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Getting Started with Work Order Email Notification

You can set ServiceLedger up to send status notification e-mails your customers
and (optionally) a service manager whenever certain key events happen in the
lifetime of a work order. This feature requires a working e-mail setup and a
dedicated computer to send these notifications.

Verifying your e-mail setup:

Before you can start sending out notifications, you will need to choose a
computer to send the mail, and set ServiceLedger’s e-mail options up so that this
computer will be able to send e-mails automatically. The most common setup is
described below.

Usually, the easiest way to send out automatic e-mail notifications is to configure
Outlook Express as the default e-mail client on your notification machine and
allow it to automatically send out e-mail notifications without intervention on your
part.



Setting the Default E-mail Client:

Internet Properties

General || Security | Privacy | Conkent Cu:unneu:tiu:uns| Programs | ddvanced

72X

Inkernet programs

?}" each Inkernet service,

You can specify which program Windows automatically uses For

( defaulk web browser,

Manage add-ons

—

'_ installed in your system,

HTML editar: Motepad [v]
E-mail: ioutlook, Express
Newsgroups: Outlaok Express [v]
Internet Call; MetMeeting [v]
Calendar; Microsoft OFfice Outlook [v]
Caonkack List: Microsoft Office Outlook [?]
Default web browser
Internet Explorer is not currently the Make default ]

[ Tell re if Inkermet Explarer is nat the default web braovser,

A Enable or disable brawser add-ons

Manage add-ons

| ok

I[ Cancel H apply ]

The first part of this—setting up Outlook Express as the default e-mail client—
can be done from the Internet Options control panel. In the Programs tab of
this control panel, you can use the list box by E-mail: to specify which e-mail
client should handle messaging requests. In this box, you should choose

Outlook Express.

20f7



Adding an Account to Outlook Express:

Internet Accounts E 1
Al | M il | Mews | Diecton Service Add »
Account Type Connection Bemowve

L simail mail [defaul] Ay Available

FProperties

Expart...

Cloze

Now, you'll need to configure Outlook Express to, at a minimum, reach your
SMTP server in order to send e-mail. Usually, you'll want to set it up with access
to an e-mail inbox as well, even if you won't actually use it to receive mail. This is
done under Tools -> Accounts. You will need to know your POP3/IMAP and
your SMTP server in order to set up an account—ServicelLedger does not know
and cannot provide these values for you. There are an abundance of articles
available on the internet that can provide assistance with setting up e-mail
accounts. If you're having trouble, please contact your network administrator or
Internet Service Provider for extra instructions.
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Allowing E-mails from External Applications:

General Fead Feceiptz Send Compose Signatures
Speling Security Connection b aintenance

Wirus Protection

Select the Internet Explorer zecurnity zone to use:
{Vintemet zone [Less secure, but more functionall
(%) Restricted sites zone [More secure]

[]arm me when other applications ty to zend mail az me.

Do not allow attachments to be saved or opened that could
potentially be a virus.

Dawnload Images
Block imagez and other external content in HTML e-mail,

Secure Mail
Diigital 10z [alzo called certificates) are special
% documents that allow wou to prove your identity in
electronic tranzactions. Digital [D's...
To digitally zign meszages or receive encypted
meszages, you must have a digital [D. Get Digital I0...

[ ] Encrypt contents and attachments for all outgoing meszages

[ Digitally sign all outgoing messages

Advanced...

L (] ][ Cancel ][ Apply ]

Once you've configured Outlook Express to send and receive mail, (we
recommend you verify that it can send mail by sending yourself a test message,)
you should set it up to allow other programs, like ServiceLedger, to send
messages automatically. This can be found under Tools -> Options, in the
Security tab. In order to allow this, you'll need to make sure the Warn me when
other applications try to send mail as me checkbox is NOT checked.
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Setting ServicelLedger’s E-mail Preferences:

Q Save & Close D Cancel

Accounts | Work Orders | Agreement | Quaote | Email Setup

Send e-mail uzing | MAP| with ather mail clients Il

Sending mail via MAP usually requires no configuration, but relies on
wour default mail client. SMTP requires that pou know your mail setup.

E-mail Address
SkTP Settings
Server Mame [e.0. =mtp.example. com]
Uszer narme

Paszwiord

Finally, you'll need to configure ServiceLedger to use your default MAPI client
(Outlook Express) to send e-mail. This can be done in the Email Setup tab of the
Defaults window, under Administration -> Defaults. The appropriate choice for
Outlook Express is MAPI with other mail clients.

Testing your E-mail Setup:

Once this is done, you can test that ServiceLedger is able to send mail via
Outlook by going to Help -> Email ServiceLedger Sales, then changing the To:
address to your own address and trying to send a test message. If everything is
configured properly, once you hit Send in ServiceLedger’s mail window, Outlook
Express will automatically place the message in your outbox and send it within a
few minutes.

At no point in this process should you see Outlook Express ask whether it's
alright to send the message or show the message in a Compose window.

Setting up Notifications:

Once you have a working e-mail setup, you can configure e-mail notifications in
ServiceLedger by going to Service | E-mail Notification Setup in the main
menu. When you do this, you will be presented with the following window.
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Setting up E-mail Notification

[ -mail Notification Em

Pleaze choosze the appropriate text templates [or none] for each condition.

Condition | Template | Fad

YWhen a new work, order is created Drefault Mew wWork 0
YWhen a work, order iz reazsigned

When work, order statuz changes to Mew

When work, order statuz changes to Clozed

YWhen work order status changes to Scheduled Default Statuzs Chang
YWw'hen work, order status changes to Past-Due

W'hen work, order status changes to Cancelled

W'hen work, order status changes to Completed

YWhen work, order statuz changes to Haold Default Statuz Chane
When work, order statuz changes to Estimate

'hern work, order status changes to Ass

Mame of computer that should process statuz e-mails: | 5LO7
Addrezs e-mailz zhould claim to come from; | testiEje.us

Internal address to zend an extra copy to: | johnd@ji. us
[The main copy iz sent to the customner)

(] ] ’ Cancel

In this window, are able to choose which events should generate e-mail
notifications, and choose the templates that should be used when these events
happen. When the conditions for an event are satisfied, an e-mail will be sent to
the customer’s main e-mail address using the template chosen.

If no template is chosen for a particular event, no e-mails will be sent for that
event.

Additionally, you will need to specify:

e The name of the computer you configured to process these e-mails above,
which can be found in the properties for My Computer, under the
Computer Name tab. This is the value listed for Full computer name, up
to but not including the first period. For example, if the full computer name
is slserver.example.com, the computer name would be slserver.

e The e-mail address that these e-mails should appear to come from. If you
are using Outlook Express, this may be replaced by the actual account
you configure Outlook Express for.

Optionally, you can set up an internal e-mail address that copies of these
notifications will be sent to. In the event that an e-mail cannot be sent because a
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customer’s e-mail address is not defined, it is this address that will receive
notification of the problem.

It is recommended that you set this address up to be that of your service
manager or lead technician.

Creating New Text Templates

ServiceLedger comes, by default, with three text templates to support the E-mail
Notification module. These are:

e Default New Work Order Notice

e Default Reassignment Notice

e Default Status Change Notice

You can alter the text of these notices, or set up new templates, using the Text
Template list, available under Administration | Text Templates.

The only type of template that is available to the notification module is type Work
Order, which these three default templates all use. If you create additional
templates, you should choose this as the template type.

The actual text of the template is sent as a plain-text e-mail to the customer and,
if defined, service manager. Rich text, pictures, and advanced formatting are
supported by Text Templates in general, but will be ignored in status notification
e-mails.

Apart from plain text, it is also possible to enter certain special values in a
template that will either (1) be replaced with data from the specific work order
that the template is being used for, or (2) be removed and instead used as
another part of the e-mail.

Field replacements, the first of these two special kinds of text, have a format

like: <v=table.Ffield_name%> Or
<%=table.link Ffield>link table.link Ffield.field name%>

If you have any questions about what fields are available, please consult the Text
Template documentation or post your questions to the ServiceLedger forums
under the “Technical, Dev, Imports, Exports & Automation” forum.

Subject replacement, the second kind of special text, must be the first line of

your text template, and must read:
Subject: (text you want to appear in the subject line)

You may use field replacements in the subject line, just as you would anywhere

else. The Default New Work Order notice gives a good example of how to do
Subject replacement.
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