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2. Welcome to SERVICEDispatch

SERVICEDispatch is a web based application through which many networks, whether manufacturers,
third party administrators or retailers, dispatch jobs to you for your acceptance.

The application is used to disseminate the work, provide status updates and ensure that you maintain
timely and accurate profile information.

Formerly called FSS, SERVICEDispatch is fully integrated with SERVICECIaims (also formerly called
Claimworks).

Therefore you may not only set up and maintain your profile and receive and manage jobs, but you
may also file, correct and view payment information on claims.

This guide will assist you in understanding and using the SERVICEDispatch web application.
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3. SERVICEStore

Additionally, SERVICEPower provides you with the opportunity through SERVICEStore to leverage
the collective buying power of over 30,000 service companies! We can provide access to products
and services in key spend areas at compelling discounts, such as:

e Service Parts, Accessories, Tools and Equipment
e Insurance Services
e Fuel and Vehicle Maintenance
e Local and Long Distance Phone Services
e Mobile Phones and Service
e Data and Internet Services
e Office Supplies
e Uniforms and Cleaning
e Merchant Account Services
e Pest Control & Extermination
For more information, log onto: http://www.servicepower.com/solutions/service_store_overview.shtml
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4. SERVICEOutsourcing

SERVICEPower also maintains its own network of contractors, in various trades, to perform service
or installation on behalf of our customers.

Become part of our network!

There is NO charge to you

We support you with automated invoicing, customer service, training and technical support
We will continuously send you additional business

For more information, log onto: http://www.servicepower.com/join/us/about.shtml

5. Support

Contacting Support is easier than ever before! Click on Live Chat at the top of the main screen.

SERVICE

Main Service Calls My Coverage Maintenance Reports Claims Switch Back User Live Chat Help Logout
S

Senvire Calls rall Searrh

6. Main Menu

6.1. Service Calls Dashboard

The Service Calls Dashboard, near the top left of the main page, is one of the most used features of
the ServicePower site.
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SERVICE

Service Calls My Coverage Maintenance Reports Claims Switch Back User Contact Us Help Logout

Call Search

Go green and GET PAID FASTER.

Age of calls in days ¢ g
Sign up for Electronic Funds Transfer (EFT)

Kl

P Mew Calls 0 0 Capture important tax data for 1099 filing
¥ Incomplete Calls 53 (0| 0 | 53 Click below to store Secure Account Info
P Waiting On Customer 0 0|0 0 Sacure Account Info
» Job Cmp Need Claim Filed 0 0 0 0
P Contacted 0 0 0 0

Search
P Appointment Card Sent 0 0 0 0 -

Service Ca
New Calls(0)
Incomplete Calls (53) User: FSSTEST ;l
Completed Calls(238)
Latest News

Add Calls
-

Reguest Call Autharization
Schedule

Hews Archives

* v T v v w

There is no new news.

d in the News &rchive,

P Literature Messzges in this list and all previous messages that have been removed can be re

The Mews Archive can be accessad by clicking on the Literature button and selecting News Archive from the

Maintenance
Litzrature Type drap down list,

Your Profile is 70% complete. [Edit

Profile Header
Q0S Scare

Dispatch Offices

Servicer Alert Panel

Time Bands

Groups

Techs

Area Coverage LI
Exceptions

Holidays

* T T T OFT T OFT T OFT W

Copyright @ 2008 ServicePower, All rights resernved. Home  Privacy Policy

It allows you to see how your calls are aging and helps you determine which calls need immediate
attention.

This section details the status and age of your calls in 7-day increments.

Click a number in the Total column to see all calls in that status (New, Incomplete, etc.) and to be
able to act on those calls.

Click a number in a day increment column (>7, >14, or >21) to see a list of calls in that aging group,
and to be able to act on those calls.

Call Status Meaning and use

New Calls Service call assignments which you have not yet accepted.
(Same as Open Calls.)
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Call Status

Meaning and use

Incomplete Calls

Service assignment calls which you have accepted but not
completed.

Job Cmp Need Claim Filed

Job has been completed, but no claim has been filed.

Appointment Scheduled

Appointment has been scheduled.

Waiting On Auth Request

Call is waiting on authorization from Network Job Source.

Shipped

Ordered parts have been shipped.

Onsite

Service Technician is onsite.

Ready To Be Shipped -
Create BOL

Parts are ready to be shipped, waiting on bill of lading.

Uneconomical To Repair

Repair is uneconomical.

Diagnosed

Problem has been diagnosed.

Accepted

Call has been accepted by servicing organization.

Rescheduled

Service call has been rescheduled.

Shipped To Store

Parts have been shipped to store.

Received At Store

Parts have been received at store.

Waiting On Cust Not Sched

Service call has not been scheduled--waiting on customer.

Parts On Order

Parts have been ordered.

Parts Ordered

Parts have been ordered

Enroute

Service Technician is enroute to customer site.

Waiting On Auth Request R

Service call is waiting for authorization.

Received

Parts have been received by servicing organization.

Waiting On Tech Assist

Waiting for technical assistance.

Waiting On Parts

Waiting for parts.
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6.2. Service Calls

Below the Service Calls dashboard area is the Service Calls Quick Link area. Click on any link to go
immediately to that category.

SERVICE

Service Calls My Coverage Maintenance Reports Claims Switch Back User Contact Lls Help Logout

Service Calls Call Search

Call Mo
Age of calls in days .j

» New Calls Metwark |ail x|
P Incomplete Calls

P Waiting On Customer
¥ Job Cmp Need Claim Filed
P Contacted
P Appointment Card Sent

Go green and GET PAID FASTER.

Sign up for Electronic Funds Transfer (EFT)
Capture important tax data for 1099 filing
Assigned Click below to store Secure Account Info

Betw
etween Secure Account Info

And

.

DDDDlw
oo o oo
o oo oo
DDGD'E’,‘

ervice Calls
b New Calls(0)

P Incomnplete Calls (53)
b Completed Calls(238)
»
]

User: FSSTEST =]

Latest News

Date Added From Message

There is no new news.

Add Calls
Request Call Autharizati
Schedule

P Literature Messzges in this list and all previous messages that have been remowved can be reviewsd in the News Archive,

= The Mews Archive can be accessed by clicking on the Litzraturz butten and selecting News Archive from the
Maintenance

Your Profile is 70% complete. [Edit

Profile Header
Q0S Scare

Dispatch Offices

Servicer Alert Panel

Time Bands

Groups

Techs

Area Coverage LI
Exceptions

Holidays

* T T T OFT T OFT T OFT W

Copyright @ 2008 ServicePower, All rights resernved. Home  Privacy Policy

6.3. News Archives

The news archives allow you to navigate directly to Literature. Networks post various type of
documentation there, such as news alerts, training, and repair guides, etc.

6.4. Maintenance

Maintenance allows you to quickly navigate to the menu options enabling you to update and maintain
your profile.
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Maintenance

Your Profile is 70% complete. [Edif

b Profile Header

b Q0S5 Score
Dispatch Offices
Senvicer Alert Panel
Time Bands
Groups

Techs

Area Coverage
Exceptions
Holidays

* T w T W Ow T ¥

Each of these will be discussed in greater detail later in the document.

6.4.1. Profile Wizard

In a continuing effort to make it as simple as possible to manage your profile and jobs, ServicePower
create the Profile Wizard.

The main page indicates the percentage of completion of your current profile. Anything less than
100% needs to be correct immediately.

Click on Edit under Maintenance to access the wizard.
Maintenance

Your Profile is 70% complg

Once you click on the Edit, the page will show you a horizontal menu. Click on any one of the
triangular menu items (that are gray) to move to that profile element directly.

Service Calls My Coverage Maintenance Reports Claims Switch Back User Contact Us Help Logout

6.4.1.1. Header

This section allows you to set your own servicer type. Your servicer type determines how call centers
present your appointments to consumers.

Servicer Type:

e Type 1: The call center will offer date and time appointments based on your available
openings.

e Type 2: You will manually follow up with the customer to schedule an appointment.
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e Type 3: The call center will manually contact you based on their internal process.
¢ (Note: Type 3 and 2 may be treated the same by some call centers)
Note: You no longer must contact ServicePower to set or change your servicer type.

Make your selection on the screen.

SERVICE Click here for free access!
SERVICH (You will not be redirected)
i Service Calls My Coverage Maintenance Reports Contact Us Help Logout
s I'want to do give rry daily availability < Type 1
o I dontwant to give my availahility but | can respond to emails 4_Type 2
[ I'weant yau ta call me if you want to assign me a semvice call Type 3
[save Jioxt

Home  Privacy Policy

You must click Save to save the changes and then Next to go to the next screen.

If you do no click Save, an error will pop up: "You must save your data to proceed. Do you wish to
save?"

6.4.1.2. Time Bands

If you’ve chosen to be a Type 1 servicers, this section prompts you to select the time bands that will
be offered and booked on your behalf by the network. Make a selection and click Save. Then click
Next. Or, to set up Cut Off Time, click that button.
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. . . SERVICEVower
SE R\hl(_“h Pp SERVICES{()}“-’I

Main Service Calls My Coverage Maintenance: Reports Claims Contact Us Help Logout

What Time Bands do you technicians follow?

| TimePeriod | Select]
Marning 3:00-12:00 v
Afternoon 12:00-17:00 I
All Day a:00-17:00 v
Ewvening 17:00- 21:00 Ird
Early Marning 6:00-8:00 v

[prov | Save | CutofiTimo | ext

Home  Privacy Policy

6.4.1.2.1. Cut off Time

Select the latest time in which a job can be booked for a particular day. Click Save and then Next.
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Discounts on parts, insurance, fuel,
office supplies & more!

Claims Contact Us Help

SERVICE
\hl:in Service Calls My Coverage Maintenance

Reports Logout

. call on Sunday will nat be offered after m m
‘A call on Monday will ot be offered ater [ 12:00 x| [Friday =l | N
‘A call on Tuesday will not be offered after || 15:00 ;I |Tuesda\r ;I | A
‘A call on Wednesday will not he offered after || 15:00 =] ITuesda\-’ =l | il
‘A call on Thursday will notbe offersd ater [ 17:00 =] [wednesday =] | N
‘A call on Friday will not be offiered afer || 14:00 =] [Thursday =] | M
‘A call on Saturday will notbe offered afler [ 15:00 x| [Friday =l | N
| Timeperiod | Hour |

|Du notassigh calls tothe 2:00-12:00 period any later than 10:00 =

|Du nat assign calls to the 12:00-17:00 period any later than || 15:00 x|

|DD not assign calls tothe :00-17:00 period any later than || 15:00 x|

I e e

Copyright ® 2008 ServicePower, All rights reserved. Home  Privacy Policy

6.4.1.3. Industry

Using the arrows in the middle of the screen, move Industries you service from the left (All Industries)
to the right (Industry Categories you Service). Conversely, to remove and industry from coverage,
move it from right to left using the arrows. Click Save and then Next.
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SERVICE
Main Service Calls My Coverage Maintenance Reports Claims

T

Select Industry Categories you service?

SERVICEV O EY
SERVICEStorel

Contact Us

All Industry Categories _ Industry Categories You Service

ALL INDUSTRY CODE COMPUTER PRODUCTS
AUTOMOBILES CONSUMER ELECTRONICS
CHILD CARE EQUIP EXERCISE EQUIPMENT
ELECTRICAL FURNITURE

EMGIME POWERED FRODUCTS HEATIMG AND AIR

MaRINE

MUSICAL IMSTRUMEMTS
PET EQUIFMEMT

POl AND PATIO
RECREATIONAL EQUIF
TOOLS

HOME IMPROVEMEMNT
E'WWELFY

W AND GARDEM
OF APPLIAMCES
FFICE EQUIPMENT
HOTOGRAPHY
PLUMBING

SMALL APPLIAMCES

IE

Help

Logout

6.4.1.4. Brand

Using the arrows in the middle of the screen, move Brands you service from the left (All Brands) to
the right (Brand you Service). Conversely, to remove a brand from coverage, move it from right to left
using the arrows. Click Save and then Next.

RAUFCQUMS Py de, et
SBRpMidD&omoral

Contact Us

SERVICE

Service Calls My Coverage Maintenance Reports Claims Logout

Main

Select Brands you service?

ANBrands | | BrandsYouService |
ACER (COMPUTER PRODUCTS) R 15T COMPUTER [COMPUTER PRODUCTS) =
ACER AMERICA CORP. (COMPUTER PRODUCT, 34 (COMPUTER PRODUCTS)

ADVANCED MICRO DEVIC (COMPUTER PRODH 3COM (COMPUTER PRODUCTS)

ALBA, (COMPUTER PRODUCTS) 4-OPEN (COMPUTER PRODUCTS)

AL COMPUTER TECHNOL (COMPUTER PROD ADDLOGTX (COMPUTER PRODUCTS)
AMERICAN THK TET [COMPUTER PRODUCTS) | |sExO (comPUTER PRODUCTS)

APPLE (COMPUTER PRODUCTS) DELL (COMPUTER PRODUCTS)

AVERATEC (COMPUTER PRODUCTS) Ei 2K GAMES (CONSUMER ELECTRONICS)
BROTHER (COMPUTER PRODUCTS) GENERAL ELECTRIC (CONSUMER ELECTRONI

BUSH [COMPUTER PRODUCTS) SHARP (COMSUMER ELECTRONICS)

CANON (COMPUTER PRODUCTS) ABBAKA (MATOR APPLIANCES)

CANON SOFTWARE (COMPUTER PRODUCTS) ADMIRAL (MAJOR APPLIANCES)

CASIO (COMPUTER PRODUCTS) hd AGH (MAIOR APPLIAMCES) =l

[ Prev | save [ Next |
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6.4.1.5. Product

Using the arrows in the middle of the screen, move Products you service from the left (All Products)
to the right (Products you Service). Conversely, to remove a product from coverage, move it from
right to left using the arrows. Click Save and then Next.

Discounts on parts, insurance, fuel,

SERVICE office supplies & morc!

Service Calls My Coverage Maintenance Reports Claims Contact Us Logout

Main
R T T T TR

Select Products you service?

| ANProducts | | Products YouService |
BV LASER JET PRINTER (COMPUTER PRODUCA B TNK JET PRINTER (COMPUTER PRODUCTE
COLOR MK JET PRINTER (COMPUTER PRODU PERSONAL COMPUTER (COMPUTER PRODUC
COLOR LASER JET PRINTER (COMPUTER PRO AIUTO AUDIO (CONSUMER ELECTRONICS)
COMPUTER PACKAGE (COMPUTER PRODUCTS AUTO DVD (CONSUMER ELECTRONICS)
COMPUTER PRODUCTS (COMPUTER PRODUC AUTO GPS (COMSUMER ELECTRONICS)
CRT PC MONITOR (COMPUTER PRODLICTS) | |auTO TV (CONSUMER ELECTRONICS)
EMAIL DEVICE (COMPUTER PRODUCTS) ALTO WCR (COMSUMER ELECTRONICS)
LAPTOP PC (COMPUTER PRODUCTS) CAMCORDER ANALOG (CONSUMER ELECTRO
LCD PC MONITOR (COMPUTER PRODUCTS) CAMCORDER DIGITAL {CONSUMER ELECTROI
PC CPU {COMPUTER PRODUCTS) DSS (COMSUMER ELECTRONICS)
PC Component (COMPLTER PRODUCTS) HOME DVD (CONSUMER ELECTRONICS)
PC KEYBOARD (COMPUTER PRODUCTS) HOME VCR (CONSUMER ELECTRONICS)
PC MEDIA CENTER (COMPUTER PRODUCTS) x) LCD TV (CONSUMER ELECTROMICS) =l

6.4.1.6. Location

Update your office Location with the correct information. This is the company name and contact
information by which your business is known.

A different Location may be set up if your business has separate locations, or you have some other
division of work.

Click Save and then Next, or click on Setup other Location to set up a different office.
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NPy e Click here for free access!
SERVICH (You will not be redirected)

Service Calls My Coverage Maintenance Reports Claims Contact Us Help Logout

Please setup your default location

Name *: LaGrange Description : LaGrange
Address

Linet: 100 LinStation Road Line2:

City: LOUISVILLE State : K

Zipcode ' ; 40223 Country ' ; |UNITED STATES 'I

Contact Information
Contact Person: Jenniffer

Phone *: 5027191784 Email : j.breitenstein@servicepower.com
Dispatch Options

 Email Dispatch Email * : r.chandrapati@servicepower.com

¥ Fax Fax *: 5027197378

T MR IVR Phone *: 2027191784

¥ Online

" Mobile

[Prev | save | Soup other Locations _| ext
6.4.1.7. Group

View existing groups, edit existing groups or set up a new group.

Click on the group name line for a group to edit.
Click Save and then Next, or click on Setup other Location to set up a different office.
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X Click here for free access!

SERVICE : :
s =7 (You will not be redirected)
Main Service Calls My Coverage Maintenance Reports Claims Contact Us Help Logout
Ty TR TV TR T

Service Location Group Key Group Mame Status
LaGrange Carals Tech Carals TechMame Active
Earl's Appliance Repair EARLS MA GROUP EARLS MA GROUP Artive
LaGrange LAG LaGrange Active
Lauisyille test test Active

Showing 1 to 4 of 4 entries
First | | Previous | |1 | Mext | Last

[prov | Crosto Group | et Group[xt

6.4.1.7.1. Create Group

Create a group by entering a unique key and group name. Select the skills which apply to the group,

including warranty type, service type and service location. Click Create and Next.
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v : Click here for free access!
SERVICE (You will not be redirected)

Service Callz My Coverage Maintenance Reports Claims Contact Us Help Logout

T TR RS TS e T

Create of groups of technicians to allocate availability?

Senice Location |Se|ect ;I
Group Key

Group Name

Skill
Warranty Type
1IN WARRANTY

OUT WARRANTY
SERVICE CONTRACT
SALES FULFILLMENT
MFG REVWORK
COMCESSIONS

—

Services
PREVENTIVE
IMSTALL

RERPLIR
A

g I i I i B R (i B |

Ba

Crrov] Crove | Cancel | x|

08 ServicePower, All rights reserved. Home Privacy Policy

6.4.1.7.2. Edit a Group

Select the Skills for the group: warranty type, service location and service type.
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SERVICE

Service Calls

SERVICEVower

My Coverage Maintenance Claims Contact Us

Main
[ ST Ty T Yeuea TS

Create of groups of technicians to allocate availability?

Dispatch Office
Group Key

Group Mame

Skill

IM WARRANTY

QUT WARRANTY

SERVICE COMTRACT

SALES FULFILLMEMNT

MF G REWORK

COMCESSIONS
Services

PREVENTIVE

INSTALL

ﬂ:pmn

Warranty Type j

LaGrange
Carols Tech
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6.4.1.8.

Technicians own capacity or the number of jobs by time band that your company may complete.

Technicians

Set up the number of jobs for each technician that you wish to offer to the networks.
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v : Discounts on parts, insurance, fuel,
SE RE ICE office supplies & more!

Service Calls My Coverage Maintenance Reports Claims Contact Us Help

Logout

-mm-
Tech Key Tech Name Tech Status Service Location - Group
Carols Tech Carols Tech Active Carnls TechMame - LaGrange
1778 Deb Active LaGrange - LaGrange
EMATECH EARL MATECH Active EARLS MA GROLUP - Earl's Appliance Repair
Earls MA Tech Earls MA Tech Active LaGrange - LaGrange
1776 Jenniffer Active LaGrange - LaGrange
test tes Active test- Louisville

Showing 110 6 of § entries
First | Previous | 1 | Mext | | Last

[Prev | Create Tech | it Tech | Next
6.4.1.8.1. Create Tech

Click Create Tech to create a technician record. Enter unique values for: Tech Key, Tech Name,
Group Name, Cell Phone, and Email. Enter Capacity. Click Create and Next.
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Discounts on parts, insurance, fuel,
office supplies & more!

SERVICE
Service Calls My Coverage Maintenance Reports Claims Contact Us 3 Logout

[ v Yoy yevay Ty yroregy Ty e,

Setup technicians under group

Tech Key Tech Mame Group Mame |LaGrange : LaGrange ;I

Cell Phone Email
Default Capacity [ Mon | Tue | wed | Thu | _ Fri__ | _ Sat__| _ Sun_|
Morning 8:00 -12:00 u] u] u] u] u] u] o
Afternoon 12:00 -17:00 u] u] u] u] u] u] o
All Day 8:00 -17:00 0 0 0 0 u] u] u]
Total u] 0 0 0 u] u] u]

[prov | Crato | Cancel [ext

6.4.1.8.2. Edit Tech

Click Edit Tech to create a technician record. Edit values for: Tech Name, Group Name, Cell Phone,
and Email. Enter Capacity. Click Create and Next.

. - . SERVICELVower
SERVICE ) SERVICEStorel

Service Calls My Coverage Maintenance Reports Claims Contact Us Logout

m-

Setup technicians under group

Tech Key Carols Tech Tech Mame Carols Tech Group Marne |LaGrange : Carols TechName LI

Cell Phane Email
Default Capacity —-:m-——mm
Morning 8:00 -12:00 1 1 2 1 1] 1]
Afternoon 12:00 -17:00 1] u] u] 1] u] 1] 1]

All Day 8:00-17:00 o o o 0 [u] a ul
Total 1 1 1 2 1 1] 1]

[prov | upiare | Cancol et
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6.4.1.9. Areas

Areas are segments of zip codes. Create, edit and delete areas.

Discounts on parts, insurance, fuel,

SERVICE office supplies & more!

Service Calls My Coverage Maintenance Reports Claims Contact Us 3 Logout

-

Service Location Area Key Area Name Group Name
LaGrange CAROLS AREA CAROLS AREA Carals TechMame
LaGrange DEB DEB LaGrange

Eatl's Appliance Repair EARLS A AREA EARLS MAAREA EARLS mA GROURP
LaGrange LAG LAGRAMNGE LaGrange
LaGrange TEST TEST LaGrange
LaGrange MCo01 WEBTEST123

Showing 1to 6 of 6 entries
First | | Previous | ' 1 | | Mext | | Last

[prov | “Creae vea | it Area| et Area | oxt

6.4.1.9.1. Create Area
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We - 2 . SERVICEVower
SERVICE l_’D SERVICES70r¢ |

Service Calls My Coverage Maintenance Reports Contact Us Help Logout

Create work areas/zones ?

Area Key Area Mame Dispatch Office LaGrange LI

Search Zip Code

Select Country IUNITED STATES vl

' Zip Code Search  Zip Code Range
State |Se|ect 'l County City Zip Code Mileage
Mo Zips
[Prev | Create | Cancel [ Next]

Enter unique values for area key, area name and select the dispatch office to which the area belongs.
Then, search for zip codes using the search options on the screen. Click Create and Next.

6.4.1.9.2. Edit Area

Edit area name and select the dispatch office to which the area belongs. Then, search for and add or
delete zip codes using the search options on the screen. Be sure to link the area to a group at the
bottom of the screen. Click Update and Next.

Confidential and Proprietary. Property of ServicePower, Inc. April 2010



Update work areas/zones ?

Area Key EARLS Ma ARES Area Mame EARLS M& AREA Dispatch Office Earl's Appliance Repair

Search Zip Code

Select Country IUNITED STATES vi

' Fip Code Search " Fip Code Range

State ISBlECt 'l County City Zip Code Mileane

¥ 40018 EASTWOOD  EARLS MAAREA W 40025 GLEMVIEW EARLS MAAREA M 40027 HARRODS CREEK EARLS MAAREA ¥ 40041 MASOMNIC HOME  EARLS MAZ

Selectthe Zip Code

¥ 40058 PROSPECT  EARLS MAAREA M 40115 FAIRDALE  EARLS MAAREA M 40201 LOUISVILLE  EARLS MAAREA W 40202 LOVISVILLE  EARLS MA AREE
|7 A0 Al eV F FAR C s AREA '7 ANI0A Lol eV F FAoR Mo AREL '7 ANTI0E 1L Al ST F Fap| s ARE M '7 ANMOE OISV L F FoRI S hdn aFEI
A

Selectall [

Linked Groups

EARLS MA GROUF

[prov | Updaie | e Group Wapping__| Cancel | tewt

6.4.1.9.3. Delete Area

Click on the area to be deleted and then click Delete. Deleting an area deletes the unique zips
associated with it. Click Update and Next.
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SERVICE } , ;

Fid

Main Service Calls My Coverage Maintenance Reports Claims Switch Back User Contact Us

N
Tirie Bands % Industry Technicians ‘} Areas

Service Location Area Key Area Name Group Name
LaGrang2 CANADA CANADA LaGrange
LaGrang2 CAROLS AREA CAROLS AREA Carols Tech
LaGrang2 CENTEX CENTEX

LaGrang2 CEBR DEB LaGrange

= e o T, P TE. ERRLE T A Bl i

< CEMTEX 1 FIRST CENTEX >
LaGrang2 A3 GEMPCACT LaGrange

LaGrang2 wax iy L) T ane
LaGrang2 MEWY MEWY new
LaGrang2 M MEW JERSEY LaGrange

Showing 110 10 of 18 entries
| Fitst | | Previous | |1 |2 |Mesd || Last|

Edit Arew Delete Area

Home  Pri

Click Yes to confirm the deletion.

Confirmation Dialog
Al you sure you want to delete?

Yes No

Area Name: NEW
Number of Zip code: 1
Number of Group: 1

6.4.1.9.4. Holidays

Holidays are days in which any capacity is ignored during appointment offering or booking. Click
Delete to delete an existing holiday or Add Holiday to add a new one. Click Save and Next.
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SERVI( ‘-—':'-f-”f"‘ st

SERVICE S RV O&yedirected)

Service Calls My Coverage Maintenance Reports Contact Us Help Logout

Main

Setup Exceptions, if any, for your service business ?

Holiday List

Order]  Description | Day |  Date | |
1 CHRISTMAS Tuesday 121252007
7 Carol Thursday  11/20/2007
3 Columbus Day Maonday 10/08/2007
4 EasterManday Maonday 04/09/2007
5 MLK Manday 011512007
B MewYears Manday 0110142007
7 THANSGMING Thursday 117222007

Wednesday 0272002008 Delete
| Y

[ Prev | Add Holiday

6.4.1.10. Review

Review displays the profile and success or issues with its set up.
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LY

ST SERVICIEDH700 insuran e jmeh
SERVICH TofficSERVIOES forakd

Service Calls My Coverage Maintenance Reports Claims Contact Us

T T T R TS e P TR T T e

Logout

Review of FSSTEST's Appliance setup

FSSTEST's Appliance
o Prafile setup B Location - LaGrange =
W Tirne hrands setup E'W Group -
% Brand(s) setup - Deb
& Product{s) setup é'"W—Jenniﬁer
-« Exceptions setup \’/ Earls MA Tech
Elw Group -
\’/ Carols Tech
€ Group -
g Location - Louisville
B Lo tes 3 croup -

El4” Location - Earl's Appliance Repair
E"W Group -

Click on the X to review and the profile problems.

6.4.1.11. Finished

Success! You've finished using the Profile Wizard to set up or edit your profile!

6.5. Call Search

There are several ways to search for a service call from the main page.

From the Main page, in the Call Search area, enter a call number, network name or date range, then
click Submit to find the call. Then click a Call Number to open the Call Details page. You can sort by
any column.

SERVICE
Service Calls My Coverage Maintenance = Claims Switch Back User Live C hat Help Logout
Service Calls
At e an s ..- * Go green and GET PAID FASTER.
14 | 21 « Sign up for Electronic Funds Transfer (EFT)

F New Calls « Capture important tax data for 1099 filing
¥ Incomplete Calls ?_ 1 U 78 & Click below to store Secure Account Info
* Contacted o 0] 0|0 EFT & Tax ID Info
¥ Waiting On Customer 0 0|0 0
P Job Cmp Meed Claim Filed 0 0 0 0
¥ Appointment Card Sent 0 0|0 0 ;'

Service Calls
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—Or—

From the Main page, click Service Calls then Search Calls to use the advanced search functions.
The Advanced Call Search page appears. Populate the search fields, and click Search.

SERVICE -
RV ‘2 Al

Hain\h Service Calls My Coverage Maintenance Reports Claims Switch Back User Live Chat Help Logout
——

SERVICE

1 wil
Main Service Calls My Coverage Maintenance Reports Claims Switch Back User Live Ch—; Hew Logout
Incomplete Calls Yellow Page Calls Completed Calls Request Call Authorization Schedule Search Calls 4 dd Calls

Bl S alle

The Call Details page

appears with the results SERVICE ; 2 4 ; X
of your Search. CIiCk a Main ‘hser\m:e L‘.:ills My Coverage Maintenance Reports Claims Switch Back User Live ghal .Help Logout
Call Number to see the S
Call Details page. G TS
Call Mo Contract# Consumer Name
Home Phone Work Phone Cell Phone

FSS Call Attributes

Network |select =l Warranty Type | Select >| Senice Type Select -
Status [select x| Dispatchoffice  [Select ¥ Zip Code

Call Dates

Search calls Iﬂselect date typeﬂj I——sele-:t date range t-:|:--:~j E
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6.6.

EFT and Tax ID Info

Click the button to set up EFT or Tax info.

Go green and GET PAID FASTER.

Sign up for Electronic Funds Transfer (EFT)
Capture impaortant tax data for 1098 filing
Click beIchto store Secure Account Info

EFT & Tax ID Info

Fill in the data required.

EFT (electronic fund transfer)
is a fast, simple way to get
paid. Signing up costs you
nothing and negates the need
to wait for the proverbial ‘check
in the mail’. Funds are
deposited directly to you bank
account.

Networks must have your tax
information to issue 1099s at
the end of the year.

PLEASE ADD AND VERIFY
YOUR FEDERAL TAX ID.

Confidential and Proprietary. Property of ServicePower, Inc.

= Profilik— Secure Acc 1Ol x|

& | https:ffclaimworks. servicepower . com/cgi-bin/lansaweb? procfun+kpiwebprol +signon+dev+-funcparms+5& _ORGIMF{AL1 Dlj ﬁ

Messages: ﬂ
@ |nwalid Federal Tax ID or Saocial Security Number

Secure Account Info

FSSTEST
|MY OTHER BANK

IDBSDDD'I 38

Checking Account Number |9998?5524

Servicer

Bank Name

Routing Number

EFT E-mail |

Federal Tax ID or Secial Security Number® |3D3943329
IYes 'l

¥Your banking information will only be used if the client supports Electronic Funds Transfer
(EFT) through ServicePower's payment processing module.

Is your service center a Corporation?™

MOTE: If the bank rejects the bank account or routing number, the information above will be
automatically removed, please re-enter correctly.

m Close Window

Secure Account Info History

Federal
Tax ID or Is your
service center
Security a

Number IRS Message Corporation?

Checking Social

Changed Changed
Date By

Bank Routing Account
Name Number Number

|

LT T T T [ mternet

Done +100%

T 4
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6.7. Latest News

The “Latest News” may be the first page you see after logging on to the application. If so, you will
have the option to Read the messages (click on any “More Information” hyperlink for further
explanations, attachments, etc.), Remove Messages from the list, or Save [them] for Later.

Latest News

Date

Added Fram Plis s s ng e

'I:. 11,/02/05 FEDDERS Effective Decembar 1,200%5 You will be reguired to fill in the "Deaslsr fiskd®

10/26/08 DEMO ‘We are looking for fervicers scross the country More [nformation
CareCo Fisld Call Report, Pleases fll out form either email a copy to! Mors
10/03/05 FEDDERS jkranawitter@deddars .com or fax 21734 7-6<4 06, Thank you Information
GE's tech ] £ Il schedude has b dated for the fall and tar. ClickMar
S/ 205 i h”: echnical conference call schedule has been updated for the Fall and winter. Clic r.-!,i;;_;m -
0405 GE GE's 2005 Fall training schedule has been posted. Click here for details. Mgre Information
2205 y GE Ras addad Danby branded spphances to thar sarvica coftract prograrm, Be sure Danby 19 10 yaur
. =E profile if you service it.
Beginning July Sth, all Philips and Magnavos in-warranty and Service Contract claims will,
61005 PHILIPS raquire & Service Reguest number (SR#) and Schematic Location number on svery IJ‘_I}J
clairm Farm, For more infarmation click the more information link, dbarrnstian
The latest ServicePower ablawsletter 1z now avadlable on our Weab site, To ses &, dick the more
5/24/05 DEMO information k.,
L =/ = KR Az & follow up on our Test Dispatch Email and for more information on ServicePower, More
+ 16/0% ErETEM plaada chek on the Mare Infarmation Link. Al & S kG

Hemowe Mossages

Mappague in thie ligt and sll prewicwr messeger that have bean removed can b revieved in the Newe Archive,

The Héwi Archive can ba sccadied by clickiag on the Ligeriture butsn sad dalscting Hews Archive from the

Lizaramiie Type drop down [,

If you don’t see the Latest News page right away, go to the Claims menu. At the top right corner,
click on Literature.

(Note: if you file claims for multiple Network Job Sources, be sure to select the appropriate Network
Job Source name from the drop-down list first so that you see their specific News items.)

SERVICE ; F s
DAL L LW “_l-#' '-’,'Qg

Main Service Calls My Coverage Maintenance Reports Claims Live Chat Help Logout
Mew Claim Claim Cl Claims List Payment History Upload Claim(s) Warranty Info
User: FSSTEST =]

Service Literature

s i o 1) (Leave blank for ALL
Manufacturer m Literature Type’ I j Model I @ Search |

models)

* Required Field

Document Number Title/Description Issue Date Model
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7. Service Calls

Service Calls is one of the main topics on the ServicePower site.
When you click Service Calls, eight sub-topics appear below the main navigation bar:

SERVICE

® ‘You can accept or reject the callis) assignad to you
® To accept a call you must accepl to the Terms and Conditions

Product Desc C ip Code Schedule Date

ejec

Mo Racords Found

Iyt ..., gt gpe anadl il it B il W

Click on one of the sub-topic links below to learn more.
e New Calls
¢ Incomplete Calls
e Yellow Page Calls
e Completed Calls
e Request Call Authorization
e Schedule
e Search Calls
e Add Calls

7.1. New Calls

New Calls is the first tab under Service Calls on the Main Page. New Calls are sometimes referred to
as Open Calls.

These are service call assignments which you have not yet accepted.

Note: Every call has different Terms & Conditions that must be accepted in order to see the full Call
Details. You may accept or reject a new or open call. You may also reschedule a job, if absolutely
necessary, once the job is accepted. This should be done with CAUTION.

7.1.1.1.  View New Calls

From the Main Page, click Service Calls > New Calls. The New Calls screen appears, giving you
high level summary information of the new calls waiting.

Notice the checkboxes on the left.
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SERVICE } % \

Main Service Calls Ky Cowerage Maintenance: Reports Clams Contact Us Logoat
= ~ Yellow Page Calls Completed Calls Request Call Aadhorization Schedule Search Calls Add Calls

® You can accept o rejectthe callis) assignad to you
® Toaccepla call you rmuest accep! 1o 1he Terms and Candilions.

Accept Reject|Svurce| Brand Product |Problem Desc|Call Taken [Zip Code|Accept Deadline State | County | City Schedule Date
S 24 073 i1 4 b
[l Temms g conge [] DBWO  Philps  PlasmaTv  TesiForGast  C31VZ008 000 0310000 16356 Jefarsonilla  DBA 02008
Genaral Refrigeraior 06 Q2004 0BN 042008 1503 T
O Tems & conds [T DEWo R0 Tt = 214 = S WD Annapolis  DBIOTI2008

Eleclric

i accept the Terms and Confiitio
[ accept an

| Update | =Prev Page 1 of 1 Hed=»

COopvTiahl B 2008 Sendce Powes, All fdahts resenved

Use the check boxes to:
e Accept a Call or Accept All Calls
e View Terms & Conditions
e Accept Terms and Conditions

7.1.1.2. Reject a Call

Click Update to apply your choices.
Note: You must accept the Terms and Conditions for all calls you choose to accept.

If you reject a call, you must select a rejection reason. You will also be asked to modify your profile if

the rejection reason you select is non zip code/post code coverage, or non brand or product
coverage.

SERVICE }j ?'s;,,' A\

I

A .

Main Service Callz My Coverage Maintenance Reports Claims Live Chat Help Logout
Incomplete Calls Yellow Page Calls Completed Calls Request Call Authorization Schedule Search Calls Add Calls

by

Confirmation’

« You have accepted 0 call{s) and rejected 1 call(s).
& Before oot cafinalino o aloct - coio

gason for each call and submit.

Rejected Reason |Source|Brand| Prcduct
: Plagma : La
|Z|p Code Mot Covered J DEMO  Sharp T TestForFlextr  03/22/2009 40031 03/23/20095:28  KY Grange 03/24/2009

Co you Want to remove zipcode from the following network(s) 3
I All Wetwarks

7.2. Incomplete Calls
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Incomplete Calls are Service Assignment calls which you have accepted but not completed.

It is shown as the second tab under Service Calls on the Main Page.

From this page you can see all the Incomplete Calls you have accepted.

Use the navigation arrows and page links at the bottom of the screen to go to additional pages.
¢ On the Main Page, click Service Calls, then Incomplete Calls.

. :-‘h-:-i LB
M :

SERVICE ;‘ ¢

Service Calls My COBEage Wit Enanc e Reports

o Contact s Lisipoant
Yellow Page Calls Completed Calls Request Call Authorizstion

Search Calls Al Calls:

Incomplete Calls

3
= ‘fou nave 46 incomplats call(s).

o Towew calls of @ parficular sialus, 1ake your rmouse over The Slalus” colurnn and selec] @ slalus
i ¥ & colurmnin, click on the colurnn haader.

Service On

Residential

2098 COD pnigration something OTF3Z006  Accepled  JiD 78641 (512)563-8062

1217783 COD  Outdoor Grill brake 07302008 Arcepted G Wm 40233 (S0Z)266-TTTE
b

22187 DEMO  Refigerator BROKEN REF OTIEI00E  Accepted  roe WM HAMMN yop05  gsnzyazzzas

20181 DEMO  Refrigerator TEST OTH 52008 Accepted Jenniffer Breitenstein - 40039 (S0II2-123

19128 DEMO  Lightwave Cwen CEMTER WOMT LIGHT O7T/0RZO0E Accepled Jamis Rughion 97676-  (I05)899-9998

Afga6  DEMO  Refrigerstor CE BOK ATTACKED ME 06232008 Accepted Sara Fzsbraw B4024-  (BS0HIII-4444

OVEN IS MOT UGHTING FROFLERY
Horme Cooking ok Manna Bakery Paul
28146  DEMO MM CUSTOMER HAS TO KEEP PRESSING RED 0G20VZD08 Feschediled o YU spggs-  (213700-4085

Gas BLTTON Les
28133 DEMO  PiasmaTv TEST 022212008 Accepled  Halen'om Taren 40071- (5022221232
28138 DEMO  Plasma Tr TEST 01201 2008 Accepled  Bmith Chiis 40273 (B0D5551212
28127 DEMO  Plasma Ty TEST DDRIZ00E Accepled  Halenvom Taren 40011- (5023721232
28126 DEMQ  PlasmaTy TEST OZOH00E  Accepted o o MR n0ai g0z
28121 DEMO  PlasmaTv TESTING ME 017222008 Accepled  Bmith Chais 40223 (5025551212
78105  DEMO :1’_’1':"[0' OHING - TEgT 100472007 EnFoulE Chris Smith 40273 (SODHTISITTS
28098 DEMO :‘JE'_';;C“""‘";  TEST 09 772007 Accepled Chrig Smith 40723 (GODTI9TTS
28085  DEMO E“’E"_’;ﬁtc“’”"“ ° TEST 09 SZ007 Accepled Chrie Smith 40223 (GODHTIS1TTS
M 41232 MW coTo ofd b

Copymght® 2008 Semice Fowsy, All nghts res

e Click on a column heading to re-sort all calls in ascending or descending order.

e Hoover your mouse over a call number to see a pop-up window listing the Brand, Repair Type,
and Create Data.

e (Click on a call number to see the Calls Details screen.

7.2.1.1. Export Calls Data

Click on the Excel icon at the top right of the screen to export the data shown on this screen to an
excel spreadsheet file. You are prompted to select which details to download.
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23 http:fifss.servicepower.com - Download Optio... g|§|@

Download Options S
Product Details
[v Brand [v Product
v hodel Mo [v Serial Mo,
v Install Date [v Contract#
W Cwrg End Date [w Auth Mo
Consumer Details
W Consumer First Mame [v Consumer Last Mame
v Home Phone [w WWoark Phone
v Cell Fhone v Consumer Req Period
v Consumer Reqg Date [v Address
v State [w County
v City v ZipCode
Call Details
v Frohlem Desc v Call Type
v Call Taken v Repeat Call
v Co-Pay v Group
v Tech [v Status
v Lpdated By v Updated COn
v Servicer Motes [v Consumer Motes
v Clualification Questions [v Location
[~ Select All

Download Cancel

| Download [ Cancel | 2
:E_j Dane 8 Irkernet

Click the checkboxes to choose your options.
Click Download to export the data to a file.
—Or—

Click Cancel to not export the data.

You may also click the printer icon ﬁat the top right to print this page.

Once you accept a call, you may view the job details by clicking on the Call No hyperlink on the
Incomplete Calls Page.
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7.2.1.2. Call Details Page

The Call Details Page is available from the Incomplete Calls, and Completed Calls screens.

It shows all the details of a particular call and allows you to change many of those details click on the
Call No hyperlink to view specific job details.

7.2.1.2.1. Change Job Details

Red and white buttons, like Part Order, and Update, are action buttons which allow you to change the
information presented in the subject sections.

For example, in the Product section, click Part Order to display the Parts Order screen, to order parts
for that product.

In other sections, you display and make a choice from a drop down menu, then click the action button
to select that choice.

When you change an item, the database and form is updated immediately, rather than later or
overnight.

Call Status Tracking indicates status changes and/or service call progress.

Scroll all the way to the bottom of the screen to see Call Status Tracking.

CAUTION:

Only click Return to go to the previous screen. (Never use the browser Back button.)
In the Completion section, the Complete and Submit button does two things:

It changes the status to Complete and submits the claim
—after which you cannot make any changes to the call or claim.

Only Submit a claim after a repair is Complete.

7.2.1.2.2. Consumer Section

The consumer section has everything you need to know about your customer including contact
information. Some Network Job Sources make some of this information editable.
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Consumer

Hame : Walfe Yom Hartman Haus

Address ; 4578 Big Toy Drive

State : KXY

County :

City : Louisville

Zip: 40223

Country : Lnited States

Home Phone ; (B02)222-1234

Cell Phone : 0

Work Phone : 0 ExtnO
7.2.1.2.3. Product

The Products section provides details on the actual product to be serviced, include model, serial and
install date.

Brand : General Electric
Product : Refrigerator

Model No. : BGA132BIM

Serial No. : LASIDFI90238R34
Install Date : 04/03/2006
Retailer Id :

Retailer Name :

Part orders can be placed from this section as well.

7.2.1.2.4. Order Parts

Some Network Job Sources allow you to order parts by part number.

1. From the Call Details page (see Find a Call) click Part Order. The Parts Order screen appears.
2. Click whether to send to Consumer or Servicer.

3. Enter the Part Number and Description.

See Part Description and Part Number.

See also Order Window.
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7.2.1.2.4.1. Parts Order Screen

The Parts Order screen, allows you to order parts for the product you are to repair.

From the Main Page, click Service Calls > Incomplete Calls. The Incomplete Calls screen appears.
Click on a call number. The Call Details page appears.

In the Product section and click Parts Order.

Click one of the Send to radio buttons to indicate where to send the parts.

Click the red "I" in a circle icon @ to see a list of parts to choose.

User: FSETEST

Parts Ordel‘ MName SARS FSSBREW Call Number 27995 Model BFE7GARMMNA Serial Number ABC123DEF467
Each part should be entered on a seperate line.

Send to () Consumer (3 Servicer

order order ETA ETA Tracking Added
Qty Part Number Description Number Date Status Date Time MNumber Date

[ SoniOrior—J ~Closo Winiow

Indicate the quantity to order.
Click Send Order.

Or

Click Close Window to not send the order.

7.2.1.2.4.2. Part Number and Description

If you do not provide both the part number and description, the Network Job Source may not be able
to ship the right part to you.

See Order Parts.

7.2.1.2.4.3. Ship Parts to Consumer
From the Call Details page (see Find a Call) click Parts Order. The Parts Order page appears.
Click the radio button to send to Consumer.
Enter the Part Number and Description.

Click in the check box to indicate you have read and understand the Return & Core / Dude policy
when applicable.

Click Send Order.
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7.2.1.2.4.4. Ship Parts to Servicer

From the Call Details page (see Find a Call) click Parts Order. The Parts Order page appears.
Click the radio button to send to Servicer.
Enter the Part Number and Description.

Click in the check box to indicate you have read and understand the Return & Core / Dude policy
when applicable.

Click on Send Order.

7.2.1.2.5. Change Call Status

Call Status indicates stages of the service event.

On the Call Details page, scroll down to the Call Status area, and click the down arrow to see a drop
down list of possible call statuses. Not all calls have the same status options as they are configurable
by Network Job Source.

L
o " JE o e e .
(TR P Dl /’# i _,f/
Upikale O ; 07s2972008 ) Al
L
Call Status ; Schumé
o Schedule B
Completion EMBOUTE _ Grougp: %
" Be Shipped - C te BOL
. _ﬁa:lyp ]J'D & Shippe reata aas
Completion Date ; SIMppec A
R elved i
Diagnosed . Q’
Parts Crdered
Shipped To Store I
Reject Fa
(ERPPRIRITETE e . SR TR

7.2.1.2.6. Rejecting a Call

On the New Calls screen, you may reject a call. If you REJECT a call, you must select a reason. If
the reason is Zip Code Not Covered, Brand Not Covered, or Product Not Covered -- you will be asked
to confirm removal of the rejected zip code, brand, or product from all areas and/or networks in your
profile.

If you don’t check the checkbox a reminder message will appear.

Note: If when Service Requests are emailed to you and you click the REJECT button in the email, a
new window will open with the call screens and Rejected Reasons for you to choose.

Other reject reasons, which are configurable by Network Job Source, don’t update your profile. Only
Zip Code Not Covered, Brand Not Covered, or Product Not Covered reasons update your profile.

e Be sure to choose the correct reason!
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ServicePower will update your information automatically and will direct future dispatches accurately
so you will not continue to receive calls for zip codes, brands, or products you have already declined.

CAUTION: If you reject a call, it is permanently removed from your account, and you cannot recall it

7.2.1.2.7. Schedule

The schedule section is perhaps the most important part of a dispatch.

The Schedule Date and Schedule Period are what the Network Job Source has committed on your
behalf. The consumer is expecting you to be onsite on this date, between these hours.

If you have not provided capacity to the SERVICEDispatch system, then you would only see the
Requested Consumer Date and Consumer Period. Please contact the consumer, in this case, to set
up a specific date and time.

Schedule Date ; 0212472008
Schedﬂe Period : 2:00-17:00
Consumer Date :

Consumer Period :

Group : Lagrange
Tech:

Problem Descrption: Test
Consumer Notes Senvicer Notes

If you cannot make the Scheduled date/period, reschedule the call from within SERVICEDispatch.

7.2.1.2.8. Reschedule Calls

If you must reschedule a call based on the consumer’s preferences, do so from the Reschedule
section. Select the new date and period, as well as the reschedule reason. Rescheduling here
reschedules to your SERVICEDispatch capacity, and provides the Network Job Source with the new
date and period information.
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Reschedule

Schedule Date : 02/24/2009
Schedule Period:  [8:00 - 17:00 ALL DAY |
Group : Im

Reason : |Se|ect j

k Reschedule

Servicer Notes, Consumer Notes, Qualification Questions and Call Status Tracking

7.2.1.2.9. Servicer Notes

You may add notes to SERVICEDispatch, by typing them into the Notes section. Select Internal to
keep the notes in SERVICEDispatch only, or External to make them available to the Network Job
Source.

7.2.1.2.10. Consumer Notes

You may view additional notes sent to you by the Network under consumer notes.

7.2.1.2.11. Qualification Questions

You may view survey questions and answers, if applicable, from the Qualification Questions section.
This isn’'t used by many Networks today.

7.2.1.2.12. Call Status Tracking

This section allows you to view the progression of statuses for a call.

Servicer Notes

Notes
m @ Internal © External
Qualification Questions

Call Status Tracking

OPEN 02/23/2009 12:41:27 EST 9999
ACCEPTED 02/24/2009 00:08:24 EST FSSTEST
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7.2.1.2.13. Complete or Complete and Submit a

Claim
Completion Date .

Complete & Submit

If the Network Job Source is using SERVICECIaims to manage their claim filing process, use the
Submit option on Call Details. The claim form will then be pre-populated with these details.

If the call status has not yet been marked as Complete, use the Complete & Submit button in the next
step to submit your claim.

If the call status has been marked as Complete, use the Submit button to submit your claim.

CAUTION: If you click Complete, you cannot reopen the call. Completed calls can only be
Submitted.

In the following step, if you click Submit, the call is automatically changed to Complete, and then
Submitted as a claim.

You cannot reopen calls that have been Completed. You cannot view calls that have been
Submitted.

When you are ready to submit your claim, from the Call Details page, scroll down to the Completion
section, and click Complete and Submit.

The Claims Entry form page appears.

A claim should only be submitted when a repair is complete.

You must provide all necessary information on this form before it will be accepted.
The system will prompt you for missing or incorrect information.

Click the question mark icons for more information.
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7.3. Yellow Page Calls
YP or yellow page calls are dispatches sent to you directly from ServicePower.
YP calls used to appear in a separate menu item (below).
SERVICE 3 2 W -
rak M % ¢ E

Main Service Calls 1y LOVErago Mainienance Reporis Claims Liwe Chat Help Logout

Incomipleie Calls Yellow Page Calls Completed Calls Request Call Authorization schedule Search Calls Add Calls.

Hew Calls

However, now ServicePower sends those jobs directly to you as a New Call that you must accept or
reject as any other call within the application.

Each job will contain possibly different Terms and Conditions. Please review and accept them while
accepting the call.

All YP calls still must be accepted within 24 hours or the calls will be sent to another provider.
Additionally, you must update the status of all calls as well as file claims within 30 days of receiving
the call.

7.3.1.  YP Profile

Review your zip coverage, as well as brands, products, OEM authorizations and skills at
www.servicepower.com. Your profile must be updated in order to maximize the number of calls you
receive.

Note: Be sure the zips listed in your coverage areas are only zip codes you service for no additional
mileage.

7.4. Completed Calls

Calls which you have designated as Completed are listed on this page.

From a completed call, you can submit a claim.

Note: once you click complete, you cannot reopen the call for further action.
Claims can be automatically submitted for those networks using SERVICECIaims.
You may click on any Call Number to see the details of that call.
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y K-
I'.‘

Contact s
Search Calls

Main Service Calls Wy Coversge Mairtenance Reports Clasms
Hew Calls RGN T Al Weldlow Page Calls Reguest Call Authorizstion

SERVICE }J

© cats

® You hawe completed 200 callis) iil
® To o the lig by a eolumn, elick on thie colurnn hisager

© service on * | Statu Consumer Zip Code
MO

Prob
LIGHT WILL NOT TUR

Source | [ uct

ZE186  DEMO

Fefngarator 07262008 Completed B Dillian B4303- 555y

2184 DEMO Refigerator TEST O7I252008 Completed  Wolfe Vom Habman Haus 40233- E0H221234
ZE182 DEMO Fedngarator TEST 0Tt Trz00e Completed  ‘Wolfe Vem Hamman Haus 10431- (5022331234

131 DEMO Flasma Ty TEST HELLD OO 00E compleked  Smith Chris 4022 S0DE551212
ZB177 DEMO Dishwasher TEST CALL DE2472008 Completed  James Rushon 40223- [5023444-4349
28176  DEMO Refrigarator  TST Q6232008 Completed  Wolfe Yom Hatman Haus 40031- (S0B2EE1234
ZE170 DEMO Fefrigerator TEET 06 172008 Campleted  Simon Cooper 21401- (S0ZT18-1784
ZB111 DEMO Feingarator TEST 06t 12008 Completed  Simaon Cooper F1401- [S0271 81784
28151 DEMO Cudoar Giil WORTWORK QEMSZ00E Compleled  James Rushion 2626 (F14)428-0010
ZE163 DEMO Fedngarator TEST O52EZ008 Completed  Siman Cooper 1401- (5027181784
28161  DEMO Refigaralor  TEET 052372008 Compleled  Simon Cooper 21401+ E0T181784
ZB158 DEMO Refrigarator TEST Q222008 Completed  Siman Cooper 21401- (S0Z718-1784
£8156  DEMO Refrgarator  TEST 057222008 Completed  Simaon Coopar Had1- (5027181704
1297 SERVICE NET Plasma Tw TEST 0471 SI2008 Complihed lennifar B 40031 E0D5551212
1365 SERVICE NET Flasma Tw TEST 041 52008 Completed  Jenniffer Brait 40031 (502)565-1212

M 412345678310 P GoTo of 14 P

Click on a column heading to re-sort all calls in ascending or descending order.

Hold your mouse over a call number to see a pop-up window listing the Brand, Repair Type, and
Create Data.

Click on a call number to see the Calls Details screen.

Click on Submit Claims to file the claim. —
http:/ffss.service power.com - Download Optio... E“E

Download Options

Click on the Excel icon at the top right of the screen to

export the data shown on this screen to an Excel
. [v Brand v Praduct
SpreadSheet flle' v Model Mo, [V Serial Mo.
' H v Install Date v Contract#
You are prompted to select which details to download. - it
W Consumer First Name v Consumer Last Mame
v Home Phane v Woark Phane
v Cell Fhone v Consumer Req Period
v Consumer Reg Date [v Address
v State W County
¥ City ¥ ZipCode

Call Details

v Problem Desc ¥ Call Type

v Call Taken v Repeat Call

v Co-Pay v Group

v Tech v Status

v Updated By v Updated On

[v Servicer Motes v Consumer Motes
v Qualification Questions [ Location

[~ SelectAl

Download Cancel
b

:&1 Done # Internet
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7.5. Request Call Authorization

Use this feature to request additional labor, parts or mileage for an assigned repair after the initial
evaluation has been completed.

Authorizations should be requested online before continuing a service call—otherwise,
unapproved or unfiled requests may impact whether you are paid the claim amount.

NOTE: Itis very important to view your Request for Authorization after it has been handled by the
Network Job Source to see what amounts have been approved, adjusted or denied.

To create a new authorization request, or to check on an existing request, click Service Calls, then
Request Call Authorization.

The Request List or Create a New Request screen appears.

F—_—:_ ;

SERVICE ;j Aty

Kam Service Calls By Coverage Maintenance L 5 Contact Us Logout
e Calbs Incomplete Calls Yedlow Page Calls Completed Calls Schedule: Search Calls Add Calis

Usar: FE5TEST

s Creale & Mew Reguest
: b
Request List Lt

Manufacturer SERVICE MET-FSSTEST % Call Number Status | A || Search

MNOTE: The approved parts amount is an "estimate”. All final parts are paid based on parts distributor invoice amount plus markup,
—emmeee—-Approved-- - -
y Parts

L J._\..“ ,ﬁﬂ\“.‘\ ¥ L M‘“x\..r'“- - ﬁ""'\..«r'\..f#-w“‘-._~“J*‘m-w.mm "

Select a Network Job Source from the dropdown list, enter the call number if you know it, and click
Search.

To view every authorization request filed, change the drop down box Status choice to All, and click
Search.

The Request Details screen appears.
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SERVICE

Maiy Sarvice Calls @ inite G Rapons Claifme
Hew Calls Incomplele Calle Welhow Paipe

User: FSSTEST Eeqyest List

Request Details i
rifg Claim Mumber 123456

Call St CHMP -&nbspCompleted
Regquest 5ts RE] - Rejected

First Hame JENNIFFER Brand PHILIFS Mew Brand @
Last Mame BREITENSTEIN

Call Number 1248

Product T Pl
Address 123 MAIN s ¥ Flesma
City Li GRANGE Model ASA0OMITES Mew Model @
BEate i Serial Number ASDFASDF Mew Serlal
2ip Code 40031
2 Purchase Date 2/02/05
E-mail
Dealer Hame
Phone 802-888-1212
Cell Phone
work Phone

Added By FSSTEST

r.»..._-h;-’.._.m

- H“\.\....«m-d--&-u-« . ‘W'“‘""—‘"\ 8. J\J""H i ..u-._."""’"_*._.r"w“""'_" !“H:‘h"'

Supply the required information in the boxes provided.
Scroll down to the section labeled Repair Description.

B

Repair Description TEST

Why does this repair require a rate higher than your negotiated rate.

TEST

Job Code ALCP

Estimated time on the job. Hours 1 Minutes 0

Is the product repaired? X Yes Mo

Are the parts in warranty? ¥ Yes No

1s the labor in warranty? ¥ Yes Mo

Are you OEM authorized with the manufacturer of the product to be repaired? X Yes No Days owned by the consumer 1222

Will there be an additional man on the job? X Yes Mo

In your opinion, is it cost effective to perform the repair? X Yes Mo

Do you need to pick up unit and repair in shop? X Yes No

Complete all questions in this section as well as the next small box and then proceed to the 3rd
section of the form PRE-AUTHORIZED AMOUNTS REQUESTED.
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REQUESTED
PRE-AUTHORIZED AMOUNTS REQUESTED TOTAL AUTHORIZED
(Labor includes service call + tiip charge
Labor .00 150.00 + diagnostic fee + completed call labor) UL o0
Parts Nalaoty Part# Description Price Markup Ent 0.00 0.00
0.00 0.00 0.00
0.00 0.00 0.00
0.00 0.00 0.00
0.00 0.00 0.00
0.00 0.00 0.00
0.00 0.00 0.00
Mileage .00 # of miles 50 Rate per Mile 1.00 Distance to Customer 0 [JTETIIN 50.00 0.00
(Do not include mileage in your standard coverage area.)
TOTAL .00 200.00 .00
Added By FSSTEST Added On 6/27/08 13:58 Changed By KPILANSA Changed On 6/27/08 14:02
Approved By KPILANSA Approved On 6/27/08 14,02

to ed A t

Reason for Reject or Chang q

Click Save Changes.
The authorization request is sent for review.
When your authorization has been approved or declined you will receive an emalil directing you back

to this feature for the results.

The Network Job Source will approve, deny or request additional information concerning your
request, so review your requests often.

7.6. Schedule

The Schedule screen allows you to monitor capacity versus load. Capacity is the total number of jobs
you set your company up to receive from all Network Job Sources. Load is the total number of jobs
booked as of now. You may review the individual jobs by clicking the Load hyperlink.

Under Total Calls by Group is shown by each group:
e Capacity—the number of service calls the group can take.
e | oad—the number of assigned or accepted calls.
e Under Total Calls by Time Period is shown by each time period:
e Capacity—the number of service calls the group can take.
e |oad—the number of assigned or accepted calls.

7.6.1. Using the Schedule screen

Click Service Calls, then Schedule. The Schedule screen appears.
Click the down arrow for the Dispatch Office drop down menu, and select a Dispatch Office.
Select a Daily or Weekly schedule.
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Y. B . |
8§ = __._L |
CTE DY 'k — -
SERVICE .
*
g A R 6
Service Calls My Coverage Mainienance Regeorts Claims Contact lis Lopoat
armrnmleia Calle Vellow Page Calis Completed Calls Reguest Call Authorizeiion Search Calls Ruddd Calls
e —
Schedule ‘-
Dispateh OMce * | | LaGrange - Schedule * ! & Daily © Weakly Scheduled O 07/30/2008 @ Refresh

Total number of calls assigned to this dispatch office . 1 Clhck on the number to view them.

Total Calls By Group Total Calls bny Tema Period
b i

Canals Tech [ 0 B00-17:00 LatGrange 18 0
LaGrange 6 1 B:O0i- 1700 SpecialHandsl a 1]
i 0 L] E.00- 1700 Carols Tech 1} o
SpeclalHandel D 1] B:DD-17:00 i o o
=«Prav Page 1 of 1 Nag== 6:00- §:00 LaGranga a 1

E:00- 800 Carols Teth o o

««Fray Page 1 of 1 Mext==

Copmight @ 2008 Senic

Select a calendar date, either by direct input or selection from the calendar icon, and click Refresh.
Click on a link to see appointments and details.

7.7. Search Calls

The Search Calls tab, gives you an advanced search function for finding your calls.
This screen is also available through Service Calls > Search Calls.

7.7.1. Using the Search Calls Screen

From the Main Page, click Service Calls > Search Calls.

SERVICE

KMain Service Calls My Couver age 5.} Reports Claiims
MHew Calls i = al g Reequee-si Call Authorization

The Advanced Call Search page appears.
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SERVICE

Ry Cowerage £ Clalims
Hurvey Hesults
Advanced Call Search .

Call No Confrall# Consumer Name
Home Phone Wark Phomng Cell Phipng
FS5 Call Attributes
Metirk Select ~ Warranty Type Salect > Bendce Type Selack b
Stahis Salect w  Digpalch OMce | Salact v Zip Code
Call Dates
Search calls | --select date type--

This is the same page that is available under Reports.
Select applicable search field and click Search.

LRVYICH

Service Calls My Coverage Maintenance Reports Claims
Metrics Survey Results

Advanced Call Search
Call & Consumer Info
Call Mo Contract# Consumer Mame

Home Fhone ‘Wiork Phone Cell Phone

F58 Call Attributes

Metwiork Select b Wiarranty Type Select v seniceType | Select v
Status [Ealact ~ | Dispatch Office [Select v Zip Code
Call Dates

Bearchealls | --select date type— ¥

, . x
The search results are displayed on screen or can be downloaded via Excel :
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SERVICE ;
RV ¥

kl.!ain Service Calls My Coverage Maintenance Claims Live Chat
Metrics Survey Results

Advanced Call Search
Call & Consumer Info

Call Mo Caontract# Consumer Mame

Home Phaone Waork Phone Cell Phone

F55 Call Attributes

Network [select = Warrany Type | Select x| seniceType  [Select =
Status |select | DispatchOffice  [Select x| Zipcode
Call Dates
Search calls |assigned to you j Ibetween 2 dates. j - Between 04/02/2009 And 04/10/2009
# Your search returned 1 page(s) having total 3 call(s).

# You can download the all 3 calls with details on a spreadsheet. Click on the green icon above the list.

DEMO Refrigerator NO POWER TO THE UNIT 04/10/2009 Open 92626
DEMO Refrigerator TEST 04/10/2009 Open 40223
23278 DEMO Refrigerator BROKEN DOOR 04/07/2009 Completad Blake Dillian 94202 (650)555-5555
4 41 P MW GoTo of1 P

Copyright ® 2008 ServicePower, All rights reserved. Home Privacy Policy

Clicking on the Call No hyper link will take you to the Call Details for each job.

7.8. Add Calls

Add Calls allows you to add your own calls into SERVICEDispatch. This helps you consolidate all the
information about your daily work in one place.

After evaluating your profile (Capacity, Load, Exceptions etc.), SERVICEDispatch will return a list of
available appointments from your schedule.

Click Service Calls > Add Calls. The Add a Call screen appears. Red asterisks (*) indicate required
information.
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SERVICE ;; N

Main Wty Coverage Mairtenasnoes eports Claims Contact
Hew Calls Y=o Pane Calls Completed Calls Request Call Suthorizstion Schedube Search Calls

fudd & Call

#® This funchonality alloees you to add your own calls into FSS. Adding your own calls in FSS helps to wou consolidate all the informaton about yourdailyss Tane place.

& After evalualing vour profile (Capacity, Load, Exceplions @16, FSE will r#lum 3 aailable appoirtments Sarm vour schedule

Step 1 - Enfer Customer and Product details,
Consumer Information

Firsi Marme~ Last Mama*

Address Line 17 Address Line 27

it Btata* Select Ly
Zip Code”

Prane* wWorkPhona Exin

Email

Product Information

Praduct® “ Brang* Select »
Wamanty infermation™ - Serice Requested” Salect by
Maodel Na Sarlal Na

PO Hurnber

Call mformation

Earligst Date” 07/30/2008 [ml
Problerm Descripton®

Addilional Comments

Search For Appolntments

Enter all necessary information and click Search For Appointments.
The Select an Appointment Slot screen appears.

L= ‘_ . -
SERVICE - % '
LG 20, S
Main Servoe Calis My Coversge Pairbenance L Claims Contact lis

Hew Calis incompiete Calls Vellow Page Calls Completed Calls | O i i d Gearch Calls
Rt & Call

® Aftar going through your profile, we have found following =lots awailabia far this job.

Step 2 . Select An Appointrment Shot.

Dispatch OFfice GRoUp Na
CENTEX CEMTEX Daparzoog B8:00-17:00
CENTEX CEMTEX DeaE2008 2:00-17.00
CENTEX CENTEX 08082002 .00 1700
CENTEX CENTEX DEATr2008 8:00-17:00
CENTEX CENTEX DBEiDE2008 B:00-17:00
CENTEX CEMTEX D008 2:00-17:00
CENTEX CENTER 08 02002 .00~ 17:00
CENTEX CENTEX DN 112008 8:00-17:00
CENTEX CEMTEX D8N 212008 2:00-17:00
CENTEX CENTEX B4 3r2003 2:00- 1700
CENTEX CENTEX OB 472008 9:00-17:00
CENTEX CEMTEX DEN S/2008 8:00-17:00

Use the radio buttons on the right to select an appointment time and click Book.
_Or_
Click Back to return to the Add a Call screen without setting any appointment.
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8. My Coverage

The ServicePower system facilitates a close working relationship between service providers and
participating Network Job Sources. Through this system you and the service networks you serve can
collaborate so that service calls placed by consumers are handled in the most efficient manner
possible.

Be sure to update this information as your coverage changes to help ensure that the calls you are
sent are the calls you should receive!

Be sure to notice your Servicer Type. This determines how call centers present your appointments
to customers.

You as the service provider can specify which areas, dates, and times are best for you to respond to
service calls.

e (Click on My Coverage. The Network Coverage screen with a series of five sub-tabs appears:

Ny F.h 4
SERVICE } 5 SN
m AU NR .
Main Service Calls FMaintenance Reporis Claams Contact Uis Logout
Brand Cowerage Product Coverage Zip Coversge

Network Coverage

® This page shows your relationship with aur paner Serce Metwork(s)
= Tha fzcount i displaved sgainst each nebwosk below is used by the network bo dispalch calls to you
#® Tha meaning of Active, Eligibla and Avaslable is explained below.

Aclve ALCOUNt stabus given by the netwirk, Svailable and Eligible are valid anly irActive = YES
Byailable Mebwork considers that fis account pravides offers with fived date and time

Eligible Mabwork considers his account aligible for receiving calls without foed dale and tire

® Your Type datermines how call cantars present your agpainiments 10 cuslomens

Theee Senvicar Types exlsts n FES-

1 The call canter vwill offer date and lime appointments based on your awailable openings
22 ¥ou will manually Tollove up with @2 customer o schedule an appointment
21 The call canter will manually contact you based on their inermal process
(Mote: Type 3 and 2 ey be rested the same by some call centers)

Be sure to notice your
Servicer Type.

Currently, you are setup as Type- 1 : Offers Date and Time Apgointments:
To upgrade your Banicer Type pledsa call on 1-866-509- 2467 and choosa Oplion 2

Metmork Mame Phone Account Id Artive Available Eligible
DEMD LEX Tas Yes Yes
DYSON Ooono0a000 DYEONTEST bl Yes s
DEMO FESTEST a3 by Yes

SERMICE NET O00po0o000 Mo Yes ‘fes

LA CORNLUE 0ooDoaonan FSETEST Yes Yes Vs

Click on each sub-tab or the links below to learn more:
e Network Coverage
e Industry Coverage
e Brand Coverage
e Product Coverage
e Zip Coverage
e Network Coverage
Note: Network coverage items are profile items that tend to apply to your whole company.
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Network coverage displays your servicer type. They are as follows:

e Type 1: The call center will offer date and time appointments based on your available
openings.

e Type 2: You will manually follow up with the customer to schedule an appointment.
e Type 3: The call center will manually contact you based on their internal process.
(Note: Type 3 and 2 may be treated the same by some call centers)

You may now change your servicer type via the Profile Wizard.

The screen displays the networks to which you are linked. It also displays your status with the
network. Contact the network to change your status.

8.1. Industry Coverage

Brands and products are set up at the industry level in SERVICEDispatch today. So, in order to add
brands and products you must select the industries in which you work. Click Add Industry to add a
new industry.

SERVJCE } 2 A
RS

Main Service Calls Maintenance Reports Claims Live Chat Help Logout
Network Coverage Brand Coverage Product Coverage Zip Coverage

Industry Coverage

#» Here you define the industries in which you operate.

» You will be allowed to add only those Brands and Products to your coverage which belong to these industries.

#» Please selectindustries carefully as this, along with Brands and Products, tells FS5S about the kind of calls you want to receive from our partner Service Networks.
« MNOTE-You can control the number of calls per industry by setting up Groups and Techs appropriately. Go to Maintenance and click on Groups/Techs.

COMPUTER PRODUCTS O
CONSUMER ELECTRONICS O
MAJOR APPLIANCES |
OFFICE EQUIPMENT O

Add Industry

8.2. Brand Coverage

Set up the brands you cover, by industry. Indicate for which you are manufacturer authorized.
Click Add Brand add a new brand to your profile.
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SERVICE

% G
Main Service Calls My Coverage Maintenance Reports Claims Switch Back User Contact Us Help Logout

Network Coverage Industry Coverage Product Coverage Zip Coverage
Brand Coverage | Brand Metwork Approval(s) | Manage Brand Profile By Metwork

Here you define the brands on which you would like to work.

Service MNetworks can assign calls for only these brands.

Select an industry and add brands for that industry. (To add more industries go to Industry Coverage)

MOTE - You can control the number of calls per brand by setting up Groups and Techs appropriately. Go to Maintenance and click on Groupsi/Techs.

Industry * |select |
Brand Description Warranty Authorized Oem Acct Code

Mo Records Found.

Add Brand

Once you’ve selected an industry from the drop down list, you may add or delete brands or manage
Network Approvals or Brand Profiles by Network.

SERVICE } A

Main Service Calls My Coverage Maintenance Reports Claims Switch Back User Contact Us Help Logout
Network Coverage Industry Coverage Product Coverage Zip Coverage
Brand Coverage | Brand Metwork Approvalisy | Manage Brand Profile By MNetwork

Here you define the brands on which you would like to work.

Service Networks can assign calls for only these brands.

Select an industry and add brands for that industry. (To add more industries go to Industry Coverage)

MNOTE - You can control the number of calls per brand by sefting up Groups and Techs appropriately. Go to Maintenance and click on GroupsiTechs.

Industry * [MAIOR APPLIANCES =l
[__Edit | Brand Description _____|Warranty Authorized| ______Oem AcctCode ______| Delete |
r GENERAL ELECTRIC [ r

Updat » Add Brand
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8.2.1. Add Brand

To add a brand to your master profile, click the Add Brand button and select from the pop up list.
Click Save when complete.

=1m1x)

-

httpR{fssqa‘sarvicenower.com:40223IFSSSISvcrErandMapActiun.da?mathod=\oadSvcrErandMapAddScrewj
=l

Add Brand
Industry : MAJOR APPLIANCES

» Selecta brand, if available, enter the OEM Account Code and click on 'Save’ button.
# To add more than one brand at a time click on ‘Add’ button and select again.

» Toremove a brand click 'Cancel’ button
rralz Oem Acct Code

L]
pore [T @ meme [0 -

Or click Edit from the main brands page to delete a brand.

NOTE: if you add a brand here, or want to manage a previously added brand, you must do so via
Brand Profile by Network.

8.2.2. Brand Network Approvals

This new functionality allows you to view and manage brand coverage requests by networks. Each
brand is displayed by status based upon the network’s/your action. Status is defined at the told of the
page.

Any network making a coverage request is highlighted in the middle of the page.

If you choose to approve a brand coverage request, you may also choose the network to which you
offer coverage. Simply select the brand, and choose which network to whom to offer the coverage,
below. Click Accept Additions.

Likewise, you may select the brand and click Reject Additions to decline coverage.
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SERVICE o i

Main Service Calls My Coverage Maintenance Reports Claims Switch Back User Contact Us Help Logout
Network Coverage Industry Coverage Product Coverage Zip Coverage

Brand Coverage | Brand Neluoriediiiag

s 2 networlgQave added Brands to your profile. Pleagghteview

# You can accep Shaehibe chonocc ool Bhietwork(s)to your profile

o [ indicates thatthe Brand code addition has not been approved by the netwark, yet. [NETWORK MUST APPROVE]
« [ indicates thatthe network wants you to cover this Brand cede and needs your approval. [NETWORK ADDITION]
« [ indicates thatthe you already cover this Brand code for the netwark [COVERED]

o [ indicates that you do not want to cover this Brand code for the network [EXCLUDED]

Select 2 network | DEMO - FSSTEST = (Network(s) which updated your Brand profile )

B select Industry m Servicer Updated On Network Updated On
. 1A

SHOPMATE M COVERED 061512009

Do you want also to covr the selected Brand codes for other networks? Please select the network(s).
" Allnetworks

[T DYSON -DYSONTEST

[T ARINC MANAGED [FERVICES - FSSTEST
[T LACORNUE - FSJTEST

[T SERVICE NET - FSTEST
-
-
-

o

DEMO - LEX
SERVICE MET LL{Ql - FSSTEST

KPI-FSSTEST
Mote - If you ‘Reject Addiffons’, selected Brand code(s) will be also be excluded for other selected networks.

‘ Accept Additions I Reject Additions

8.2.3. Brand Profile by Network

This new functionality allows you to manage a brand that you added or deleted via Brand Coverage,
and consequently choose for which networks you want the change to affect.

Each brand is displayed by status based upon the network’s/your action. Status is defined at the top
of the page.

The Pre-Approval Flag for each network may be set in the middle of the page. Select brand and yes
or no to automatically accept any changes the network requests.

ﬂ; ServicePower - Field Service Solutions - Windows Internet Explorer i =] |

-

http: /ifssqa. servicepawer. com: 40223)F555/UpdateFlags. do?method=loadMbwkFlagstmemberld=68067&networkMName=DYS0OM - DYSOI\j
[~

ViewiUpdate Pre-Approval Flags for DYSON - DYSONTEST

Profile Update Flags
You can pre-approve updates by the DYSON - DYSONTEST to your profile. Please indicate the type of changes you
want to pre-approve for this network.

Zipcode Coverage INo ~| Brand Coverage IYes vl Product Coverage |Yes =
Update

[
|Done l_ l_ l_ ’_ l_ l_ |@ Internet | H100% - o

If you choose to add a network to brand coverage, simply select the brand, and choose which
network to whom to offer the coverage. Click Add Brand.

Likewise, you may select the brand and the network for whom you no longer which to offer brand
coverage by clicking Delete Brand.
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Main Service Calls My Coverage Maintenance Reports Claims Switch Back User Contact Us Help Logout
Hetwork Coverage Industry Coverage Product Coverage Zip Coverage

Brand Coverage | Brand MNetwork Approvalis) | Manage Brand Profile By Network

[s] for DYSON - DYSONTEST.

indicates that the Brand co dition has not been approved by the network, yet. [NETWORK MUST AFPROVE]
« [ indicates that the you already coylr this Brand code for the network [COVERED]

[ 1 indicates that you do nojus cover this Brand code for the network. [EXCLUDED]

ork do not want to cover this Brand code. [NETWORK EXCLUDED]

Select a netwaork ]DYSDN - DYSONITEST =l selerta lndustryl MA 'i View/Update Pre-Approval Flags for OIYSON - DYSONTEST

Brand(s) covered for DYSOMN - DYSONTEST

L B scca | e | brnobescupton | Staus | ervcor Updstadon | etwork upasteaon |
| DAC DACOR COVERED
| MAY MAYTAG COVERED
- AMA AMANA COVERED
O JEM JEMMN-AIR COVERED
| WHP WHIRLPOOL COVERED
| KIT KITCHEM AIDE COVERED
o GEC GENERAL ELECTRIC COVERED
| ELC GEMNERIC ELECTRICAL COVERED

Do you want to copy this setup for other networks? If yes, then please select the netwark(s).
All networks listed below.

ARINC MANAGED SERVICES - FSSTEST

LA CORMUE - FSSTEST

SERVICE NET - FSSTEST

DEMO - LEX

SERVICE NET LLC - FSSTEST

KPI-FSSTEST

DEMO - FSSTEST
Mote - If you 'Remove Brands', selected Brand(s) will be also be excluded for other selected networks.

C Add Brands

ServicePower, All rights reserved. Home Privacy Policy

[ T R B A R

Remove Brands

Copyright @ 2008

8.3. Product Coverage

Set up the Products you cover, by industry.

Click Add Product to add a new Product to your profile.

Confidential and Proprietary. Property of ServicePower, Inc. April 2010



SERVICE

Main Service Calls My Coverage Maintenance Reports Claims Switch Back User
Network Coverage Industry Coverage Brand Coverage

Product Coverage | Product Metwork Approval(s) | Manage Product Profile By Netwaork

Here you define the brands on which you would like to work.

Semvice MNetworks can assign calls for only these brands.

Select an industry and add brands for that industry. (To add more industries go to Industry Coverage)

NOTE - You can control the number of calls per brand by setting up Groups and Techs appropriately. Go to Maintenance and click on Groups/Techs.

Industry * [MAIOR APPLIANCES =l
OUTDOOR GRILL r

Add Product

Once you’ve selected an industry from the drop down list, you may add or delete Products or manage
Network Approvals or Product Profiles by Network.
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SERVICE ® e —
RV STRY - .

1 Wi
Main Service Calls My Coverage Maintenance Reports Claims Switch Back User Contact Us Help Logout
Network Coverage Industry Coverage Brand Coverage Zip Coverage

Product Coverage | ProductMetwork Approvalis) | Manage Product Profile By Network

Here you define the brands on which you would like to work.

Service Networks can assign calls for only these brands.

Select an industry and add brands for that industry. (To add more industries go to Industry Coverage)

MOTE - You can control the number of calls per brand by setting up Groups and Techs appropriately. Go to Maintenance and click on GroupsiTechs.

Industry * [MAJOR APPLIANCES =l
OUTDOOR GRILL r

Add Product

Update

8.3.1. Add Product

To add a Product to your master profile, click the Add Product button and select from the pop up list.
Click Save when complete.

/2 ServicePower - Field Service Solutions - Windows Ink =100] x|
-
http:,I’,I’Fssqa.servicepower.com:40223,|’FSSS,I’SvchroductMapP.ction.do?method=load.ﬁ.ddProducj

= |-

Add Product

Industry : MAJOR APPLIANCES

+ Select a brand, if available, enter the OEM Account Code and click on "Save’
button.

» To add more than one brand at a time click on "Add’ button and select again.
« Toremove a brand click ‘Cancel” button.

Product Description
ICommerciaI Hand Dryer 'l

Save m Cancel

-
pore [ [ [ [ [ | | mtemet [®iw - 4

Or click Edit from the main Products page to delete a Product.
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NOTE: if you add a Product here, or want to manage a previously added Product, you must do so via
Product Profile by Network.

8.3.2. Product Network Approvals

This new functionality allows you to view and manage Product coverage requests by networks. Each
Product is displayed by status based upon the network’s/your action. Status is defined at the told of
the page.

Any network making a coverage request is highlighted in the middle of the page.

If you choose to approve a Product coverage request, you may also choose the network to which you
offer coverage. Simply select the Product, and choose which network to whom to offer the coverage,
below. Click Accept Additions.

Likewise, you may select the Product and click Reject Additions to decline coverage.

SERVICE

Service Calls My Coverage Maintenance Reports Claims Switch Back User Contact Us Help Logout
Network Coverage Industry Coverage Brand Coverage Zip Coverage

Product Coverage | Product Network Approval{s} | Manage Product Profile By Network

3 networks have aclclecl Products to your profile. Please review them.

You can g s a0 by the network(s)to your profile.

[ infigtes that the Product cogeMdition has not been approved by the network, yet. [NETWORK MUST APPROVE]
[ indicates ThaTITETETN o wants you to cover this Product code and needs your approval [NETWORK ADDITION]
[ indicates that the you already cover this Product code for the network [COVERED]

[ indicates that you do notwant to cover this Product code for the network [EXCLUDED]

Select a network [DEMQ - LEX ;[ (Metworkis) which updated vour Product profile )
DEMO
| seea | et [ st | senvicerbpdntedon | HetvorkUpdnted 00
DISHWASHER COVERED 04/29/2009
l_ OUTDOOR GRILL COVERED 04/29/2009

Do you want alse to dover the selected Product codes for other networks? Please select the network(s).
[T All networks lisfed below.
[T DYSOM-DYSONTEST

[T DEMO-FSSTERT
Note - If you 'Reject Agditions’, selected Product code(s) will be also be excluded for other selected networks.

Mecept Additions Reject Additions

Copyright & 2008 ServicePower, All rights resenved. Home  Privacy Policy

8.3.3. Product Profile by Network

This new functionality allows you to manage a Product that you added or deleted via Product
Coverage, and consequently choose for which networks you want the change to affect.
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Each Product is displayed by status based upon the network’s/your action. Status is defined at the
top of the page.

The Pre-Approval Flag for each network may be set in the middle of the page. Select Product and
yes or no to automatically accept any changes the network requests.

ﬂ" ServicePower - Field Service Solutions - Windows Internet Explorer o [l 4]
£ | http:f{172.16,21, 130¢2080/F55_GENS UpdateFlags, do?method=loadhtwkFlagstmemberId=68067 &natworkName=0YS0M - D\"SONTESTﬂ
View/Update Pre-Approval Flags for DY SON - DYSONTEST

Profile Update Flags

You can pre-approve updates by the DY3OMN - DYSOMNTEST to your profile. Please indicate the type of changes you

want to pre-approve for this network.

Zipcode Coverage IYes vl Brand Coverage INo vl Product Coverage IYes 'l
Update

[pore [ [ [ [émteme: [*®100% - 4

If you choose to add a network to Product coverage, simply select the Product, and choose which
network to whom to offer the coverage. Click Add Product.

Likewise, you may select the Product and the network for whom you no longer which to offer Product
coverage by clicking Remove Product.

SERVICE

My Coverage Maintenance Reports Claims Switch Back User

Main Service Calls
Industry Coverage Brand Coverage

Network Coverage

'roduct Coverage | Product Network Approvalis) | Manage Product Profile By Network

e You agreed to cover 2 Product(s) for DYSON - DYSONTEST.

indicates that the Produ dition has not been approved by the netwaork, yet. [NETWORK MUST APPROVE]
o [ indicates thatthe you already cover §yis Product code for the network [COVERED]

EEE |nd|cates that you do not want f er this Product code for the network [EXCLUDED]

iRl 01 want to cover this Product code. [NETWORK EXCLUDED]

Select a network l[ﬁl\r‘gi:if'd - D‘r‘SDNTEST_:] Selecta ]ndugtryl P "I View/Updale Pre-fpproval Flags for DYSON - DYSONTEST

Product(s) covered for DYSON - DYSONTEST

W sSelect Product Product Description Servicer Updated On Network Updated On

PERSOMAL COMPUTER COVERED
l_ PRNT BW INK JET PRINTER COVERED

Dd you want to copy this getup for other networks? If yes, then please select the networkis).
I'| Al networks listed felow.

| DEMO-LEX
'

DEMO - FSSTEST
Molg-Tyon merve g

lucts’, selected Product(s) will be also be excluded for other selected networks.

Confidential and Proprietary. Property of ServicePower, Inc. April 2010
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8.4. Zip Coverage

SERVICEDispatch now provides servicers, receiving jobs via the web portal, the ability to manage zip
codes by Network. That is, a specific zip code can be made available for one or many network’s use.
In the past, all zip codes were available to all networks. Now you can segregate zips by network.

Click the My Coverage Menu, then the Zip Coverage menu, to review and manipulate zip codes.

8.4.1. Zip Coverage Set Up

You may now manage zip codes at the network level. That is, you can choose to run certain zip
codes for one (many) network (s) or not.

8.4.1.1. Zip Code Statuses

Generally, colors are used to identify the current status of a zip code. The status colors indicate the
following:

Yellow ( ): The network must approve your zip code addition for coverage of its own calls.

Brown (“): The network wants you to cover a specific zip code. Your approval is needed before it
is added to your Area Coverage.

Green () The network has approved your coverage of a specific zip code.
Orange ( ) You've declined to cover a zip code for a network.

Light Blue ( ): You need to assign an area to the zip code for the network

SERVICE ; &3
QY &

Main Service Calls My Coverage Maintenance Reports Claims Live Chat
Network Coverage Industry Coverage Brand Coverage Product Coverage

Zip Coverage

e Mo changes were made to your zip profile by any netwrok.

« Tomanage you zip profile per network click on ‘Manage Zip Profile’.

« [ indicates that the zip code addition has not been approved by the network, yet. [NETWORK MUST APPROVE]
« [ indicates that the network wants you to cover this zip code and needs your approval [NETWORK ADDITION]
« [ indicates that the you already cover this zip code for the network [COVERED]

« [ indicates that you do notwant to cover this zip code for the network [EXCLUDED]

« [ indicates that you have to add the a 1 dotontloogatian TIECL Bl ol Ll

Manage Zip Profile By Network

8.4.1.2. Manage Zip Profile by Network

Click on Manage Zip Profile by Network to set up network preferences.
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SERV[Czoqu.’?‘
FIELD SERVICE SOLUTIONS

Main Maintenance

Brand Coverage

Service Calls
Network Coverage

Reports

ave not been approved by DEMO yet

[ indicates that the you already cover this zip code for the network [COVERED]
[ indicates that you do notwant to cover this zip cadewnf [ExC] UDED]

Select a network IDEMO Tl selecta State I KY bl

Zip code(s) covered for DEMO

ViewilUpdate Pre-Appraval Flags for DEMO

|| 40221 LOUISVILLE, JEFFERSON, KY LAGRANGE COVERED
m| 40222 LOUISVILLE, JEFFERSON, KY LAGRANGE COVERED
m| 40223 LOUISVILLE, JEFFERSON, KY LAGRANGE COVERED
(| 40224 LOUISVILLE, JEFFERSON, KY NETWORK MUST APPROVE
r 40225 LOUISVILLE, JEFFERSON, KY LAGRANGE COVERED
|| 40228 LOUISVILLE, JEFFERSON, KY LAGRANGE COVERED

Do you want to copy this setup for other networks? If yes, then please select the network(s)
[T &l networks listed below.

[T pyson

MNote - If you 'Remave Zips', selected zip

e(s) will be also be exclud other selected networks

Selectthe area to which the selected zips should be assigned.”

ISeIect j

Search & Add Zips [5ac

Copyright & 2005 SenicePower Field Service Solutions, All rights reserved

[y

.
. o

« [ indicates thatthe zip cods addition has nat been approved by the network, yet. [NETWORK MUST APPROVE]
.

.

Claims Contact Us

Product Coverage

/2 ServicePower - Field Service Solutions - Windows Inter.. * Explorer — (ol x|
& | http: | [Fssdev. servicepower .com|F553/UpdateFlags. do?met hod=loadH RgnstmemberTd=329278networkhame=DEMO =l
=

View/Update Pre-Approval Flags for null

Profile Update Flags
You can pre-approve updates by the null te vour profile. Please indicate the type of changes you wantto pre-appre
for this network:

Zipcode Coverage vl

‘Done

|

F T TS @ mermet

ST

Click on the VIEW/Update Pre-Approval Flags (the selected network) button. The screen allows you
to set a preapproval flag by network. For instance, if you choose to allow GE to add any zip code
your profile, without your preview, then select Yes from the Zip Coverage drop down box. If yol want

to review all additions by the network, select No. You

will have to review each zip code prior to it

being added to your profile. Click Update to save your changes.

Confidential and Proprietary. Property of ServicePower, Inc.
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8.4.1.3. Adding/Deleting Zip Codes

The next section of the screen displays zip codes for the selected network and state, with their
corresponding statuses. It also allows you to search and add or delete zip codes from a single or

multiple networks.

SERVIC 20106?’
FIELD SERVICE SOLUTIONS

Main Service Calls

Network Coverage

Contact Us
Product Coverage

Maintenance Reports

Brand Coverage

Zip Profile Management By Network

+ You agreed to cover 2 zip codels) for DEMC and refused senvicing 1 zip code(s).

« 1zip le(s) adde u have not been approved by DEMD yet

+ [ indicates thatthe zip code addition has not been approved by the network, yet. [NETWORK MUST APFROVE]
o [ indicates thatthe you already cover this zip code for the network [COVERED]

o [EE £ you do notwant to cover this zi the network [EXCLUDED]

e Staus servicer updoted on | etwork updated on |

C 40031 LA GRANGE, OLDHANM, KY TEST2 NETWORK MUST APPROVE
o 40207 LOUISVILLE, JEFFERSON, KY TEST EXCLUDED

C 40208 LOUISVILLE, JEFFERSON, KY TEST COVERED

L] 40209 LOUISVILLE, JEFFERSON, KY TEST COVERED

Do you want to copy this setup for other networks? If yes, then please selectthe networkis)

l- All networks listed below

C Dvson
Mote - Ifyou 'Remove Zips', selected zip code(s) will be also be excluded for other selected networks.
Selectthe area to which the selected zips should be assigned.”

ILaGrange - TEST2 'l

Soarch & Add Zipe }m

Copyright @ 2005 SenicePower Field Service Solutions, All rights reserved.

Home Privacy Policy

¥

Product Coverage

Contact Us

‘PROVE]

0 o [ o[

| -

[®100% -

|’ €D mtermet

-]

Done ’_'_’_’_’_mlg Internet

8.4.1.4. Search and Add Zips

To add a zip code to your profile, click Search
& Add Zips. The screen allows you to search
for a zip code by various geographical

SERVIC zower
S IELD. SERVICE SOLUTIONS

ESE

elements.

Check the appropriate zip codes to add {rom
the results returned, determine whether jo
apply the addition to other networks, selé¢ct
the area to which it is applied and click Add
Zips.

o [T indicates that the you already cover this zip code for the network COVERED]
« [ indicates that you do not wantto cover this zip code for the network [EXCLUDED)

Selecta network |DYSON ¥

Country [UNITED STATES 7.
State [Select ¥ County

ZipCode 40223 Wileage [0

[Soarcn | concor |

] 40223 LOUISVILLE, JEFFERSON, KY

If you have only one Area, the zip will
automatically be added to that area. If you
have multiple areas, you must select the area
to which you want to add the zip code. The

Do you wantto copy this setup for ofher networks? I ves, then please select the network(s)
T All networks listed belaw.
I DEwo
Note - If you Remove Zips', selected zip code(s) will be also be excluded for other selected networks.
Select the area to which the selected zips should be assigned.”
Select x
Select
LaGrange - TEST2
LaGrange - LAG
LaGrange - TEST

Copyright ® 2005 ServicePower Field Service Solutions, Allrights reserved

Confidential and Proprietary. Pr¢
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drop down list includes both active and inactive areas. Choose carefully!

These zip codes must be approved by the network, unless they set your account to pre-approval
status, before you are eligible for calls in that zip code for that network.

8.4.1.5. Remove Zips

To remove (decline) a zip code for a network, check the zip code box and then click the Remove Zips
button.

Selecting a network when prompted by the question “Do you want to copy this setup for other
networks?” allows you to apply the additions or deletions, made above, to other networks, directly
from this page. This step allows you to manage changes to multiple networks from a single screen.

8.4.1.6. Network Additions

The networks may also make changes to the zip codes for which they allow you to cover on their
behalf.

If a network has requested a change to the zip codes you cover for them, those zip codes and their
appropriate statuses will appear on the main Zip Coverage page, as below.

If a new zip code has been added, it appears as brown and the status is “network addition”.

SERVIC 203067’
FIELD SERVICE SOLUTIONS

Main Service Calls Maintenance Reports i .Contact Us
Network Coverage Brand Coverage Product Coverage

Zip Coverage

1 networks have added z
You can accept or reject
Ta manage you zip profile per netwark click on Manage Zip Pr:lf\e

. odes to your profile. Flease review them

.

.

+ [ indicates thatthe zip code addition has not been approved by the network, yet, [NETWORK MUST APFROVE]
.

.

.

s made by the netwark(sito your profile

[ indicates that the network wants you to cover this zip code and needs your approval [NETWORK ADDITICN]
[ indicates thatthe you already cover this zip cede for the network [COVERED]
[ indicates that you do notwant to cover this zip code for the network [EXCLUDED]
Select a network DEMO | (Netwark(s) which updated your zip profile.)
DEMO

40228 LOUISVILLE, JEFFERSON, KY METWORK ADDITICN 01/07/2008

Do you want also to cover the selected zip codes for other networks? Please select the network(s)

™ Al networks listed below.
I Dyson
Mote - If you ‘Reject Additions’, selected zip codel(s) will be also be excluded for other selected networks.

Selectthe area to which the selected zips should be assigned.®

LaGrange - TEST2
Accept Additions Reject Additions Manage Zip Profile By Network

Copyright & 2005 SenicePower Field Service Solutions, All rights reserved Home  Privacy Policy

Done ’_ ’_ ’_ ’_ ’_ m |@ Inkernet "% - g
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To accept the addition, click Accept Addition. Be sure to assign it to an area, if you have more than
one. SERVICEDispatch automatically assigns it to an area if you only have one area.

To reject it, click Reject Addition.

If this acceptance or rejection applies to more than one network, select that network from the drop
down list.

Remember, you can set a specific network for pre-approval of zip code additions by going back to
Manager Zip Profile by Network. This saves time, if you are willing to allow the network to add zips to
your profile. Those additions would only apply to those networks you opt to allow to add zips on your
behalf.

8.4.2. Zip Code Areas

8.4.2.1. Remove Existing Zips from a Network

All existing zip codes set up in Areas prior to this functionality release apply to all networks.
To assign existing zips to specific networks, go to My Coverage, Zip Coverage.

All existing zip codes will appear for each network to which you are linked. To remove zip codes from
a network, de-select the zip code and click Remove.

8.4.2.2. Deleting Zips from Areas

If you remove a zip code from an area, it removes it from all networks to which it was associated.

8.4.2.3. Adding Zips to an Area

Adding zip codes to an area adds the zip to all networks. If you simply wish to add a zip code to a
network only, add it from My Coverage, Zip Coverage, Search and Add Zips. Refer to page 6, above.
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9. Maintenance

The Maintenance tab allows you to create, maintain and manage the details of your office profile as it
relates to accepting and scheduling service calls.

In this section, you specify all of the who, what, when, where, why, and how details of your service

offerings.

Dispatch Office Details

Select Location LaGrange j
Name* : LaGrange

Address

Line1 : 9931 Corporate Campus Dr
City : LOUISVILLE

Zipcode® ; 40223

Contact Information
Contact Person :
Phone™ :

Jenniffer
5027191754

Dispatch Options

V' Email Dispatch Email* :
v Fax Fax*

I wr

¥ Ondine

¥ Mobile

Create Mew Dispatch Office

Click Maintenance.

Description : LaGrange

Line2 : Suite 3500

State : KXY

Country* : USA

Email : h.evans@senicepower.com

h.evans@servicepower.com

4105719330

][ Cancol |

Eight sub-tabs appear under the main navigation bar:

e Profile Header — Defines your business information.

e Dispatch Offices — Defines your dispatch office details.
Edit your dispatch office details or create a new dispatch office.
This page appears by default when you click the Maintenance tab.

e Time Bands — Defines the hours when your services are available, that are offered as
appointment windows to consumers calling the Network Job Sources for service.

Confidential and Proprietary. Property of ServicePower, Inc.

The sections below display the summary of Zipcode
and Groups setup.

Text in red indicates missing links in setup. You
may need to revisitthe Maintenance screens and link
Areas to Groups or Groups to Tech correctly.

Zipcode Setup Summary

Y — ' Total Linked
Zipcodes Groups

CAMNADA 12444 1 =
CAROLS AREA 13 1

CENTEX 44 ]

DEB 0 1
GEMNPCACT 2 1 ;I

Capacity Setup Summary

Total Techs Linked Areas

Carols Tech 1 1
LaGrange 5 5
new 1 1

April 2010




e Groups — Defines the groupings of Skills, (service type, service location and warranty type),
Industries (as well as brand and product exceptions), and Technicians (capacity) you’ve set up
to manage your business.

e Techs — Defines your Technicians and most importantly, their capacity.

e Area Coverage — Defines zip codes you service.

e Exceptions — Zip codes or technician for which you DO NOT provide services.
e Holidays — Days during the year you DO NOT provide services.

9.1. Profile Header

The Profile Header section allows you to define your business information like business address,
billing address phone numbers, and what kinds of service you provide.

Network Job Sources use this data to send service orders, send payments, notify you of important
updates, and contact you whenever necessary.

The system will remind you to review your profile information periodically.
Red asterisks mark fields that you must complete.
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Serece Calla My COVErage BT Reparts Clalmis Contact U8
Dispatch OMbees Time Bands Gronaps Techs Area Cogerage Exceptions

User; FESTEST

7 Last Updated 4/01/08
Ir.'u-tnmer Humber FSSTEST Servicer Type * | Independent | PS5 Userres I
Bus Name* |FSSTEST ACCOUNT Contact Name* JENMIFFER B
Bus Address* |9311 CORPORATE CAMFUE DRI Phone* 5027191784
SUITE 3500 Fax A02-719-7378
City* LOWISVILLE Cell Phone
State’ Kentuchky e E-mail* J BRETEMNSTEMNE@SERVICEPOWER CON
Zip~ 40223 Number of Techs* 10

jspatch Information
E-mall|J BREITENSTEINGESERYICEPOWER COM I

Billing Infarmation

Address 9931 CORFORATE CAMPUS DRI Contact Name JENNIFFER B

SUITE 3500 Phone 502-719-1744
city  |LOLISVILLE Fax 502-719-7774
State | Kentucky v cell Phone
zip 40223 E-mail® J BREITENSTEIN@SERVICEPOWER: COb

other Questions

1. Are you certified for sealed systems repairs?s Mo %
2. Do you service the following types of claims? =
Out of Warranty 'rfes ¥ In Warranty 'res ¥ Service Contract Yoz =
3. Do you provide the following types of service? *
Preventative Maintenance oo ¥ Installation Y25 ¥ Repair tas ¥ sales Mo =

* Raguired Fleld

Save Changes o Changes Requined

Capright @ 2008 Service Power, 80 nghts rasarvad

9.1.1. Define or Edit your Business Profile

Click Maintenance > Profile Header.

Examine the details in all the text box fields.

Change, add, or delete any incorrect information.

After making any changes, click SAVE CHANGES.

If you have made no changes, click NO CHANGES REQUIRED.

If you would like to receive payments via Direct Deposit or EFT (electronic funds transfer) click
SECURE ACCOUNT INFO and provide your banking information. This data is not accessible to

anyone but you and our accounting manager.

9.1.2. Direct Deposit

Confidential and Proprietary. Property of ServicePower, Inc. April 2010



If you would like to have your payments made directly to your bank account via Electronic Funds
Transfer (EFT), use the Profile Header function under the Maintenance tab.

Click Maintenance > Profile Header > Secure Account Info.
The Secure Account Info screen appears:

Secure Account Info

Servicer FSSTEST

Bank Mame b BAM K
Routing Number 083000137
Checking Account Number 999876623

Federal Tax ID or Social Security Number 303943329

Is your service center a Corporation? Yasg W

The information you supplied above will be used only if the
manufacturer supports Electronic Funds Transfers through the
payment processing module at ServicePower.

In order to discontinue Electronic Funds Transfers (EFT) you must
contact our accounting department at 800-377-3678 ext. 3023.

m Close Window

Provide the required information, and click Save.

9.2. Dispatch Offices

This screen allows you to set Dispatch Options for each office. Use the functionality when you have
more than one physical location and wish to allocate work to each differently.

Dispatch Options define how Network Job Sources will communicate dispatches to you.

On the right of the page are summaries of your zip code and group capacity setups. See Groups,
Techs, and Area Coverage to set up your zip code Coverage Areas, Groups, and Techs.

9.2.1. Dispatch Office Details Options

Click Maintenance > Dispatch Offices. The Dispatch Office Details screen appears.
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Ky Cowerage Maint znance Reparts Clalms Contact s

Time Banids Groaps Techs Area Coserage Exceptions
Dispatch OMMice Dt ails
Thie seclions below display the surmary of Ziptode
Select Location LaGrange !

and Groups sehup

Teat in red  Indicates missing links In sefup, You
Hame® : Lal3rangs Description = LadGrange miay need b rewesd the Mainbkenance screens and
link Areas o Groups of Grougs o Tech corecty

Line1 : 383 Corporate Campus Dr Lire2 : Suite 3500 Zipcode Setup Summarny
i |’ 4022 Country” : LIgA
e v CAROLS AREA 41 1 ~
CEMTEX J 0
Contaci Person : Jennifer DEB a g 1
Phone : 5027191764 Ermail : | breltenstein@serdcepower com  LAGRANGE 138 1
PEWY 1 1 a3
Dispatch Options:
N Email Digpalch Emair n.chandrapat@sendcapower cam Capratcity Selip Surmmany
R Fax Fan® 5027197378 Total Techs
I R WR Phone® S027191784 Cargls Tach 1 i
¥ LaGrange L a
~  Dnline e ;
¥ muobile

Copyright @ 2008 Sarvice Powsy, All rights resered

9.2.1.1. To Create a New Dispatch Office:

A Dispatch Office may be set up if your business has separate locations, or you have some other
division of work.

In the lower left corner of the screen, click Create New Dispatch Office. The screen is refreshed with
editable text boxes. Supply necessary information for Dispatch Options.

Click Save.

9.2.1.2. Define Dispatch Options

Dispatch options are the ways in which dispatches are sent to you. Select one or many options.

In the lower left corner of the screen, click one or more of the Dispatch Options check boxes. The
screen is refreshed with editable text boxes.

—Or—

Click Edit to refresh the screen with editable text boxes.

—Or—

Click Cancel to leave the screen without making any changes.
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Dispatch QOptions

¥ Email Dispatch Email* : h.evans@senicepower.com
¥ Fax Fax*: 4105719320

I~ R

W oOndine

W Mobile

9.2.1.2.1. IVR or Mobile

SERVICEDispatch offers an IVR (interactive voice response) dispatch method option that calls a
number you designate whenever you receive a dispatch. You must accept or reject the call upon
receipt. You may also call into it get retrieve call details, update job status or accept or reject a call.

Likewise, SERVICEDispatch offers a Sprint/Nextel mobile application that, when loaded to your cell
phone, dispatches work to you.

Contact ServicePower for more information on either option.
CAUTION: In the next step, only enter phone numbers without dashes.
Supply necessary information for Dispatch Options.

Click Save.

9.3. Time Bands

The Time Bands screen allows you to define when you or your technicians are available to respond to
service calls. Select those time bands that you wish Network Job Sources to commit to consumers on
your behalf.

CAUTION: You are expected to arrive during these time bands when a call is booked against a band.
Networks measure many metrics, including adherence to the booked time bands.

9.3.1. Work Flow Management

Read and consider carefully the definitions of Cut-off Times, Cut-off Hours, and Cut-off Days as you
define your service times. These options allow you to manage the latest time in which a job can be
booked for a particular day.

Click Maintenance, then Time Bands.

The Time Bands screen will appear.
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SERVICE 21 , s M

Main Serwce Calls Ky Couverage Maintenance Heports Contact Us Logout

Profile Header Dispatch Offices Groups Techs Enzeptions ioliday=
Tirme Bands Curf-0iT Tirme:

i | Cut-off Hour/Day |Same Day
Marning a:00-12:00 O A call on Sunday will nod be offered ater 15:00 » Friday - B
Afternoan 1200-17-00 [ A call on Monday will nat be ofered afer 12:00 & Manday w b
All Day 001700 [¢] A rcall an Tuesdsy will nol be offered afer 15:00 & Tuesday  =| Y
Everning 1moo-21:00 O Acall on Wednesday will notbe offered after 15:00 % wednesday » ¥
Earty Morning  6:00-8:00 &) Acallon Thursday will nof be ofiersd after  17:00 & Thursday ~ ¥

Cancal Acallon Friday will notbe offered after 14:00 %/ Friday -y
Acall on Saturday will nod be ofered aftar 15:00 & Friday = N
Timie Period | Hour
Do ot assign calls o the 3001700 pedod are [ater than 15:00 &
Oanol assign calls ta the &00-8:00 persod any laler than 2:00 =

9.4. Groups

Groups are composed of Skills, Industries and Technicians with capacity. Areas are assigned or
linked to Groups as well.

Each group must have at least one Area and one Technician, therefore all new accounts are loaded
with a default Group, Technician (and Area).

Use Groups to define what you do and when your technicians are available.

Notes on Group set up: Oftentimes, many servicer simply use the default group, area, and
technicians to operate their businesses. However, if your business requires segregating or grouping
any of those entities together for optimal perform, you may set up your profiles accordingly.

For example, if you have technicians that tend to live in area, and you want to keep them close to
home to saving fuel expenses, you may set up a group for those technicians, and then link an area
including only those zip codes.

Indiana Tech= Indiana Group= Indiana Area
You can edit an existing Group or create a new Group.

9.4.1. Find a Group

If you have a large number of groups to work with, if your list of groups extends beyond Page 1 in
Search Results, you can enter search criteria in the fields provided under Group Search, and click
Search.

9.4.2. Edit or Create Groups

Click Maintenance, then Groups.
The Group Search screen appears.
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SERVICE

Main Service Calls
Profile Header

Group Search

My Coverage

Dizpatch Offices

Reports

Claims
Techs

Switch Back User

YR

Area Coverage

Contact Us Help

Exceptions

Group Key Narme Status m Dispatch Office [ All =l
Search Results

Service Location Group Key Group Name Techs Areas Status

CENTEX CEMNTEX CENTEX 3 3 Inactive 7 [ %]
LaGrang2 Carols Tech Carols Tech 1 1 Inactive ’(@
Earl's Appliance Repair EARLS MA GROUP EARLS MA GROUP 1 1 Active £ [ % ]
LaGrang2 LAG LaGrange a 5 Inactive ;ﬁ
LAGNIG 0cc Qocc 1 0 Active 7D
Redding2 REdding2 EEdding2 1 0 Inactive ’(i:i'
Redding Redding Redding 1 0 Active ; ﬁ’
CENTEX TRAVIS TRAVIS 2 1 Inactive ;ﬁ’
CENTEX WMEMN WILLIAMSOM 1 1 Inactive £ (%]
LaGrang2 Waom Websenice group 1 1 Inactive ;9

Showing 110 10 of 12 entries

Create Group

To edit a Group, in the Search Results table, click on a Group Name link or click the edit button

First | | Previous 1

To delete a group, click on the delete button & . This is new functionality!

To create a new Group, in the lower left corner, click Create Group.
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X
SERVICE

Main Service Calls My Coverage Maintenance Reports Claims Live Chat Help Logout

Profile Header Digpatch Offices Time Bands Techs Area Coverage Exceptions Holidays
Create Group
Group Name Warranty Type Senvices Service Location
Group Key = - -
: [ INWARRANTY 7 PREVENTIVE [ INHOME
Dispatch Office Select j
[T OUT WARRANTY [T INSTALL [T CARRYIN
R [ SERVICE CONTRACT [T REPAIR [T HELP DESK
s s smu oz 0 s mm ™ SALES FULFILLMENT " sALES " DEPOT
" MFG REWORK =| T EXCHANGE = " COMMERCIAL =]

Industry
[T CONSUMERELECTROMICS [~ OFFICE EQUIPMENT [~ WAJOR APPLIANCES
[T COMPUTER PRODUCTS

Product Exceptions Brand Exceptions
Create Tech

Copyright ® 2008 ServicePower, All rights reserved. Home  Privacy Palicy

9.4.2.1. Skills

Skills loosely refer to warranty work type, service location and typ. They are further defined below.

e Warranty Types: define the kinds of calls you are willing to run in terms of warranty, out of
warranty, service contract, etc.

e Services: what kinds of services do you perform?

e Service Locations: where are you willing to perform service?

9.4.2.2. Industry

Industries you selected under My Coverage appear here. Select the industry in which this Group will
operate.

9.4.2.3. Product or Brand Exception

Set exceptions for those products or brands for which you are unwilling to perform service.
Exceptions prevent work from being dispatched on those selected items. Add or remove either from
the Products or Brand Excluded columns.
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{‘_'E'Prnduct Exceptions - Windows Internet Explorer

g ]

g.http:,l',l'fss.ser'v'ice|3m-\ler.com,l'l(PI,l'ProcIuct.clo?methocl=|0acIF‘rr"_'E phlipdabetindus bl R ‘31d=25??33

-

Industry
COMNSUMER ELECTRONICS
OFFICE EQUIPMENT
MAJOR APPLIANCES

Product(s) Included Product(s) Excluded

Product Exceptions

CE - PLASMA TV --- Mo Product Excluded ---
MA - Commercial Hand Dryer

MA - EIISHWASHER

Ma - HO & NG - ELECTRIC
MA - (NG - GAS

Ma - HO

Ma - HOME LAUND

Ma - MICROWAVE OVEN

MA - OUTDOOR GRILL

MA - RESIDENTIAL REFRIGERATION
Ma - UNSPECIFIED MA PRODU

Product Style Exceptions
Product Brand Exceptions

b

| 4 liw

/2 Brand Exceptions - Windows Internet Explorer

& | http: f{fss.servicepower, comKPI{Brand, do?method=|oadff andIndstExcptindustry Selckd=CE A8groupl

Indu and Exceptions

Thdustry
'_'l_"NSUMER ELECTRONICS
! JFFICE EQUIPMENT
MAJOR APPLIANCES

Brands Included Brands Excluded
CE - GEMNERAL ELECTRIC
CE - PANASONIC

--- Mo Brands Excluded ---

CE - SHARP
CE - TOSHIBA
MA - GENERAL ELECTRIC

9.4.2.4. Members (Technicians)
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Choose the technicians which are part of the Group set up. See the next section for details on setting
up the technicians and their capacity.

9.5. Technicians

The Techs tab allows you to define one or more Technicians and their capacity by time band which
when they are available to respond to service calls.

Click Maintenance > Techs. The Tech Search screen appears.
When you search for a Technician that is not found, you are prompted to create a Tech.

SERVICE

¥ i
‘L
Contact Us Logout

Holidays

Switch Back User
Area Coverage

Maintenance
Time Bands

Main Service Calls
Profile Header

Reports Claims
Groups

My Coverage

Dispatch Offices Exceptions

Tech Search

Tech Key Tech Name

Tech Status |Se|ect ~| Group |select =l

Search Results

Tech Key Tech Name Tech Status Group Dispatch Office

BRUCE BRUCE Inactive LaGrange LaGrang?2 ’(@
o7 Bond James Bond Active CENTEX CENTEX A (%]
Carols Tech Carols Tech Active Carols Tech LaGrang?2 ’( ﬁ,
cs Chemo Sahbi Active TRAVIS CENTEX A [ %)
CM Clayton Moore Active TRAVIS CENTEX ’( W
1775 Deb1 Active LaGrange LaGrang?2 # (%)
EMATECH EARL MA TECH Active EARLS MA GROUP Earl's Appliance Repair ’( (%]
Earls MA Tech Earls MA Tech Active LaGrange LaGrang2 ’{ [ %]
Heidi Heidi Active Redding Redding il %]
heidi2 Heidi2 Active REdding2 Redding2 7 Q

Showing 1to 10 of 19 entries
First | Previous | 1 2 | Mext Last

9.5.1.

Find a Technician

Click Maintenance > Techs. The Tech Search screen appears.

Populate one or more fields in the search fields at the top and click Search.

Results are returned in the Search Results section.

9.5.2.

Add a Technician

If no records are found, as in the following example, click Create Tech to create a new Technician

record.
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SERVICE

Main Service Calls Ky Cowerage Claims Contact s
Profile Header Dispatch Offices l Area Coverage Cuceptions
Tech Search
Tech Key 007 TachNamé  Jarmes Bond TechSlalus  Active % Group | CEMTEX : CENTEX I Search |
Search Resulls

Tech Mame Tech Status Dispatch Office

Mo Records Found

Crpate Tech

The Create Tech screen appears.

,h Y & [ nmry,
SERVICE = A
s N v Nu
Main Service Calls My Coverage Reports Claims Switch Back User Contact Us Help Logout
Profile Header Dispatch Offices Groups Area Coverage Exceptions Holidays
Create Tech
TechName |Enter Tech Key |Enter Group Code |LaGrang2 . LaGrange ;I
Mobile Enter Email Enter
Default Weekly Capacity
Default Capacity [ Mon | Tue | Wed | Thu | Fri | Sat_ | Sun |
Morning 8:.00 -12:00 0 0 0 0 0 o] 1]
Afternoon 12:00 -17:00 0 0 0 0 0 a 0
Al Day 8:00 17:00 0 0 0 0 0 a 8]
Evening 17:00 -21:00 0 0 0 0 0 a 8]
Total 0 0 0

Enter the identification information for the technician, including the name, key and contact
information.

Set up capacity for all the applicable Time Bands you selected earlier under the Time Bands section.
Capacity is the total bucket of jobs to which all Network Job Sources will book calls on your behalf.

The Time bands are what they see when they get appointments from SERVICEDispatch, and to
which they will commit you to the consumer. They expect you to show up on the date and time
displayed.

YOU CONTROL CAPCITY. TAKE CARE SETTING UP CAPACITY SO THAT YOU ARE NOT
OVER OR UNDERBOOKED.
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If you are a mobile dispatch users, the FSS Mobility Settings at the bottom of the page control how
often SERVICEDispatch communicates with your mobile devices.

Click Create.
A Confirmation screen appears with the information you provided.

9.5.3. Edit a Technician

Click the Tech Name or the edit button ' to edit an existing technician.

You may also delete a technician by clicking the delete button & . This is new functionality.

9.6. Area Coverage

Areas define which zip codes you are willing to service.
The Area Coverage tab allows you to create service areas for your business.

You must define an area key, an area name, and a range of zip codes that define the geographical
limits of the area.

Click Maintenance, then Area Coverage.
The Area Search screen appears.

1Y e [ SR 2
= ey, em——
SERVICE A
; A A :
Main Service Calls My Coverage Reports Claims Switch Back User Contact Us Help Logout
Profile Header Dizspatch Offices -|- Groups Techs Exceptions Holidays
Yrea Search
Area Key Zip Code Group [l |
search Results
Service Location Area Key Area Name Group Name
LaGrang2 CAMNADA CAMNADA LaGrange [ X ]
LaGrang2 CAROLS AREA CAROLS AREA Carals Tech [ %)
LaGrang2 DEB DEB LaGrange (%]
Earl's Appliance Repair EARLS MA AREA EARLS MA AREA EARLS MA GROUP [x]
CENTEX 1 FIRST CENTEX [ x ]
LaGrang2 LAG LAGRAMNGE LaGrange [ x ]
LaGrang2 NEW NEW new (%]
LaGrang?2 MJ MNEW JERSEY LaGrange [x]
LAGNIG QCccC ORANGE COUNTY [x]
LaGrang2 REDDIMG REDDIMNG [ x ]
3h0wing 110 10 of 16 entries First Previous 1 o Mext Last

Enter a zip code number and click Search.

e |f you have already defined an Area with that zip code, the Search Results section is populated
with that one area. Click on the underlined Area Name link to display the Area Update screen.
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e If you have NOT already defined an Area with that zip code, the Search Results section is
populated with "No Records Found,"--but you can click on the underlined Create Area link to
display the Area Update screen, where you can create another area.

wr k-
SERVICE -
- N
LJ A
Main Sermce Calls Iy Couverage Clasms Contact Us
Profile Header Dispatch Offices Time: Bands Enzeptions
Uppikate Area
Area Key 1 Braa Mame © FIRST Dispatch Cffice CENTEX
Search Zip Code
Sebect Country | UMITED STATES &
Zip Code Search
State Select # Courty City

“0OR-
Zip Code Range
From Ta

Select the Zip Code

= oop2zmFRED 1

Mo Groups found

[Update | Area Group Mapping
ahi= resarved

9.6.1. Create an Area

Enter an Area Key, an Area Name, and a Dispatch Office.

Select a State from the State drop down list. A list of all zip codes and cities in that state appears.
Use the check boxes to select one or more zip codes and click Update.

Click Area Group Mapping. The Area Group Mapping screen appears.

Use the Check boxes to select the group to which to map this Area and click Update.

9.6.2. Edit an Area

Click the Area Name to edit the zip/post codes or group mapping. You may also delete and area by
clicking the delete button & . This is new functionality.

9.7. Exceptions

Exceptions pertain to zip codes or technicians, by day of the week or date, which are not available for
service.

You will receive no dispatches in the zip codes of for the capacity associated with the technician you
specify during the time periods you specify under Exceptions.
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Define Times and Areas of No Service
Click Maintenance, then Exceptions.

SERVICE

tadn S £l Mty 0T it Enanc e
Praofile Header Dispatch OMiess Time Barits Arp g

i Code Excoption <=
Location Name | LaGrange | CourfryCodge |UMITED STATES = Do Code & Daywise © Datewss
Time Period Fon Tue Wed Thu Fri Sat Sun
Al Dy 08:00- 17:00 r 15 I n n r r
Early Morning 0600 0E:00 | I= I r [ r r
[ Update |
Tech Exception
Tach Select 4-‘

| 07/30 [ 0731 | osf00 | 08/02 | 08/03 | 0B/04 [ 08/05

1 Dy g0 - 17:00 o o 0 o o (] 0
Early Mormng  06:00 - OE:DD i} a ] ) 1] Li] ]
Tatal o o o o o (u] 0

Copgright @ arvica Power, All rights resenmad

Select the zip code or technician for which you are NOT available.
You will receive no calls for these areas or technicians.

Click Update.

—Or—

Click Cancel to leave the page without making any changes.

9.8. Holidays

You can define days during the year when no services are available.
You will receive no dispatches for days you have defined as holidays.

9.8.1. Define Holidays

Click Maintenance, then Holidays.
The Holiday List screen appears.
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SERVICE N

& A
Man Serwice Calls FR,' '::MIH'.'h:IE Clams Cortact Us
Profile Header Dispatch Offices Tirme: Dands Ares Cowerage Cuceptions

Hodiday List
Description | {3
[Fl  CHRISTMAS Tuesday 12252007 [
F  cCamnl Thursday 1112812007 O
[  Colmbus Day Wnday 100812007 E
[¥]  Easter Monday Wonday 041092007 [
F mL onday 0141512007 ]
Fl  MewvYeawrs Monday 2007 O
[ THAMSGMNG Thursday 11222007 0
[#  wvac Wednesday D:4/I7008 .l
¥ vacalion Wadnesday D220i2008 |

[Save [ Ad Hollday J§ Cancel |

e To delete a holiday, click the Exclude checkbox, and click Save.

e To add a holiday, click Add Holiday, add the details of your holiday, and click Save.
e To edit a holiday, delete it, then click Add Holiday, and define it again.

9.9. Reports

SERVICEDispatch includes some basic dispatch reporting. Go to Reports.

RXERVICE ; F3
R 2 i

Main Service Calls My Coverage Maintenance Claims Live Chat
Metrics Survey Results

Advanced Call Search
Call & Consumer Info
Call No Contract# Consumer Mame

Home Phone Wark Phone Cell Phone

FS$5 Call Attributes

MNetwark |Se|ect j Warranty Type |Se|ect j Senvice Type Select j
Status |Se|ect j Dispatch Office |Se|ect j Zip Code
Call Dates

Search calls |——se|ect date type——j |——s-5|-5-:t date range type-- j =

9.10. Search calls
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Search calls is a query function. Review section Search Calls, page 29 for details.

9.11. Metrics

Some Networks post metrics or measurements they track on SERVICEDispatch. Select the network
and the metric from the drop down list.

Main Service Calls My Coverage Maintenance Claims Live Chat

Search Calls survey Results
User: FSSTEST ;|
% Select a Metric E'
Manufacturer® IGE vI Metrict j
Product * I vl
* Requirad Figld
Search |

9.12. Survey Results

Likewise, some Networks retain ServicePower to perform quality surveys. Others simply post their
own quality survey data to SERVICEDispatch. Select the network and the survey, period and
question from the drop down list.

Main '|' Service Calls My Coverage Maintenance Claims Live Chat

Search Calls Metrics

Survey Report Search

Manufacturer® I j

Survey™ E
Year™ IM Month Ihpr 'I -OR  Date Range I a to I @
Question E

* Required Field

Search |

10. Claims

SERVICECIaims, the claim processing engine for many manufacturers, third party administrators,
retailers, and others, is fully integrated with SERVICEDispatch. Therefore managing claims is
possible from one location. See the document titled ServicePower SERVICEClaims User Guide for

training instructions.

11. Logout
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Click Logout to complete your session and close this application.
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12. Frequently Asked Questions

@

12.1. Service Calls
Where are my calls? | can't find my calls.

@ On the Main tab, look to the left-hand side. Calls are listed on the Service Calls
Dashboard (with the grid at the top) or Quick Links (listed down the side).

--Or--

® On the Service Calls tab, click each "sub-link" for the separated call queues, from New
to Completed to Add(ed) Calls (that you've added).

--Or--

® Be sure to Accept or Reject calls -- and their Terms & Conditions -- (according to the
source or sender requirement) to see all the call details.

| don’t see my yellow page calls, how do | find them?
® Yellow page calls are now located in your New Calls.
My reason for rejecting isn’t listed, what do | do?

® Choose the closest reason from the set of choices, and give a detailed reason in the
Reason text field. See Reject Reason. See also Rejecting a Call.

12.2. Maintenance

| only have a default Technician, do | have to add every technician in my office?

® No. One "Tech" is required for you to receive jobs; adding all of your other Techs is
optional. Having all of your Techs in the system helps you manage your schedules. See
Techs.

| have calls that are not on this list. Where are they?
) Probably on the Yellow Page Calls list. See Yellow Page Calls.
How do | move the incomplete calls to complete calls?

® Follow these steps:
e Open call details by clicking on the hyperlinked call number.

e Scroll down to the Completion section and input the date (mm/dd/yyyy format, slashes
included).

e (lick Complete.
12.3. Claims and Payments
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@ What does it mean when the claim status is PAID, but | have not received payment?

® Some service networks make claim payments through ServicePower. Some make
payments directly to servicers.

"PAID" might mean the service network has only approved the claim. It may indicate payment
has been issued.

If you look under the Payments tab, and there is no information, you must contact the service
network directly for payment information.

if payments are made through ServicePower, as soon as funds are received from the service
networks, we mail checks or issue EFTs. Depending on the service network, this process can
take from 5 to 34 days.

@ Why did we get debited?

@ This may happen for various reasons. (1) Your claim may have been previously paid in
error. (2) You may not have returned a broken, dud, or core part in time. (3) An audit review
may have found an error on a paid claim, etc.

@ Why was | paid less than ServicePower authorized?

® The pre-authorization process is based on your repair description. If the final repair was
not as pre-authorized, you receive reimbursement for the actual repair. For example, the
replacement of an optic block and lamp are approved for $300 labor, but the lamp replacement
(only a 30 minute repair) fixed the unit. The $300 is reduced to the fair amount for a lamp
replacement.

@ On the Payment History page, what do the dates mean?

® service networks set specific dates each month, known as the Pay Cycle End Dates, to
process claims ready for payment.

This is the date ServicePower creates checks or prepares EFTs if available, and sends a
payment register to the service network to fund the bank account.

The date the checks are printed is shown as the Check/EFT Date.

When ServicePower receives the funds, checks are mailed, EFTs are transmitted, and the
Check/EFT Date is updated to reflect the date of posting. Depending on the service network,
this can take from 5 to 45 days.

@ What is the difference between the Requested Amount, Calculated Amount, and Paid
Amount?

) The Requested Amount is what you requested on the claim form.
The Calculated Amount is calculated based on service network rates or negotiated rates.
The Paid Amount is the final amount to be paid based on service network policy.
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How can | request additional labor, parts, or mileage?
) Follow the instructions under Request Call Authorization.
Where will the parts orders be delivered?

® Parts will be shipped to the Servicer or to the customer according to the indicator you
set when ordering the parts. See Order Parts.

® If the service network does not use the ServicePower Parts Order module, you must
contact them directly to get clarification on their parts delivery processes.

Miscellaneous

@

@

Why can’t | see the calendar button?
® You are probably using Firefox, or some browser other than Internet Explorer.
Will I be notified when action is taken on an authorization request?

® Yes—Dby the default notification method. The default notification method is set under
Maintenance and Dispatch Offices.

It says | do not have access, what does this mean?

® If you do not have access to the internet, contact your system administrator or check
with your internet service provider.

® Your SERVICEDispatch access level is based on your login ID. If you are not set up to
have access to a function, contact your system administrator or ServicePower via Live Chat.

Where can | add my Federal Tax ID or Social Security Number?

® Go to Maintenance > Profile Header. If one of your networks offers EFTs, through our
payment module, you will see a Service Account Information button at the bottom of the
screen. Add your information there.

If something changes, contact your service network for a new account. Complete and submit a
new W-9, and contact ServicePower via Live Chat for a new profile.

How can | delete a Technician?
@ Contact ServicePower Customer Service via Live Chat.
| am going on vacation, how do | stop you from sending work to me while | am gone?

® Go to the Maintenance-Holidays tab and click Add Holiday. Input the description,
day, and date; make sure the Include box is checked; and click Save.

How can | add brands?

® You can add Brands under the My Coverage>Brand Coverage tab.
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Select the industry (industry must have been set-up first) from the drop-down list and
click Add Brand.

Select the Brand Description form the drop-down list, click the Warranty Authorized
box if applicable, add your OEM Acct Code if desired, and click Save.

--IF you want to Add more brands now--

Click Add for additional lines.

--OTHERWISE--

Click Save then Close.
How can | add zip codes?

® Zip codes can be added two ways:

Under the Maintenance-Area Coverage tab, open or create an Area (click on its hyperlinked
Area Key name or the Create Area link).

Search for a particular zip code or range of zip codes via the available fields and click Search.

Select (check the check boxes to the left-side of each) the intended Zip Codes, and click
Update. (If this is a New Area, be sure to link it to a Group with the "Area Group Mapping"
button.)

How do | segregate zip codes for different service networks or networks?

) Follow these steps:

Go to My Coverage > Zip Coverage and click Manage Zip Profile by Network.
From the Select a network drop-down, choose a network or service network.
From the Select a state drop-down, choose a state.

Click Search & Add Zips, fill-in the search criteria, and click Search.

CAUTION: IN THE NEXT STEP, DO NOT SELECT ADDITIONAL NETWORKS TO COPY
THE ZIP CODE SET-UP INTO OR YOU WILL NOT BE SEGREGATING YOUR COVERAGE
AS DESIRED!

Select (check the check boxes on the left) the Zip Codes desired, select the Area the zip codes
should belong to, then click Add Zips.

How do | set my profile so | can get job offers on particular days for particular areas?

) Be sure you are a Type 1 Servicer offering specific calendar appointments.

Then, create and link new Areas, Service Technicians, and Groups with only the service
information you want to provide.

Why can't | log in to ServicePower?
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® Be sure you are going to www.servicepower.com and have selected Country &
Language from the initial log-on screen.

Next, be sure the CAPS lock is off and that your ID or password have not changed.

12.4. My Coverage
@ How can | improve my QOS?

@ This is controlled by each call source or sender. Please contact them directly for
assistance.

@ Why am | not getting calls or why is my volume dropping?

® Demand for service requests may have decreased all-around, your business
information may need adjusting, or the call source or sender may have changed their selection
preferences.

Ensure your profile or business information is

Updated for best Servicer Type. (Type 1 directly offers the consumer appointments by date &
time band; Type 2 only shows ability to receive requests.)

Showing the correct Tech capacity (number of requests Type 1 servicers will accept) and Time
Bands or availability.

Accurate for Area and Zip Code Coverage (including exceptions), Industry or Brand or Product
Coverage, and Group skills.

Also be sure to check your selection status with the call source or sender and ask if they have
increased the number of servicers near you.

@ My email or fax does not have all the information | need, how do | get the information? Why
do | have to "Accept" first?

) Call sources or senders determine how much information is released in the initial
service request. The Terms & Conditions may be different for each call, therefore you must
acknowledge that you have read and understood them by accepting each one. Accepting or
Rejecting or updating the call status is also critical for informing everyone involved in the
service cycle as to the progress of the service call from request to completion.
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13. Glossary

A

Area: An area of service defined by zip codes.

Authorized network source: One of the following: a Network Job Source (Network Job Source or
third party administrator {TPA}) that uses SERVICEPower to dispatch calls.

C

Call Status: Call Status indicates stages of the service event, e.g. "waiting for customer," "Waiting on
parts," etc. so that the Network Job Source, call center, and customer can all know the current
progress of the service call. On the Main Page, in the Service Calls Dashboard area, is a list of
possible call statuses. Scroll down to see them all.

Completed Calls: On the Service Calls page, the tab that shows a list of all the calls you have
completed.

Completion: On the Calls Details page, the section that allows you to complete or complete and
submit a call.

Create a New Request: On the Service Calls page is a tab labeled Add Calls. This tab allows you to
add your own calls into FSS. Adding your own calls into FSS helps to you consolidate all the
information about your daily work at one place. After evaluating your profile (Capacity, Load,
Exceptions etc.), FSS will return a list of available appointments from your schedule.

G

Group: A Group is made up of a combination of one or more areas with one or more Technicians.
Use Groups to fine tune the areas and times when your services are available.

Incomplete Calls: Service assignment calls which you have accepted but not completed. On the
main page, click Incomplete Calls to see a list.

L

Literature: In the Quick Links area, the link to Network Job Source's literature like installation, repair,
and maintenance manuals.

N

New Calls: Service call assignments which you have not yet accepted. (Same as Open Calls.)
O

Open Calls: Service call assignments which you have not yet accepted. (Same as New Calls.)
Q

Qty: Quantity. When you order parts you must specify how many to ship.

R

Reject: The action you take or the button you click if you do not want to accept a service call
assignment. If you reject a call, it is removed from your call list and you cannot recover it.
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Request Call Authorization: The feature you use to request authorization for a call you may have
received from a customer by phone.

S
Scheduled Date: The date when service is scheduled or when you want to schedule a service call.

Search Calls: On the main page, this is the label for the Search Calls dashboard area, where you
can enter minimal data to find a call.

SERVICEDispatch Calls: Service calls you receive through an authorized network source.

T
Terms and Conditions:

Y

Yellow Page Calls: Calls you may receive when a Network Job Source has no service provider in
their network.
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