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Introduction:

The Service Agreement Module allows you to track the service agreements or
service contracts of your customers. Service agreements will handle the
invoicing portion of your service agreements as well as tracking the costs
associated with the service agreement so that you can determine at any time the
profitability of any service agreement.

Service agreements are recommended if you have any type of service
agreement, contract, warranty or other plan that you invoice your customers for
and they expect something in return including parts, materials, equipment, labor,
etc. You have the ability to define full coverage agreements that covers all
possible costs to your customers, or limited coverage agreements that covers
only certain items. Additionally, you can create agreements that have a
maximum cost cap or maximum unit used.

To better understand service agreements, you should understand some of the
terminology related to service agreements in ServiceLedger.

e Agreement Item — these are items that are in your Item List that you will
use for invoicing purposes.

e Agreement Plan — these are the plans that define the coverage of any
particular type of agreement and are defined in advance so you can easily
copy the plan to any new customer agreement with its pre-defined
coverage.

e Agreement — these are the actual customer agreements that define their
agreement charges and coverage.

Creating Agreement Items

From a revenue perspective, you must create the agreement items that will be
used when invoicing your customers for any agreement. Agreement items are
invoice items that will appear on an agreement and will include an Item ID, Item
Description and Item Price. To add agreement items, you must click on
Inventory | Items to open the Item List. The Item List will display all items
available for invoicing including labor, parts, equipment, agreement items, etc.

< TR T . G B O Search
| Item IO & |Description Type Cost Frice Status
1F347 Thermostat Fart $28.95 $95.80 Active
1'w/906 20-5 Solid Elect wire Part $0.13 $0.55 Active
2 2 Part $0.00 $0.00 Active
3 3 Fart $0.00 $0.00 Active
4 4 Part $0.00 $0.00 Active
5% Dizcount A% Dizcount Dizcount 30.00 $0.00| Active
ABC Service Plan ABC Service Plan Service Plan $250.00 $500.00 Active
Agrezsment San Thomas County - Earthquake asseszment bles Tax $0.00 $0.00 Active
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Click on the Add New Record button to add a new service agreement item.

Actions =
Items

General Infarmation Frice, Cost & 'Warmranty Information
Itern Type | SRR 1 Itern Status | Active 'V}
Itern D |ABC Service Plan Frice $500.00
Dezcription |ABC Service Plan Cozt $250.00

[tem Cozt Type | |
| _ T axable
Parent [tem % ‘Waranty Period 0| Days

Ireventary [nfarmatian
[

Preferred Yendor | v.!

kinirurn Qe Rearder Qlty

=

Select the Item Type to Service Plan for agreement items. You cannot
use any other item type for agreement items.

Enter the Item ID or identifier for the item.

Enter a Description for the item.

Enter a Price for the item.

Enter a Cost for the item. You can add a cost, but it will have no bearing
on the agreement cost as that is determined by the actual cost charged to
the agreement by the customer.

If the item is taxable, click on the Taxable checkbox.

7. Click the Save & Close button to save the agreement item.

abrwn

o

It is recommended that you enter all of the agreement items first before you
proceed to the next step.

Creating Agreement Plans

Agreement plans allow you to specify the coverage of a specific type of
agreement. For example, you may have multiple agreement plans based upon
usage with each plan providing more than the previous plan. By creating an
agreement plan, you can cap the usage for each type of plan to ensure that you
do not give away any “free” usage like labor. If you need to limit the coverage on
any agreement, then you will need to create agreement plans first.

Agreement Plans are basically templates that allow you to use them over and
over on customer agreements. The purpose of setting up the plan is to create
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the template of coverage and then use the plan on a customer agreement to
speed up data entry.

Some examples of agreement plans include:

e You need to limit the number of hours to a specified amount and any
hours over need to be invoiced at a defined rate.

e You need to limit all labor, parts, equipment and materials to a specified
amount and need to invoice for any overage.

e You need to limit a preventive maintenance to a specified number of visits
and any additional visits need to be invoiced at a defined rate.

e You need to limit an inspection agreement to a specified number of
inspections and any additional inspections need to be invoiced at a
defined rate.

e You need to limit the number of service calls to a specified number of
service calls and any additional service calls need to be invoiced at a
defined rate.

e You need to limit the type of labor, equipment or parts covered by the
agreement where some items are covered and other items are not
covered.

To add agreement plans, you need to click on Agreements | Agreement Admin
| View Plans to open the Agreement Plan List. The Agreement Plan List
displays all active agreement plans you currently have.

m = P B e S 9 o B Search
Plan 1D - |.-’-‘n.m0unt |Item |Frequenc:y |T_l,lpe
Annual Inspection $50.00) Default Service Flan
Bronze $1.000.00 Default Service Plan Annual Jsage
Copier $100.00 Default Service Flan tdanthly |lzage
Dallarz $850.00 +vE Agreement Annual Frepaid
MHew Plan $850.00 L Agreement Annual Jzage
Mo Coverage $100.00 Service Plan Manthly Uzage
Plan $1.000.00 Service Flan Annual Jzage
Service Flan $1.000.00 Service Flan Annual Jzage
Serviceledger Plan $500.00 ABC Service Plan Manthly Jzage
HYE Agreement $850.00 L Agreement Manthly Uzage

Click on the Add New Record button to add a new agreement plan.
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Agreement Plan

Detailz
Plan Marme |Plan Mame :v:'
Flan Tvpe |Uzage :v:' Frequency / Cycles | Annual :v:' 1
Responze Rate | Maomal (%] Aol $R00.00
Briority | Medium ™ Auto Renew [] Renew & 0.0%

=

Enter a Plan Name that will identify the agreement plan.

2. Select the Plan Type; i.e. Usage if you are limiting based upon a number
of units or Prepaid if you are limiting based upon specified dollars.

3. Select a Response Rate for the agreement that will specify the expected
response rate for the customer. HINT: You can add additional response
rates by clicking on the blue Response Rate link.

4. Select a Priority Level for the agreement that will specify the priority level
for all work orders linked to the agreement. HINT: You can add additional
priority levels by clicking on the blue Priority link.

5. Select the Item to invoice to the customer. The Item and Iltem
Description will display on all invoices to the customer for the agreement.
You can only use Agreement Items for your service plans and/or service
agreements. HINT: If you have not created the Agreement Item, you
can create it on-the-fly by clicking on the blue Item link.

6. Select the Frequency of invoicing on the agreement. NOTE: Individual
agreements for customers can have a different invoicing frequency than
the agreement plan.

7. If the agreement should automatically renew, check the Auto Renew
checkbox. This will automatically renew the agreement at expiration.

8. If you want the agreement to increase at renewal, you can enter a
percentage increase in the Renew % field.

9. Click on the Save button to save the agreement plan.

Adding Coverage to an Agreement Plan

Coverage is the most important component of an agreement plan. By adding
coverage, you are limiting the agreement plan to what is and is not covered. You
have flexibility in designing agreement plans that covers specific Iltem Types or a
specific Item. For example, you can create an agreement plan that covers all
labor, or you can identify specific labor items that are covered and any other
labor items will not be covered.
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1.

Item Type Coverage — This type of coverage is specific to a type of item;
i.e. Labor, Parts or Equipment. When selecting any item type, you can
telling the agreement to cover any items with that type.

Iltem Coverage — This type of coverage is limiting the items covered under
any item type. This option allows you to specifically select the items that
are covered and any other items related to the item type will not be
covered. For example, if you select Labor as your Item Type, then select
Regular Labor for your Item, then only Regular Labor is covered by the
agreement and any other labor items will not be covered. When adding
covered items to an agreement plan, you can do it by item class like labor,
equipment or part or by specific item under an item class. For example, if
you only want to cover a specific labor item like Regular Labor, you would
select Labor as the Item Type and Regular Labor as the Item and then
enter the maximum unit or amount usage based upon the type of
agreement plan.

No Coverage — This type of coverage is when you do not select any item
types or items on the agreement and the agreement will not cover any
invoice charges. In most cases, this is only useful if you are creating the
agreement for invoicing purposes only and not concerned with any
coverage.

Prepaid Coverage — If you have selected the agreement plan to be a
Prepaid Plan, then you will need to identify the amount of coverage and it
will be deducted until the agreement is exhausted.

Click on the Add button from any existing agreement plan on the Covered Items
tab to add coverage to the plan.

Covered Itemsl
Add | Save | Zancel | Delete |
|Item Type |Item # |Cu:uverage |.ﬁ.m|:|unt Conkrack Renew Type |Renew LIt | i
b 0,00
1. Selectthe Item Type.
2. Select the Item if you want to specify a specific item that IS covered.
3. Select the Coverage option — Unit specifies unit balance and Amount

specifies prepaid balance.
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4. Enter the Amount in either Units or Amount depending upon the
Coverage option selected.

5. Enter the Contract value, usually the portion of the agreement plan that
this line item of the contract is for.

6. Enter a Renew Type: Reset will reset any balance upon renewal.
Rollover will rollover any balance upon renewal.

7. Renew U/A is the amount to reset on renewal and is usually the same as
the Amount column, however can be different if you want the renewal of
the agreement to have more or less coverage.

8. Click the Save button to save the covered item.

9. Repeat the process until all item types and/or items have been specified.

Creating Agreements:

Now that you have your agreement items and agreement plans created, you can
now create customer agreements. Click on Agreements | Add New Agreement
from the Navigator to add a new customer agreement.

F Service Agreements

(8 e g print v Actions
Agreement Clazs ;v Agreement # 'Itlé2 Status .-’-'u:tive I'_vli
|Detai|s |Ledger |Usage Tracking | Equipment | Scheduled Worl |Custu:um | Agreement Certificate Text
Bgresment Details Invoice Details
Account r Jatz lter [0 [¥¥Z Boreement -V;
Site Location | <All= :v! Drescription | ¥VZ Agreement
Tupe |Recurring Billing lv\'
PBlar |Mew P Frequency | Annual -V;
Responge |Maormal :v\' Amount $550.00
Prioiity | Medium ] Biling Type | Fixed (]
Payment | &greement :v1' Start Month | 5 ¥ear | 2009 Cwcles 1
W0 Tupe |Agresment v‘ Suka Renew Renew Percent 0.0%

Start Coverage 5/31/2009 'vj End |5/31f2010 iv]

Agreement Motes

Frofit Percentage: 0.00% Start Date: 5/31/2009 Expiration Date: 5/31,/2010

1. Select the Account for the agreement.
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2. Select the Location for the agreement, if the agreement only covers a
specific account location, otherwise leave as All.

3. Enter the Agreement Type — used mostly for reporting purposes.

4. Enter the Agreement Plan. The Agreement Plan selected will auto-
populate most of the rest of the data entry for you based upon the
information in the agreement plan.

5. Enter the Start Coverage date.

6. Verify that the Frequency and Amount is what you want for this specific
customer agreement. Note: Regardless of the Frequency and/or
Amount specified in the agreement plan, you can edit it from the
customer agreement.

7. Select the Billing Type — always Fixed. Equipment Calculated
agreements are calculated differently and information is below to
determine if you want to use this feature.

8. Start Month is the month you want to start the invoicing of the agreement.

9. Year is the year you want to start the invoicing of the agreement.

10.Cycles is the number of times the invoice will be cycled before it is
expired. For example, if you have a monthly agreement with 12 cycles,
then it will recycle twelve times before the agreement is expired.

11.Select the Auto-Renew option if you want the agreement to automatically
renew upon expiration.

12.Enter a Renew % if you want to increase the value of the contract
automatically upon expiration.

13.Click the Save button to save the customer agreement.

Tracking Agreement Notes:

You can track any miscellaneous agreement notes on the Notes memo box.
ServiceLedger does not do anything with these notes and you can enter anything
you like in this memo field.

Viewing Ledger Information:

If you click on the Ledger tab of the customer agreement, you get a running
ledger of activity on the agreement. The ledger will track all invoices and costs
absorbed by the agreement to help you determine if the agreement is profitable
or not.

Viewing Usage Tracking:

If you click on the Usage Tracking tab of the customer agreement, you can get a
quick glimpse of the usage available on any specific agreement.

Viewing Equipment:
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If you click on the Equipment tab of the customer agreement, you can get a
quick glimpse of all equipment covered by the agreement. Note: This feature is
primarily used when you are creating Equipment Calculated Agreements. See
below for more information on this special kind of agreement.

Tracking Agreement Certificate Text:

If you click on Agreement Certificate Text you can copy text into the agreement
to be printed on the Customer Agreement Certificate, if applicable. You must
create a Text Template by clicking on Administration | Text Template and
creating the text template for the agreement. The Text Template Type must be
Agreement.

You can print the Agreement Certificate by clicking on Print drop-down arrow
and selecting Agreement Certificate.

Tracking Agreement Status:

Agreement Status is an important tracking tool of a customer agreement. This
field lets you know if the agreement is Active or Inactive, if the coverage has
been Depleted or if the agreement is Expired.

If an agreement is Active, then you can charge anything covered by the
agreement against the agreement. If Inactive, then you are unable to charge
anything against the agreement.

Depleted means the agreement if fully depleted and nothing can be charged
against the agreement.

Expired means the agreement is expired and nothing can be charged against
the agreement.

Creating Agreement Invoices:

Click on Batching | Batch Recurring Agreement Invoices to create invoices for
any specific period.

Batch Recurring Service Agreement{Contract Invoices
Batch &ctions
Manth / ear

5 | |2009 [ Presvigw HPrintPreviewH Process H Caticel J

Enter Maonth and Year of Agreemenits to be Pracessed. Click Preview to preview agreements to be iwoiced. Click Process to process invoices.

Acct Mame Agreement # Item Bill Period [Moz] | Tatal Drezcription

| d|Blackwell, Edward =TZ Agreement 2 $850.00|Annual - May 2003 to Apr 2010
Chapman, M atalie 1032 ®rZ dagreement 12 $850.00 Annual - May 2009 to Apr 2010
Sage, Robert 1030 Service Plan 1 $1,000.00 Monthly - Jun 2009
Sage, Robert 1030 Service Plan 1 $1.000.00 Manthly - Mag 2003
Walker, Rich 1026 ABC Service Plan 1 $500.00 Monthly - Jun 2003
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Enter the Month you want to invoice for.

Enter the Year you want to invoice for.

Click Preview to preview all agreements to be invoiced.
Click Process to process invoices.

PwnE

Charging Items against an Agreement:

Once you have created a customer agreement, all you need to do is specify on
the work order the Agreement to charge all covered items against.
ServiceLedger will determine what is covered and what is not covered, as well as
calculate any excess coverage above and beyond the coverage.

Job Work Order Class

|Details |Task5 |In'-.ﬂ:|i|:e Charges | Job Costing | Equipment |Time Entries | Iob Expenses | Mokes

Account | sk

-v. Territary
Service Site | Ship J Chapran, Matalie v
Eill To | Main | Chapman, Matalie v [ 3rd Party Eilling

Tvpe | Agreement v Agreement # 1032 v
When adding items to be covered, the agreement will track the Qty and Price,

however the Extended Price will be set to 0, unless the agreement is exhausted
at which time the Extended Price will calculate the excess that the customer will

pay.

r Work Orderinvoice Detai EEE
Add Work Order/Job Charge

Details | Comrmission |

Itemn ID |Labor y

Description | Labor

Oy 300 Ack, Gy |8

From Ikem Location

Price $£75.00
Cosk £50.00 Ext, Cost $£150,00
Extended Price £0.00 Bill To Agreement v

Processing Agreement Renewals
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ServiceLedger can automatically process agreement renewals as quotes for you
to send out to your customers upon expiration of the agreement. This feature
allows you to easily manage your agreement renewals and quickly get renewal
notices off to your customers before the agreement is expired.

Click on Agreements | Process Renewals to process agreement renewals.

Batch Agreement Renewals

Batch Parameters

Show agreements expiring from | 6/1,/20039 w | to |B/30/2009 w
Huote Text to uze w \ Frocess I I Cancel I
Process Agreement # |Name |.-'-‘~cu:u:uunt # |E:-:pires On |
» v 1z Tumnacder, Jacint A0B0Z226 B/B/2009

1. Select the Start and End Date period for processing renewals.
2. Select the Quote Text to be printed on the quote.
3. Click on the Process button to process the renewals and create quotes.

Equipment Calculated Agreements:

This is a small feature used only by a small percentage of customers, however
useful in situations where you are renewing warranty agreements. The purpose
of this function is to allow you to have the equipment covered by the agreement
determine the agreement invoice amount. In cases with multiple equipment, the
agreement invoice amount will calculate based upon the equipment serviced by
the agreement.

You must first define the Equipment Items in ServiceLedger.
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Items

General Information Frice, Cost & W arranty Infarmation
Ikern Type: | | ltem Status | Active ]
ltem 1D | DS-1 | Price | $1500.00
Description | DS-1 Cost | $700.00
Item Cost Type | Fiued |
Taxable

Farent [tem | M Wharranty Period 3EI_| Daps

Irveentary [nfarmatian
[ ltemInwentory [ Auiomaic Hecrder preferred Yendor il:al Gas & Electric [1]

[T Seralized
el o ;II inimurn Gty [1| Reorder Gy f

|ManuFal_:turer Info |r'-.ln:-tes |Inventn:nr':.f |Serial #|Custn:|m|Histn:|r':.f |'-.-'enu:|n:|r F'rin:iru;||

Equip, Tvpe | M Manufackurer Part # | |
Manufackurer | M Manufacturer Price | |
Madel | M Manufacturer Cosk | |

Manufacturer's Warranty Period n Disbributor Part # | |
Annual Contrack Renewal Rate +0.00 Dishbributar Price | |

Disbribukaor Cosk | |

1. If you are going to be using the Equipment Calculated feature, you need

to enter the Annual Contract Renewal Rate under the Manufacturer
Info tab. This is the amount of the annual renewal to cover the
equipment.

2. Save the Equipment Item.

On the customer equipment record, you have the opportunity to edit the
customer equipment renewal rate.
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Equipment

|Equipment Details |Su|:| Equipment |C|:|m|:u:|nents |Mair

Account |l::|:|r|:|:-ranJ Carol

|

Location |Main

|

Sub Location |

Item # |DS-3

Descripkion | D5-3

On the customer agreement, you must specify the Billing Type as Equipment
Calculated and enter all equipment covered by the agreement. At this time, the
Agreement Amount will auto-calculate based upon the equipment covered.
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Agreement Class | . Agreement # |1033 | Status ﬁ
|Details |Ledger |Llsage Trackjng|Equipment |Scheduled work |Cust0m|.ﬁ.greement Certificate Text |
Add | Save i Cancel | Delete | Edit | E
| Equipment. # |Renewal Rate IDuratiUn iDescription Item
3 1003 40,00 0.0 Defaulk Equipment Ttem |Dief ault Equiprnent
1014 $100,00 D53 D5-3
_[1038 $0,00 0.0 D03-1 0a-1



