been received.

e Flagged work orders show the Pending Invoice icon ( ) in the_To Close list.

o  Work orders with a Pending Invoice cannot be closed until Invoice Received has been clicked, as
shown below.

W Invoice Received || % Refresh () Print »

Workflow || 'C2 Messages (0) || & Attachments (0) _": Schedule

anad To: John Smvthe
ctions: Same as the Work Order descrigtion
History

Start Work & Complete Work Other Evenis ~ | >
Event Employe=e Time Taken Updated By

Completed John Smythe 1hr 45min Karen Guilmore

Once the invoice has been received, you can then_close the work order.
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Bulletins

About Bulletins

. Bulletins is an optional feature within the Tenant Service Request module. Contact Angus Systems Support if
you are interested in enabling this feature.

. Corporate Administrators can manage access to view and edit bulletins in Angus AnyWhere by employee
role, via role security.

Bulletins keep call center employees better informed about issues at properties when taking calls
from tenants. Bulletins are also displayed on Service Portals, keeping tenants better informed on
upcoming and existing issues.

Enabling this feature allows you to do the following:

e Manage a list of bulletins concerning planned and unplanned service disruptions, such as power or water
outages, or building systems that are temporarily out of service (e.g. elevators).

o New Bulletins that have not yet been read by a user are noted on the Bulletins menu option,
and displayed in bold on the Bulletins list.

e View a list of relevant bulletins when creating a new Tenant Service Request, and optionally link
tenant requests to a related bulletin instead of generating a new work order.

o Requests are logged as part of the related_bulletin's details, and used to notify tenants when the
issue has been resolved. Requests to not require assignment, routing, or billable services, and are
not escalated. This eliminates the generation of redundant work orders and escalation notices.

o When a bulletin is closed, automatically notify all tenant requests linked to that bulletin that the situation has
been resolved (requires tenant contacts to be subscribed to Request Completed events).

o Tenant contact information is also available via the bulletin details screen, allowing call

center employees to manually contact tenants on an as-needed basis.
e Convert pre-existing duplicate work orders to requests that are appended to the bulletin.

o Converted work orders that had been assigned and dispatched are removed from the
employee's work order list.

Refer to the additional topics in this section for details on using Bulletins.
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The Bulletins List

For an overview of the general purpose of Bulletins, see About Bulletins.

The Bulletins list displays all notices related to planned and unplanned outages, or other disruptions to normal
building operations that may be noticed and reported by multiple tenants. Applicable bulletins will be displayed
when creating Tenant Request (TR) Work Order on behalf of a tenant, and append the request to a related bulletin,
preventing duplicate work orders from being entered into the system and appearing on tradespeople's assigned
work order lists.

To access the Bulletins list, click Work from the main menu, then Bulletins.

e New bulletins are marked as unread. The number of unread bulletins are displayed beside the
Bulletins menu item and are displayed in bold within the list (as shown below).

e Previously read Bulletins that are updated are re-listed as unread.

e If you are the author of a bulletin, or personally made updates to a bulletin, it is automatically marked
as read for you.

e Closed bulletins are not counted as unread. For example: an employee is on vacation and misses several
bulletins that are now closed. Upon returning to work, these bulletins will not be listed as unread.

Angus AnyWhere © Setup | Reports  Training

Welcoine " Property: All Properties

Dashboards | Bulletins

Hetnae Show: | Published and Draft i5

Mmsages (U) Bulletin Type Start Date Expected End [

Mﬁ) I Power Outage May 25 at 11:50 am May 29 at 2:01
~ Tenant Request Watar shut off May 31 at 10:00 am May 31 at 200

OQutstanding (19)

From the bulletins list, users can view, create, edit and close bulletins. The following features and functions are
available on this list:

v

Property: &ll Properties ot

= Bulleting
N, -

Published and Draft L) Nevw Budlatn
4 —H Bulletn Type Start Date Expsetéd End Date Loe stioh #'WOs / Reqs | Destription I
Weater shut of May 31 ot 1000 am  May 31 at 2200 pm Hilview Towers 0 Waster will be shut off in the building d
Power cutage in hallways, st Moy 26 ot 6:00 pm Moy 26 at 6:00 pm Hitview Towers 0 Plannad ¢ rouit brepker upgrades
5 —F Ekevatoe Car 4 oul of service May 24 st 1212 pm May 25 af 2-00 pm HilvEw Towsars 0 Elsvator was not operating sorrecily
@ Pasting May 188t 1201 pm Moy 150t 1200 pm Hibview Towers 0 Flooding n P1
6_’ { 1 | Page 1lot1 /1 | Records per page: | i Refresh Displaying 1 -4 of &
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1.  You can use the Property dropdown to filter the list by property.

2. Click New Bulletin to create a bulletin. For additional details see, Creating a Bulletin.

3. The Show dropdown allows you to filter the list status: Published and Draft (default), Published, Draft,

or Closed.
e Published bulletins are currently in use.
e Draft bulletins are not active and may require additional revisions before publishing.
e Closed bulletins are no longer in use (the issue they are associated with has been corrected).

4. The Bulletin Type, Start Date, Expected End Date, Location, Number of associated work orders and
requests, and Description is displayed for each bulletin in the list. An additional column on the left is used to

display the following status icons:

. Draft: indicates that the bulletin has been created but was not yet published. Draft bulletins
may require additional revisions before they are ready to be published.

. Past Expected End Date: indicates that this bulletin is still in an active (published) state but
has past its estimated resolution date and time.

. Closed bulletins (only displayed if the Show dropdown is set to All or Closed) are no

longer active.
e Published bulletins do not display a status icon.

5. Double-click on a bulletin to view its details.

e Bulletins with a status of Draft will open an Edit Bulletin Draft widow, allowing you to update,
publish, or delete the bulletin.

|- Edit Bulletin Draft %

Hillview Towers Y B
Hillview Towers T il

Type: Water shut off

Description Water will be shut off in the building due to water main repairs.

tart Date Immediately
® at |05/31/2017 [3]|10:00 AM v

Expected End Date: | 05/31/2017 [ |2:00 PM v

.+« Save as Dralt | | & Save and Publish & Delete ¥ Cancel

o Bulletins with any other status will take you to their details screen. See_The Bulletin Details Screen

for additional information.
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6. At the bottom of the list is a control toolbar that allows you to access several commonly-used display

features.

Page 1 of1

Records per page 2 Refresh

The following list controls are available:

Return to the first page of the list.

Go to the previous page.

Page 1 0f1 Manually enter a specific page to go to.
Go to the next page.
Go to the last page.
Records per page Use the slider to adjust the number of records displayed per page.
.:—" Refresh Reload the list (checks for updates to the list since it was last loaded).
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Creating a Bulletin

For an overview of the general purpose of Bulletins, see About Bulletins.

To create a new Bulletin, follow the steps below:

1.  From the Bulletins list, click New Bulletin.

w
|_ Mew Bulletin
Expected End Date | Location #W0Os / Regs | Description
May 31at 200 pm  Hilview Towers 0O Water will be shut of in the building ..
May 26 at 00 pm  Hilview Towers 0 Planned circ uit breaker upgrades.
May 25at 2200 pm  Hilview Towers 0 Elevator was not operating correctl...
May 15 at 12200 pm Hillview Towers O Flooding in P1

2. In the New Bulletin popup, enter the following information using the dropdown menus and text boxes
provided:

e The affected Property.

e The Building (if applicable).

e Enter the Type (general category) that the bulletin is for, e.g. "power outage", "water leak", etc.
e A more detailed Description of the issue.

o The Start Date. If this is a planned outage, you can select At and specify the start date and
time using the fields provided. Otherwise, leave the selection at Immediately.

e Enter an Expected End Date using the fields provided. Note that this is simply an estimate for
when the situation is expected to be resolved by, and will not cause the bulletin to be automatically

closed.

[ E7 New Bulletin =
Property: Hillview Towers X v
Building: Hillview Towers I o e
Type: Power Outage
Description No power in main lobby (but elevators are operating). Issue is being

imvestigated.
Start Date: & Immediately
Expected End Date; | 05/25/2017 [ | 2:00 PM >

Save as Draft | | o Save and Publish| | J§ Cancel
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3. If you are ready to make the Bulletin immediately active, click Save and Publish; otherwise, click Save
as Draft.

If you save and publish a Bulletin that has a start date set for a future date and time, it will still be displayed
when creating new Tenant Request work orders and on applicable tenant Service Portals, allowing both
employees and tenants to be kept informed of upcoming maintenance. To prevent a bulletin from being
immediately visible, select Save as Draft.

Angus AnyWhere© Tenant Service Request User Guide Page 57



bxp

The Bulletin Details Screen

From the Bulletins list, you can double-click on a bulletin to view its details. The Bulletin Details screen is divided into
three sections:

o  Work orders and Requests linked to this bulletin are displayed at the top-right.
o The bulletin's history (opened, saved as draft, published, updated) is displayed to the bottom-

right. Refer to the numbered sections below for additional information on each section of this interface.

4 GoBack
r Bulletin Published Edit [=] wor
[n]
Property Hillview Towers 1185
Building Hillview Towers | Reg-1
/pe Power Outage
1 Start Date Thu, May 25. 2017 at 11:50 am
pected End Date Thu. May 25. 2017 at 2:00 pm
ie
Description No power in main lobby (but elevators are
k operating). [ssue is being investigated.
2
g End Bulletin & Compilets Requests
. Work Orders and Requests Linked to this Bulletin
D Dote Required Status | Assigned To | Request Type | Bullding Tanant/Conta:t Description
May 258t 1200pm Open Jo= Samson  Electrical Hilview Towers Bill Daxt No power in lobby
Reg-11954107 May 28 ai 5:38 am Open Eectrical Hillview Towers Anders hn 5 reporied power outoge, B expec fing visit 3
History
History Date Event Updated By = Role Buiding Type Start Date Expected End Date = Deacription
May 258t 11:50am  Published  John Smythe Acministrator  Hilview Towers | Powes Outege  Thu, May 25, 2017 The, May 25, 2017 No power in main lobby (but
8t 1150 am at 2:00 pm slevators are operating). issue s 4
bang nvestigalsg
1. The Bulletin Information section displays the following: Location (Property/Building), Type, Start Date,

Expected End Date, End Date (this field is empty if the bulletin has not been closed), Description

o If the bulletin does not have a status of Closed, then clicking the Edit link, or anywhere on the
card, will open the Edit Bulletin popup, allowing you to update any of the information displayed.
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= Edit Bulletin X
Hillview Towers X W
Hillview Towers I il [t
Power Outage

No power in main lobby (but elevators are operating). Issue is belng
imvestigated.

Start Date Immediately
® at |05/25/2017 [3||11:50 AM b
Expected End Date:  |05/25/2017 [@ |2:00 PM v

& Save and Publish| | € Cancel

e  After making any changes, click Save and Publish to update the details of the bulletin.

2. If the bulletin is currently published and has not been closed, clicking End Bulletin & Complete Requests
will do the following:

e Set the bulletin's status to Closed. It will no longer appear in the Bulletin section when creating new
work orders, and is only displayed in the Bulletins list if the Show dropdown is set to All or Closed.

e Any requests linked to the bulletin will be closed. Any Tenant Contacts associated with
these requests will receive an email notifying them that the issue has been resolved if they
are subscribed to Request Completed events.

e Associated work orders are unaffected, and will still need to be closed when work is
completed using the usual workflow.

3. The Work Orders and Requests Linked to this Bulletin section lists all work orders and requests that
have been linked to this bulletin.

e You can view work order details by clicking on the associated ID number. If there are multiple
work orders, any duplicates can be can be converted to a request by opening the work order's
details_and clicking Convert to Request under the View Bulletin tab. See the_View Bulletin Tab

topic for more information.

sah Workflow ) Messages (0) || & Attachments (0) || ™ Schedule Estimate 00 View Bulletin

Start & Expected End Dates Details F
Power Outage Thu, May 25 at 11:50 am To No power in main lobby (but elevators are 1D
e Hovering your mouse over the Tenant/Contact listing will display a popup showing
contact information.

4. The History section displays information concerning the following bulletin status changes: Saved as Draft,
Published, Updated, and Closed.
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The New TR Work Order Screen (Bulletins)

This topic includes the modified Bulletins workflow. If you are not using Bulletins, see The New TR Work Order
Screen instead.

The New TR Work Order screen is used to enter the basic details for a new Tenant Request work order. You can
start the process of creating a new work order from any of the Tenant Request Lists highlighted below and clicking
New Work Order. The New TR Work Order screen is displayed.

Welcome
Dashboards
Resource Center
Messages (0)

~ Tenant Hequest
Qutstanding (12)
Scheduled (13)
Requires Dispaich (3)
Escalated (1) SRS e T
Estimates (1} T e
To Close (3) ~
Billing Verfication

Advanced w

[ Moo Weark: Ovdler

2 Resenxations

If you have Call Center Mode enabled, the Contact Search screen is displayed first, which can be used to
search for and select a Tenant Contact. See The Contact Search Screen for additional details.

If you have Call Center Mode enabled in your user preferences, you will see a tabbed interface to the right, containing
the following information:

e Contact: The contact's details are displayed. If needed, you can click on the Edit link in any section of the
displayed information to update the contact's details, and/or fill in missing information.

e Tenant: Tenant information is displayed for the contact you have selected.

e Location: This tab displays location information related to the tenant contact, such as property and
building details, and coverage hours.

o Document: Any content (files or page links) that was added to the Resource Center for the property can
be viewed from here.

e Bulletins: If your company uses the optional_Bulletins feature, then the Bulletin tab is also displayed.
Under this tab, any bulletins associated with the property and/or building are displayed here. If a work
order is already associated with a bulletin, that information will also be displayed here.

1. If you would prefer to search for Tenant Contact information using the contact search interface, click
the Contact Search link. See_ The Contact Search Screen for additional details.
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7] Mew TR Work Order

Requester Information

[] Requested by Employee

Contact: Alex Anderson X

Enter at least three characters, Or usejContact Search |

Tenznt: ik o Friedmar X v

2. If the Work Order has been proactively reported by an employee, click Requested by Employee, then click
on the drop-down menu and select the employee.

A proactive work order is a work order that was initiated by an employee instead of a tenant; i.e., no tenant
has requested this work to be performed. Proactive work orders are still billable.

7] Mew TR Work Order

Requester Information

[¥] Requested by EmpbyeeL

Employee: | Boris Howel %y

3. If you used the The Contact Search Screen to find the tenant contact, then all required fields for
the Requester Information and Work Order location sections has been pre-populated for you
(this information can still be overridden if necessary). If all pre-filled information is correct, skip

to Step 6.
3. Click the contact field and enter the contact's name (this information will already be filled in if you made use of

the Contact Search screen described above). After entering at least three letters of the contact's name, you
will be presented with a drop-down list of possible matches. Select the appropriate contact from the list.

vequested Iy cmpioyeae

Employee: Boris Howell X v

Contact | Anderson| [
Alex Anderson

TR Anderson and Friedman (Hillview Towers)

May Anderson

I and Frieoman (Hilbvie

Work Order Locatior Michelle Anderson

Properiy Hilfs IoWers

4. Once a contact has been selected, the Tenant and Work Order Location fields are automatically filled in.
If needed, the work order location can be overridden by using the drop-down menus provided.
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Work Order Location

Property: Hillview Towers i
Building: Hillview Towers I e
Floor: 1 w
Suite: Lobby bt

Brillatir

6. If your company uses Bulletins and one or more active bulletins are associated with your tenant's location,
this information will be displayed in the Bulletin section to the right. If you do not use Bulletins, see_Adding
a TR Work Order instead.

o In the Bulletin section, all bulletins associated with the tenant's building are listed, including
detailed information for each bulletin. If a work order is already associated with a bulletin, it will
be indicated here in the First Linked Work Order section.

e If the tenant is reporting an issue related one of the listed bulletins, place a checkmark beside Link
this Bulletin for the applicable Bulletin.

Bulletin

A Elevator out of service

IL!r\.L:hi: Bulletin ZI
Start Date: Mon, Jul 10 at 2:11 pm
Expected End Date Mon, Jul 10 at 3:00 pm
Description Car 4 is not functioning correctly

and has been taken out of
service until repairs can be made.

First Linked Work Order

1D MNone

Location

Last History Event

Details

Water shut off

Link this Bulletin

: Mon, Jul 10 at 9:16 am

7. Next, continue to the Work Order Details section on the left side of the screen.
8. Using the fields provided, select a Request Type, Trade and Priority.

e To assist you in finding the correct Request Type, entering a partial name in the Request Type
field will display a filtered list. Entering a partial name functions as a "wildcard search", e.g. typing
"ele" would match any request type that contains "ele" somewhere in its name.

9. Next, fill in a description for the work order.

10. You can initially add up to three attachments (such as .pdf, .jpg or .doc files) using the Browse... buttons to
locate files. The total attachment size cannot exceed 10MB; i.e. one file 10MB in size, or 2-3 files whose
combined size does not exceed 10MB. For more information on attachments, see About Attachments.
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11. In the Required section, select either As Soon as Possible or At and use the menus provided to select a

date and time that the work is required.

Work Order Details

Request Type:
Trade:
Priority:

Description:

Attachments:

Required:

Electrical w
Engineering v
i | »

Reporting power outage in lobby (known issue).

Browse...
Browse...
Browss...

® As Soon As Possile
D At ] >

«# Creaie Request| | % Create Work Order ¥ Cancel

12. When you are finished, the options available to you depend on whether the request was associated with a

bulletin:

o If the request was associated with a bulletin, you can click Create Request to associate this

request with the

selected bulletin. A confirmation window is displayed. Click Ok to complete the

operation. The request has been associated with the bulletin, and is displayed on the bulletin's

details screen.

Request Confirmation %

w Confirmation # 11954107

Requested By: Bill Paxton from Acme Graphics Inc.

Location:

Hillview Towers > Hillview Towers I > 3

Request Type: Electrical

Trade:

Engineering

Required: As Soon As Possible

e Click Create Work Order if the request is not associated with a bulletin, or if the request is

associated with a bulletin but the specific issue described is not covered by pre-existing work

orders. This will generate the work order and take you to the Work Order Confirmation screen.
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The View Bulletin Tab

The View Bulletin tab is only displayed on work orders that are associated with a_Bulletin. Under this tab, details of
the bulletin are displayed, including the First Linked Work Order (the first work order entered into the system that
was linked to the bulletin).

72, Retresh (2 Orint-

Meszages (D) | o7 Attachments (0) | ™ Schadule Estimate |  View Bulletin

Type Start & Expecied End Dotes Detads Fst Linked Work Order

Power Outage Thu, May 25 at 11:50 am To  No power in main lobby (but eevatrs are  Ip- 11951308 (Open)
Man, May 29 at 2:00 pm Dperating ). RaEpairs are unceway =
Location: Hillview Towers >

Last History Event:
Details: Na power in lobby

If you have determined that the issue described in this work order is already covered by the First Linked Work Order,
then you can change the work order into a Request by clicking Convert to Request. Requests are linked to the
bulletin and are not represented by a Work Order. When the linked Bulletin is closed, any Tenant Contacts
associated with these Requests will receive an email notifying them that the issue has been resolved if they are
subscribed to Request Completed events.

e Work orders are not closed when their associated Bulletin is closed. Associated work orders still need to
be closed when work is completed using the usual workflow.

e Requests can only be viewed from the Bulletin Details screen.
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