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INTRODUCTION

OSP Manager is a comprehensive solution, based on TM Forum specifications, designed to support
customer onboarding and coordination of field service around OSP Assets and Resources. Includes
Mapping tools and Composite Place Management to precisely locate Assets, Bookable Resources,
Warehouses, Plant Elements, Devices, Demarcation Points, and Premises.

OSP Manager is part of SMP (Service Management Platform) solutions set based on Microsoft Dynamics
365 for Field Service. PLEASE NOTE: it is important to have Microsoft Dynamics 365 for Field Service v.
installed in your system before using this product.
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GLOSSARY

Serviceability Check — Enhanced lead qualification process. Service check helps to gather initial
information, utilize HERE Autocomplete API to find Geographic Address and cross-reference with visual
map to ensure Service coverage.

Service Order — Enhanced Opportunity-to-Order process. Step-by-step flow, helping prepare Work
Orders, Products and monitor Fulfillment.

Map Layers — Mapping tool allows to visualize different primitives (points, polylines and polygons) on the
map and combine them into independent layers.

Place — TM Forum Place model. Composite entity consisting of Geographic Place and Local Place. By
default, represents Service Location, where the actual provisioning will be delivered to.

Geographic Place — Can be associated with either Geographic Address or Geographic Location. Based on
what is present, it automatically picks either one. Also used as root entity to store Local Places associated
with this Geographic Place

Geographic Address — Postal Address.

Geographic Location — TM Forum part of the model, can be a simple point or complex geospatial object
(area, polyline, etc.). It is defined by either a set of Geographic Points associated with it or by compressed
coordinates stored in Encoded Points attribute.

Local Place — Detailed information about the Geographic Place. Default types are Premise, Demarc, CPE,
Head End, Drop, Other.

Local Address — Additional navigation within Local Place.

Local Location — Sub-level detail, helping to find exact location within specified Local Address.
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INSTALLATION

For successful operation of the solution it requires Microsoft Dynamics 365 for Field Service installed in
the target system, as well as ETI_SMP_Full_Core solution, which is a base for the OSP Manager.

To install navigate to target instance, then click on Gear icon in the top right corner and select Advanced
Settings:

Personalization Settings
Advanced Settings

Toast Notification Display T...
About

Privacy & Cookies

Software license terms

In the new tab, click on drop-down icon for Settings and navigate to Solutions:

Dynamics 365 + Settings v  Business Management

Business Customization System Process Center

.',II Business Manageme... m Customizations ﬁ Administration Email Configuration = Processes
Templates Solutions m Security Activity Feeds Confi... E Microsoft Flows
Bl Product Catalog Ia Microsoft AppSource m Data Management

Service Management E Plug-In Trace Lag

Mabile Offline Solutions History Document Manage...

Sync Error % Auditing

Activity Feeds Rules

System Jobs Dynamics 365 App f...

Sales Insights

< v Jiillfal] -

A prompt to navigate to Power Apps Solution explorer will pop-up.

NOTE: Click Cancel to
proceed in Classic
mode

This operation is now handled in Power Apps
Solution explorer has mowved to the modern Power Apps experience. Don't worry, you
back to classic if needed.

Click OK to redirect to PowerApps. In the new tab, select Import to start installation process:
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Power Apps

New solution ¢ Import [ Open AppSource 5 Publish all customizations

r Home loT Configuration Data for Micresoft Dynamics... +++ msdyn_loTConfigura
Learn Field Service msdyn_FieldSen

H

Apps Field Service Commen FieldServiceCommor

-+ Create Time Entry
B Data e Time Entry Tt msdy
= s Time Entry

Al Builder ~

o
[=21

Schedule Board Experimental eduling

l Solutions

Universal Rescurce Scheduling oftDynamicsS

Select ETI_SMP_FULL_Core (latest version) to be installed first.

m Import Solution - Google Chrome

@ eti-poc-demos.crm.dynamics.com

Select Solution Package @ Help

Select the compressed (.zip or .cab) file that contains the solution you want to
import and click Mext.

Choose File | ETI_SMP_FULL Core_1_1 0_managed.zip

Back Mext Cancel

Click Next.

m Import Solution - Google Chrome

@ eti-poc-demos.crm.dynamics.com/t

Solution Information @ Help

Solution Information

Name: ETI_SMP_FULL_Core

Current version installed: 111190

Version contained in the update: 11110

Publisher: ETI Software Solutions(eti_scftware_solutions)
Package Type: Managed

View solution package details

@ B8y enabling this command, you consent to share your data with an external system. Data imported from
external systems into Microsoft Dynamics 365 are subject to our privacy statement that can be accessed
here. Please consult the feature technical documentation for mo n.

Back Next Cancel

Click Next. The Solution will start to install.
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m Import Customizations - Google Chrome

8 eti-poc-demos.crm.dynamics.com

Importing customizations. Please wait for the operation to
complete,.

After successful installation proceed with exact same process for OSP Manager Solution.
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CONFIGURATION

Activate HERE Api key

To activate HERE API key, navigate to Settings in the bottom left corner of the screen and select Settings

@ Products

Price Lists
Change area
Service
Sales
Inventory
Resources

+  Settings
Training
Layered Mapping

Place Management All #

n Settings o 1-10f 1(0 selected)

Click on “Field Service" settings and in the new window go to OSP Manager Tab:

HERE ALUTOCOMPLETE

Here Api Key

Insert HERE Api Key to engage address autocomplete functionality.

Configure Work Order types and Incidents
To make sure your Service Order process works as designed, please create Incident Types and Work

Order.

To create Incident Types, navigate to Settings Tab and Click on Incident Types:
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Work Orders

Ll Priorities

Work Order Types
Work Order Subst...
M\ Incident Types

B Service Task Types

Service Delivery

g'_j Entitlements -

n Settings

<o

Click "+ New" in the top Ribbon:

Dynamics 365 ~~  Field Service  Settings > Incident Types

= |_/1~__| Show Chart M ew ]E Delete

R Users Active Incident Types v
@ Territories
L

Mirm | lmade

Fill in required information:

Dynamics 365 ~ Field Service  Settings > Incident Types > CPE S AN DBOX

= ® Save @ Save & Close New [ Deactivate [i] Delete () Refresh &, Assign  1# Share [%) Emailalink o® Flow ~  UB Word Templates Run Report v
8 Users CPE
Incident Type

@ Territories
&£, Org Units General Details Products Services Service Tasks  Characteristics  Notes  Related
B Asset Categories

Name * CPE Owner * O R Oleksii Sazonov
(0 Postal Codes
& Tax Codes
& Payment Terms o

Description

@ Products

Description Case for the CPE installation. Please refer to Service Tasks for more details
Price Lists
Work Orders
LI Priorities
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Dynamics 365 ~  Field Service  Settings > Incident Types > CPE

SANDBOX

[©] Save @ Save & Close New [ Deactivate [I] Delete

A Users CPE

Incident Type
@ Teritaries P

. General Details Products Services  Service Tasks  Characteristics
& Org Units
WL Asset Categories ) .
Incident Details
(0 Postal Codes
Default Work Order . 3
T T Type Installation Work Order
ax Lodes JPE

B8 Payment Terms & Estimated Duration 1 hour
@ Products
Price Lists

! Dynamics365 v FieldService Settings > Incident Types > CPE

(D Refresh

Notes

A, mssign & Share [ Emailalink o Flow “  HB Word Templates Run Report ™

Related

Copy Incident ltems
to Agreement

£ Last Calculated Time

SANDBOX

0% Email aLlink o Flow BH Word Templates Run Report

New Incident Type Ser... O Refresh [ Run Report ™
30 minutes  5/6/2020 12:10 AM 1
30 minutes  5/6/2020 12:11 AM 2

= ® HEsave @ Save&Close New [ Deactivate [i] Delete () Refresh &, Assign 2 Share
8 Users : CPE

© Mot Incident Type

&5 Org Units General Details Products Services  Service Tasks ~Characteristics Notes  Related

H  Asset Categories

(0 Postal Codes

8 Tex Codes v

8 Payment Terms nstallation services CPE CPE Install

® Products nstallation CPE Configure CPE

Price Lists

Work Orders

Save changes by clicking on Save button.

PLEASE NOTE:
Default Incident Types have no Details,
Products and Service Tasks.

To assign created / default Incident Types navigate to Setting tab and select Field Service Settings. Open

active record and navigate to OSP Manager tab.

Fill in provided fields to ensure expected behavior of Service Order process.

v. 1.0.0.0

5P Rlanager

SANDBOX

PLEASE NOTE:

Labels and Custom processes are
subject of customization. For more
info please contact us.
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Configure and Set-up Places

Place is a composite entity representing combination of Geographic Place and Local Place. Geographic
Place is a Physical point on the map where Premise/Asset/Device may be and Local Place is a
combination of details about how to find exactly what you are looking for. To set up Place it is
recommended to start with Geographic Address.

PLEASE NOTE:
Most likely the creation of Place will be initiated via Service
Order or via bulk import.

Create Geographic Address

Navigate to Place Management tab:

Change area
" Service
Sales
Inventory
Resources
Settings
Training
Layered Mapping

Place Management

n Service o

v. 1.0.0.0 05/05/2020



software

Click on Geographic Address in the menu on the left:

Dynamics 365 -~  Field Service  Place Management > Geographic Addres

= @ Show Chart New ]ﬁ[ Delete e O Refresh CZ) Email a Link v o Flow
(2} Home . .

Active Geographic Addresses v
(® Recent 4

| Name T
s Pinned v

2d Atlanta Georgia 30310 United States

Work Items

1406 Allegheny SW St Atlanta Georgia 30310 United States
© Places 1417 Beecher SW St Atlanta Georgia 30310 United States
Geographic 1436 Westboro SW Dr Atlanta Georgia 30310 United States
® Geographic Places 35 Demiivska vulytsia Kyiv 03040 Ukraine

Geographic Addresses N 203

845 Gaston 5W St Atlanta Georgia 30310 United States

L
9 Geographic Sub-Add. 868 Rochelle SW Dr Atlanta Georgia 30310 United States
Q

Geographic Locations

# Geographic Points

Local

T Local Places
o Local Addresses

Local Locations

Al # A B G D E F G H

m Place Management & 1-7 of 7 (0 selected)

Click "+ New" to create new Geographic Address:

= [5] Show Chart Mew ]E[ Delete = O Refresh
{1 Home . .
Active Geographic Addresses v
(® Recent N
v | Name T
57 Pinned v

-y
L
oo
]
=
=
0

and SW Rd Atlanta Georgia 30310 United States
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Type in Address in Search bar (Address Details)

i1 Dynamics 365

@ Home

o)

(Y Recent v

5 Pinned v

Work Items

© Places

Geographic
9 Geographic Places

| 9 Geographic Addresses
@ Geographic Sub-Add...
Q@ Geographic Locations

Af Geographic Points

Local
% Local Places
o Local Addresses

Local Locations

m Place Management

Dynamics 365 ~

Field Servic

(= Active

Save Save & Close New o Flow

New Geographic Address

General Geographic Sub-Addresses
ESSENTIAL
Type Formatted Address

ADDRESS DETAILS

Start typing address

Street Number A—

Street Name —

Street Type

LOCATION

Latitude -

Created On:

Geographic Location

City

State Or Province

Country

Postcode

Longitude

Created By:  -— Status:

scade SW Pl Atlanta

Active

@ Home

@)

(Y) Recent S

% Pinned v

Work Items
© Places
Geographic

® Geographic Places

I 9 Geographic Addresses

@ Geographic Sub-Add...

Q Geographic Locations

Geographic Points

Local
% Local Places
s Local Addresses

Loeal Locations

v. 1.0.0.0

Save & Close New [ Deactivate

il Delete () Refresh A, Assign ¥ Share  [F) Emailalink o Flow

766 Cascade SW Pl Atlanta Georgia 30310 United States

Geographic Address

General Geographic Sub-Addresses  Related
ESSENTIAL
Type Formatted Address

ADDRESS DETAILS

766 Cascade Pl SW, Atlanta, GA 30310, United States

Strest Number t o786

Street Name Cascade SW

Street Type |
LOCATION

Latitude 33.73437

Geographic Location

City

State Or Province

Country

Postcode

Longitude

EH Word Templates ™

Run Report

Atlanta
Georgia
United States

30310

-84.43498
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Save and Close record by clicking “Save & Close” in the top ribbon.

Create Geographic Place
Click on Geographic Places in the menu on the left:
Geographic
l ¥ Geographic Places
9 (Geographic Addresses
¥ Geographic Sub-Add...
9 Geographic Locations

A Geographic Points

Click "+ New" to create new Geographic Place:

SANDBOX

New Geographic Place

General Extended Information  Local Places

Work Items SUMMARY

@ Required fields must be filled in
Geographic
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To create new Geographic Place simply select Geographic Address by clicking on Search icon and
selecting desired Geographic Address. The name of the Geographic Place will be automatically set to
Geographic Address. In case there is no Geographic Address, Geographic Place will use Geographic
Location instead. Click Save in the top Ribbon to save the changes.

i Dynamics 365 ‘ SANDBOX

New Geographic Place

General Extended Information  Local Places

Work tems SUMMARY
O ru Name 1381 Richland SW Rd Atlanta Georgia 30310 United States
Geographic Geographic Adre 9

Link Local Place to Geographic Place

To create Local Place and associate it with Geographic Place, go to Local Places tab in Geographic Place
record and click “+ New Local Place” in the top ribbon of the Grid.

1381 Richland SW Rd Atlanta Georgia 30310 United States

llya Artikh
Geographic Place Owne

Owner

General  Extended Information  Local Places  Related

} NewlocalPlace (O Refresh [ RunReport v

| Name 1 Local Place Type

DRC 1823 Demarc 5/6/2020 T:44 AM

Fill in required information in the Quick Create Section and click “Save and Close":
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Quick Create: Local Place o
et e PLEASE NOTE: To be able to create Local Place
of type Premise, you must have Local Place of
o ‘ Dmmmf type Demarc created.
Demarc * | DRC1823 | X R
Geographic Place * @ 1381Richland SW Rd Atlanta Georgi...

Save and Close | v

Create Place

To create Place, click on Places in the menu on the left and click "+ New” in the top ribbon.

Work ltems

I 0' Flaces

Geographic

? (Geographic Places

9 Geographic Addresses
¢ Geographic Sub-Add...
*; Geographic Locations

#Ff Geographic Points

v. 1.0.0.0 05/05/2020
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Dynamics 365 ~~  Field Service

Place Management > Places

L’}_j Show Chart = MNew lﬁ[ Delete s C_:

& Home Active Places v
(O Recent A
| PlacelD
s# Pinnad Gt
0000001003
Work ltems

To create Place, simply select Geographic Place in the Summary Tab:

New Place

lllya Artiukh
Place Id Owner
General

Override Name @

SUMMARY
Geographic Place ® 1381 Richland SW Rd Atlanta Georgia 30310 United States X yel Local Place
B Geographic Address @ 1381 Richland SW Rd Atlanta Georgia 30310 United States I New Local Place
B Geographic Location 4

cal Place Type
Detached House Premise 5/6/2020 7:52 AM
DRC 1823 Demarc 5/6/2020 7:44 AM

All information that exists and related to that Geographic Place will be automatically filled. Slick “Save” to

save changes. Your Place is now created with unique ID. You can Override Name by toggling "Override
Name” field to "Yes" and typing your own name.

Save @ Save & Close New [} Deactivate [i] Delete () Refresh &, Assign 1 Share [F] Emailalink o Flow EE Word Templates
0000001004
Place

General Related

Override Name @ One

SUMMARY

Geographic Place @ 1381 Richland SW Rd Atlanta Georgia 30310 United States Local Place

=] Geographic Address @ 1381 Richland SW Rd Atlanta Georgia 30310 United States

B Geographic Location | Name T

Detached House

DRC 1823

v. 1.0.0.0 05/05/2020
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Configure Service Areas

Service Area consists of several configurations that have to be made before using it: Geographic
Location, Technology, Network Zone and Service Areas. Each of those configurations are mandatory to
ensure successful operations within OSP manager.

Create Geographic Location

Navigate to Place Management tab in the bottom left corner and select Geographic Locations. Then Click
"+ New" to add new Geographic Location.

Geographic

¥ Geographic Places

9 Geographic Addresses

@ Geographic Sub-Add...
| % Geographic Locations

A Geographic Points

Fill in the Name and Geometry Type. Geometry types consist of Polygon, Point, Line, Graph and Ring. To
display an Area — please select Polygon. You can build Geographic location using Geographic Points in
the grid, or fill in Encoded Points field. Encoded Points represent set of Geographic Points by Bing! Maps.

Service Area - Atlanta - Copper
seographic Location

General

Service Area - Atlanta - Copper mhp25209 H-1i-8_SgvEvimF1trmF

= PLEASE NOTE: ETI Software

) recommends using Bing! Dev Center to
create EncodedPoints. To know how to
get Encoded Points from Bing! Dev
Center, please contact us.

v. 1.0.0.0 05/05/2020
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©)
©
bing e

To create Geographic Location using Geographic Point, click on “+New Geographic Point” and input
coordinates to create Geographic Point:

Quick Create: Geographic Point »
Latitude - PLEASE NOTE:
Longitude g If you are already using Encoded Points, they will be
Erevation recalculated automatically to fit new Geographic
Ceosraonc tocation Q@ Servie Area - Atanta - Copper Point. This will result in change of the shape of the
R .- Area.

Save and Close \v

v. 1.0.0.0 05/05/2020
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Save & Close, to save the changes.

Next step is to set up Technologies and Network Zones. Network Zone is an identifier for the area to be
provisioned by specific NoC (Network Operating Center). Technologies represent the type of technology
services will be provided by to the end Subscriber. To create Technologies, navigate to Settings in the
bottom left corner and click on Technologies:

Geofencing
e Entity Configurati...

Geofence Events

B B>

Geofences

2

Geofencing Settings

Service Areas

o Service Areas

I H Technologies

o Network Zones

H Settings o

Click "+ New" in the top ribbon to create new Technology. Fill the name and click “Save and Close” to
save changes and create the record.

Dynamics 365 Field Service  Setti » Technologies > Copper
= [©)] Save J Save & Close MNew [E Deactivate ]ﬁ[ Delete O Refrash A, Assign
Inventory C
opper

- Technology
=t RMA Substatuses
R RTV Substatuses General Related
LI Ship Via

Name " Copper
FieldService Health

Owner * @ R lllya Artiukh

Analysis Jobs

loT

o Settings
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To create Network Zones, navigate to Network Zones in the left menu, then click “+ New" to create new
one.

Geofencing

b Entity Configurati...
/A Geofence Events
& Geofences

@ Geofencing Settings

Service Areas
(9]

& Service Areas

B Technologies

I r\_} MNetwork Zones

n Settings o

Fill in the name and click “Save and Close” to create record.

Dynamics 365 \~ Field Service  Settings > Network Zones > NetZone #1 SAN DBOX

= Save J Save & Close New D@ Deactivate @ Delete O Refresh  [F] EmailaLlink o Flow EE Word Templates Run Report
Inventory NetZone #1

Network Zone
= RMA Substatuses

§ RV Substatuses General Related

LD Ship Via
External ID " NetZone #1

FieldService Health
Description Operated by Atlanta SW NoC

Analysis Jobs

&

Settings

®

Device Categories

Command Definiti...

Property Definitions

i

17

Providers

Geofencing

] Entity Configurati...
A\ Geofence Events
A Geofences

@ Geofencing Settings

Service Areas
8 service Areas

B Technologies

] & Network Zones

n SSttings oz aaw
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We can now create Service Area. To do so, navigate to Service Areas in the left menu:

Geofencing

653 Entity Configurati...
M\ Geofence Events
ﬁ\, Geofences

@ Geofencing Settings

Service Areas
) - -
I oy Service Areas

EH Technologies

0
& MNetwork Zones

H Settings o

Click "+New" to create new record and fill in all the fields in the form:

X

Copper : Atlanta (NZ 1} Technolog 1 Copper
Network Zor NetZone #1

@ Service Area - Atanta - Copper

Network Zones

Click "Save & Close” to save your changes and create record.

As soon as service areas are configured, they become available during serviceability check on the lead
stage
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Map Layers

You are now ready to create Map Layer. Map Layer is a flexible tool allowing you to bring any layer of
data into the integrated maps. It is also possible to combine multiple layers to user's needs. You can also
embed Actions and customize basic CSS within Map Layer.

To create new Map Layer, navigate to Layered Mapping in the bottom left corner and click “+ New" to
create a new one.

i Dynamics365 v Field Service . > Serice Aveas S ANDB OX

hare [ Emailalink o F & Wor

i
1]
m

Service Areas
Ea— Map Layer

s Pinned General Primitive Options ~ Actions  Related

SUMMARY

OpportunityLayers

JETAILS

LOCATION.eti_encodedpaints

n Layered Mapping e p— B sove
Required fields:

Layer Name — name of the Map Layer. This will be displayed on the map for the controlling purposes: to
switch on and off the layer.

Layer Metadata. This field represents connector between multiple layers. Please make sure that value in
this field is exactly the same between multiple layers if you need to display number of layers at once.

FetchXML Field. This field is required to be able to sort and select data to be displayed on the map. To
get fetchXML navigate to Advanced Find in the Dynamics 365 Ribbon.

L & @ + v @& 7 8
art

Active Oleksii Sazonov

Status Owner
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Look for required entity. In this guide we include example with previously created Service Area. Make
sure that status of the record is Active. In this particular example we are looking for Geographic Locations

to be displayed within the Map.

=% Advanced Find - Microsoft Dynamics 365 - Micrasoft Dynamics 365 - Google Chrome
3282 £ ode%3D11510%26Queryld? 7880 1fbc1-51d5-4514-bB6b-6a1221243d56%257D% 26viewType%3D 10398 pagetype = AdvancedFind#26305112

& eti-poc-demos.crm.dynamics.com/main aspx?appid=52cacSbe-1282-2311-3811-000d32591 21 Bftextrags=3F%26EntityCode%3D11510%26

Use Saved View: | [ren]

Configure columns for the advanced find view, adding geospatial attributes like latitude and longitude or
encoded points is a mandatory step, adding other fields like name, status etc depends on your needs and

requirements.

After that click on “Download Fetch XML" to get the code. Copy the code and paste it in the FetchXML
text box. Please make sure to rename alias to more user-friendly name.

Service Areas Active | Oleksii Sazonov
Map Layer Status | Owner

General  Primitive Options ~ Actions  Related

SUMMARY
Layer Metadata OpportunityLayers

Layer Name * Service Areas

<condition attribute="statecode" operator="eq" value="0" />
<cendition attribute="gti_ geagraphiciocation” eperator="nat-null" />

</fitter>
<link-entity name="eti_geographiclocation from="eti_geographiclocationid" to="eti_geographiclocation" visible="false" link-type="outer" alias="LOCATION">

<attribute name="eti_encodedpoints” />
</link-entity>

<fentity>
<ffetch>
DETAILS
Entity Name " eti_servicearea Latitude Attribute
Primitive Type " Polygon Longitude Attribute
Z Index Encoded Coordinates  LOCATION.eti_encodedpaints
Attribute

Metadata Attribute Group By Attribute

Record Id Attribute

Fill in Entity Name with the entity schema name from the xml code. This is the target entity at the
beginning to do the search within. Primitive Type is the object that you are going render on the map. To
display area, choose Polygon. Make sure you update Encoded Coordinates Attribute with the new Alias.

Save & Close to save the changes and create Map Layer.
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SERVICEABILITY CHECK

Serviceability check is using standard dynamics Lead to Opportunity process and adds-on to its
functionality. To create new Serviceability Check, navigate to Sales Area from menu in the bottom left
corner of the screen and click “+ New" in the top Menu Ribbon:

Change area
Service

~" Sales
Inventory
Resources
Settings
Training
Layered Mapping

Place Management

H Sales o

2 Serviceability Checks

5] Show Chart = MNew C_:' Refresh ]ﬁ[ Delete

My Open Serviceability Checks v

W | Mam

Address Check

To start Serviceability Check type in the address into the search field:
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New Serviceability Check
Serviceability Check - ETI Serviceability Check

Warm  New litya Artiukh

.
Qualify (< 1 Min)

Lead to Opportunity Sale.

Address Check  Customer Info  Details  Files
FIND ADDRESS
1381 Richland SW Rd .
United States, GA, Atlanta, 1381 Richland Rd SW
United States, GA, Atlanta, Richland Rd SW
United States, TX, Richland, SW County Road 2344
United States, KS, Rose Hill, SW Richland Rd
United States, OK, Piedmont, Richland Rd SW
SERVICE AREAS
Service Area

Technology N.Zone

TECHNOLOGIES

bBing, o

1 g ) L)
6 Propose 8 Close I

Stantaia Met

00 oy

B pe—

Once the address is keyed in, it will automatically pick up related information about the address, using
the map layers and display the address on the map. Based on previous configurations of the service
areas you will see them on the lead map. You can filter service areas by selecting related Technologies

from the list.

William Watson - Warm | New lllya Artiukh
Serviceability Check - ETI Serviceability Check - LeadSource | Rating | Status | Owner
Lead to Opportunity Sal U UJ ) U O
Serviceability (< 1Min) B Location Assign B Product Selection B OSP Requirements B Order & Billing Enable
Address Check  Customer Info  Details  Files Related
FIND ADDRESS Westwood Aresw £ i ™ oy &
: I Sy g (25 Atianta West End g Road ~
United States, GA, Atlanta, 1381 Richland Rd SW| X v |6 @ Shog Area ey, =| <l b1
Rogers Ave SW ey z @ Vork Ave SW.
2 %, g 3 e WEST END STATION @,
Wesiwaon N Oympian viay 5w s ' 5 2§ g(:)
EXISTING ADDRESSES TERRACE z /g % LN Lo g : Objethorpe Ave W, || =]
ey Ave 5 & S Alsgheny <t 7
Full Address sy £l : @ ot
H 5 3 {
. X . = eecher SESW. 2 2 %, £
1381 Richland SW Rd Atlanta Georgia 30310 United States Beocher Beccher Stsv -y Beecher 5! s I
= & e Ky
= % 2
> % g .
= Dy < = Westhoro o sw (ol
’ & 5 !
SERVICE AREAS £ = £ fichland R g
& 2 | Outdoor. £\ 3 Coe, & ADAIRP
Service Area Technology N.Zone jonnawniteark SERSCAOE 5 e =y ‘}f
2 & S Ml ave sw o <
’ ; NetZone John A White Park Mo, Phpesw 55
Fiber: Atlanta (NZ 1) Fiber i o, =3 &0,
#1 o St BUSH MOUNTAIN S & g o
& & U, g,
o Bridges ave sw I S
- & b, &
MatZana e o El Amont or sw e, @)
= z % OAKLAND CITY| o, ey B
TECHNOLOGIES o " 3 Blfield or W % “, w7 G
N % 2 2 TN, e, L
 Fber x| copper x be ﬁ = i i o
ing & 5 3 | ynomorsw & \e . 2028 R0 2020 o Coprntion,  Oparmstitan

=4 Open |
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Personal Information

Navigate to Customer Info tab to complete Serviceability check. Fill in First Name and Last name and
change Customer type to preferred one (by default — Residential). Fill in the rest of the fields if needed.
Click "Save” to save the record. You are now ready to complete Serviceability check with Qualification.

To Qualify Serviceability Check, click on “Qualify” in the top ribbon.

Save @ Save & Close

William Watson
Serviceability Check -~ ETI Serviceability Check -

Lead to Opporturity Sale... |1}
Ative for less than one mi..

Address Check  Customer Info  Details  Files Related

ESSENTIAL

Topic
First Name

Last Name
Account Name
Customer Type
Business Phone
Mobile Phone

Email

v. 1.0.0.0

b New [l Delete

Serviceability (< 1Min)

“ Fiber, Copper
* William
* Watson

* William Watson

Residential

Ba Process v @@ Disqualify ~ A Assign

) Location Assign

ADDRESS DETAILS

Street 1
Street 2

Street 3

City

County
State/Province
ZIP/Postal Code
Country/Region
Latitude

Longitude

& Product Selection

1381 Richland Rd SW

Atlanta

Fulton

Georgia

30310

United States

3373118

-84.43288

12 Share

£ OSP Requirements

= Add to Marketing List %) Emailalink ¥ Follow o Flow = Word Templates

- Warm  New lliya Artiukh
Lead Source  Rating Status | Owner
£ Order A Billing Enable

GEOGRAPHIC ADDRESS

Q 1381 Richland SW Rd Atlanta Georgia 30310 United States

Timeline + 7
P search timeline

Enter a note... 0
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SERVICE ORDER

Service Order process is modified Opportunity Business Process Flow, which helps to keep track of the
situation with the Service Order and offers Step-by-step completion of the Service Order.

Summary & Service Location

You are transferred automatically to the Summary tab after Qualification of the Serviceability Check. Fill

out necessary information that is missing:

W Save (P Save & Close New () Retesh M CloseasWon () Close as Lost B fe ] @ oe 8 & Snare T Follow
Fiber, Copper In Progress  Hiya Artiukh
Service Order - ETI Service Order . -
. o g O |
Summary Service location GIS Products Field Service Salesinfo Quotes Related
Fiber, Copper Timetine v STAKEHOLDERS
| Name "
[l Willam Watson
v
[ William Watson
o 7 Autopost on William Watson
— Hiya Artiukh 1 William Watson + William Page
8 Default Tax Code
(@ Detault Pice List (4S0) 0 Auto-post on Fibes. Copper
porunt Wiya Artiukh o Accoxm William Watson
SALES TEAM
Service order from Atianta SW
| Name "
No internet Poge
Some Intermet COMPETITORS
Super Fiber Internet No data available
B Ope B 5o
@ Eswe @ savesCion New () Rafresn @ Close as Won Closeastost [ Recakcutate Opportunity  [) Convertto Work Order A Assign 03] Emailatink [ Delete B Process # Share ¥ Follow
Fiber, Copper InProgress  HyaArtickh
Service Ordar - Tl Sarvice Order stanu O
Location Assign (2 Min} Praduct Selection OSP Requirements Order Fulfilment Biling Enable I
Summary Servicelocation GIS Products Field Service Salesinfo Quotes Related
B Geographic Place § 1381 Richland SW Rd Atlanta Georgia 30310 United States. B Service Location
PREMISE  + oo DEMARC  +
Name Demarc D Name Network Zone D
Detached House DRC 1823 0000001004 " pRcisaz NetZane #1 0000001005
INSTALLED ASSETS
Asset Name Model Installed At Place Type Stat
INSTALLED DEVICES
Device Name Device ID Installed At Place Type Status
2 5o

v.1.0.0.0
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You will see that info from the Place is already pre-filled for existing address. To assign Premise, select
desired premise and click on Link icon.

Confirmation *

Do you want to assign location "0000001004" to "William
Watson'?

If there is no premise at that Geographic Address — click on Plus icon to initiate Quick Create of the new
Premise and then assign it:

Quick Create: Local Place %
PLEASE NOTE:
Local Place Type * Premise
Only Local Place of type Premise can be assigned
Name
as Service Location.
Demare
Geographic Place * @ 1381 Richland SW Rd Atlanta Georgi...
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Once Service Location is assigned click on the Business Flow Ribbon to ensure you've completed the

step:

(6] Save Save & Close  + New (O Refresh

Fiber, Copper

Service Order - ETI Service Order

Opportunity Sales Procy
Active for 15 minutes

Summary

Location Assign (15 Min)
Service Location @ “ctive for 15 minutes

£ Geographic Place " Geographic Place

[H
 Service Location

PREMISE + e

Name

B Close as Won

9 1381 Richland ...

© Closeaslost [ Recalculate Opportunity

Product Selection OSP Requirements

E1X tes Related

© 0000001004

TN
D

DEMARC

Name

Detached House

INSTALLED ASSETS

Asset Name

INSTALLED DEVICES

Device Name

DRC 1823 0000001004 DRC 1823

Model

Device ID

Click Next Stage to continue with the flow.

[ Convert to Work Order

B Service Location

+

Installed At

Installed At

A, Assign

Order

© 0000001004

) Email a Link

T Delete

Est. Close Date

Fulfillment

B3 Process

Est. Revenue

12 Share ¥t Follow

- In Progress
Status.

lllya Artiukh
Owner

Billing Enable

Network Zone 1D

NetZone #1

Place Type

Place Type

0000001005

Status

Status

If you need to reference back to the Service Areas/Linear Assets or any Map Layers — navigate to GIS tab

to display the map.

[©) Save @ Save&Close -+ New () Refresh

Fiber, Copper

Service Order - ETI Service Order

Opportunity Sales Pre
Active for 18 minutes S

Location Assign

® Close as Won

© Closeaslost [@ Recalculate Opportunity

Product Selection (< 1Min) OSP Requirements

Summary  Service Location  GIS Products Field Service  SalesInfo Quotes Related
5; <
Beecher sy,
Beecher St SW.
% Fiber: Atlanta (NZ 1)
2 =
td (=}
Wes = z
YSthaven o, sw " S

e
2
g
§
Richland Rd SW 8 2
% =
o/ ®
4
Az
&
3
&
Montreat Pl SW
%"”"r
%
e, e,
Ve,
I %
o
z
S, 2
8 5
s, 2
=
2 Open
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Gaston StSW.

Westboro Dr SW. Westboro Dr SW.

Richland Rd SW———

Outdoor Activities Center

[2] Convert to Work Order

Pine

R, Assign @ Emailalink  [i] Delete B3 Process v & Share ¥ Follow
= In Progress lllya Artiukh
Est. Close Date Est. Revenue Status Owner
Order Fulfillment Billing Enable l

Atwoo

Beecher St SW.

Beecher St SW

urst Terrace SW

Atwoad St SW.

Westboro Dr SW!

Richland Rd SW' Richland Rd sw

E Road ¥

O ®

n
ey,
e,
Richland Rd S/ Richland
#
Nontreat Ave SW Mont

= s Merrghive SV
————

B Save
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Product Selection

To select the product first click on the correspondent step in the flow. Select one of the Purchase

Processes.
@ HEswve & Saveficlose + New () Refresh

Fiber, Copper

Service Order - ETI Service Order

Opportunity Sales Proces...

Active for 22 minutes Location Assign

Summary  Service Location  GIS Products Field Service S

Product-based Lines

Revenue

8 Close as Won

© Closeas lost [ Recalculate Opportunity

Product Selection (4 Min)

Active for 4 minutes =

~ Purchase Process

Residential

System Calculated  Price List =
Commercial
Government
< Next Stage g
| Product Name Properties
1GB Not Configured
Service-based Lines
v | Write-in Product Start Date T End Date v Duration Service A

No data available.

0OSP Reguirements

$25.00

] Convertto Work Order R, Assign [ Emailalink [l Delete  Bd Process ™

Order

12 Share ¥ Follow
$25 InProgress | lllya Artiukh
Est Close Date. Est. Revenue Status Owner

Billing Enable I

Fulfillment

I Add New Opportunity.. (O Refresh Run Report

Discount Extended Amoun

1.00}

PLEASE NOTE:

Selecting Commercial or
Government will create
additional step in the flow —
QUOTE.

Navigate to Products tab. This tab has standard Microsoft Dynamics 365 grid of the Opportunity Product.
Please pre-create Products or use Write In products when creating Product-Based Line Items.

W sve & Save&Close o Flow

New Opportunity Line

Opportunity Line - OpportunityProduct
General
Pricing
snus
@ A

v.1.0.0.0
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R Close as Won > [ Recaiculate Opportunity B toWork Order R, Assign ) Emailalink [} Delete B3 P 2 Share 7 Follow
Fiber, Copper 525 In Progress  lllya Artiukh
Service Order - ETI Service Order it Rever | Stakus -
Opportunity Sales Proces
Active for 32 minutes Location Assign Product Selection (14 Min) OSP Requirements Order Furfiiment Billing Enable
Summary Service Location  GIS Products Field Service  SalesInfo  Quotes  Related
Product-based Lines
System Calculated
Add New Opportunity Refiesh @ Run Report
v
Ga Not Canfigured $25.00 X 25
Service-based Lines
t+  Add New Opportunity Refresh @

& Save

To finalize the Product Selection, click on correspondent step in the Flow and click Next.

Q@ Save @ Save&Close + New (O Refresh @ CloseasWon (O Closeaslost [§ Recalculate Opportunity [ Convert to Work Order
Fiber, Copper
Service Order - ETI Service Order -
Opportunity Sales Proces...
Active for 34 minutes Location Assign Product Selection (16 Min) OSP Requirements
s i 2
Summary Service Location  GIS Products Field Service £ Active for 16 minutes B x
Product-based Lines ~ Purchase Process Residential
Revenue System Calculated  Price List [2 Default Price Li...
‘
| Product Name Properties Quantity ~
1GB Not Configured $25.00
Service-based Lines
| Write-in Product StartDate T ™ End Date Duration Service Account Cu

)

No data available.

B Open

OSP Requirements

R, Assign [ Emailalink [ Delete  Hd Process ~ 1A Share ¥t Follow
$25 InProgress  lllya Artiukh
Est. Close Date Est. Revenue Status Owner
Order Fulfilliment Billing Enable
+  Add New Opportunity.. () Refresh Run Report
Discount Extended Amount
1.00000 $25
+  Add New Opportunity.. (0 Refresh Run Report ™
rrency ~ Price List Extended Amount

At this stage it is required to check the work orders that are going to be initiated based on current
situation with the Subscriber. It is simple Yes/No automated process, which prepares Work Orders to be

created. Navigate to Field Service Tab to set up the work orders.

v.1.0.0.0
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Closeaslost [E Recalculate Opportunity Convertto Work Order &, Assign %) Emailalink [0 Delete 59 Process v 12 Share ¥t Follow

[©] Save @ Save&Close + New (O Refresh @ Closeaswon
Fiber, Copper 525 In Progress  lllya Artiukh
Service Order - ETI Service Order - st.Close Date | Est. Revenue | Status Owner
Opportunity Sales Proces.
Active for 35 minute: Location Assign Product Selection OSP Requirements (< 1 Min) Order Fulfillment Billing Enable
Summary  Service Location  GIS Products Field Service SalesInfo  Quotes  Related
Fiber / Circuit ID Work Order Type Installation Work Order WORK ORDERS
Fiber / Circuit . N
/ No Incident Type A Fiber (Aerial)
Aosned O
V| Work Order Number ™ Primary Incident Type | System Status
Drop Type @ ) nerial ) Need Work Order? Vs

& Drop Present @ e B

No data available.

& Demare suit @D B Actual Work Orders o . R
£ CPE Installed @ e Last updated: 5/6/2020 2:34 PM
Boomcersaned @D o E fesones v 0
Last updated: 5/6/2020 234 PM
B Canceled Work
Orders o
Last updated: 5/6/2020 234 PM

=4 Open Save

Assign Fiber/Circuit ID to start the process. Notice that Incident Type changes each time you select
different value for Drop Type/Drop Present/Demarc built/etc.

g Closeaslost  [f] Recalculate Opportunity  [B] Convertto Work Order R, Assign  [%) Emailalink 0] Delete 3 Process 1 Share ¢ Follow

Save

Save & Close  + New () Refresh  f§ Close as Won

[©]
- $25 InProgress lllya Artiukh

Fiber, Copper -
Service Order - ETI Service Order Est Close Date | Est Revenue | Status riner

Opportunity Sales Proc ° ° O
[t ) s Location Assign Product Selection OSP Requirements (6 Min) Order Fulfillment Billing Enable

Summary  Service Location  GIS Products  Field Service SalesInfo Quotes Related

Fiber / Circuit ID 3141 Work Order Type [ Installation Work Order WORK ORDERS
Fiber / Circuit :
/ ' Incident Type A Demarc
Assigned @D -
| Work Order Number * Primary Incident Type | Sy
Drop Type @) aerial 6 Need Work Order? s

Drop Present @ - B

No data available.
Demare Bult o B Actual Work Orders 0
. »

B CPE Installed @ No Last updated: 5/6/2020 2:34 PM

B Resolved Work

) Device Assigned @ Do Orders 0
Last updated: 5/6/2020 2:34 PM
B Canceled Work
Orders 0
Last updated: 5/6/2020 2:34 PM

unsaved changes Save

£ Open
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o @ & Save & Close fc n 24 w A Assign D Emadlalink [ Delete B3 Process 1 Share 3t Foliow
Fiber, Copper 525 InProgress  lllya Artiukh
Service Order ET1 Service Order Est Revenue a -
0
Location Assign Product Selection OSP Requirements (6 Min} Order Fulfilment Billing Enable .

Summary Service Location GIS Products Field Service Salesinfo Quotes Related

B Installation Work Order WORK ORDERS

e 31

- - A Device

. v

@) e B Mosd Wol Ontert -

@ - B
marc @ - - . 3ta availal

@ - 5/6/2020 2:34 PM

@O h o

5/6/2020 2:34 PM

L]

5/6/2020 2:34 PM

unsaved changes B Save.

After operations with the Field Service requirements, click Convert to Work Order in the top menu
Ribbon. Your work order/orders will now be automatically created based on Incident Types selected.

To finalize this step, click on correspondent step in the Flow and click Next Stage:

o @ & s e N O ret fic W [« L [ Recaiculate Opportunity ] Convert to Work Order £, Assign ) Emailalink  [i] Delete B3 Process 2 Share  7r Follow
Fiber, Copper 325 InProgress  lllya Artiukh
Service Order - ETI S Est Revenve  Sta Qe
O
Location Assign Product Selection OSP Requirements (7 Min) Order Fulfilment Billng Enable I

Summary  Service Location  GIS Products  Field Service Sales Info  Quotes  Related e B

Fiber / Gircuit ID 3141 Work Order Type  ~ Wark Order Type Installation Wo.. WORK ORDERS

Fiber / Circ - - incdent Type Incident Ty A Device

Assigned

V7| Work Order Number

Drop Type @) e £ hesd

Drop Present @D - 3

o Built [ <3 . No data available.

PE Instaled - - 5/6/2020 2:34 PMA

o

5/6/2020 2:34 PM

0

5/6/2020 2:34 PM

Order

This step is designed to confirm that information has been delivered to Subscriber and Subscriber has
issued either verbal or written confirmation of the Order.
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- 525 InProgress lllya Artiukh
® Recent e
£ Pinn O

Product Selsction 05P Requirements Ordar (< 1 Min) Fulfiiment Batng Enable >
Sales cation  GIS Products  Field Service  Sales Info  Quotes  Related

11 Work Order Type 1 Imstallstion Werk Order
Quot - = A pevice
O @) ser
Inveicing - - B
B invoices .
- No data availa
B Acus ¢
o - sy8/2020 2:34 PMA
(e o
si6r20202
o
5/6/2020 234 PMA
B s g o & sme

Click on Next Stage, once the confirmation is received.

Fulfillment

This stage is designed to monitor the fulfillment of the service order, by tracking the completion of Work
Orders.

You can access related work orders directly from the opportunity.

@ Eswe & SwedCose + Hew () Rewesh B CloseasWon (D) Closeaslost [] Recaiculate Opportunity B Convertto Work Order A Assign [0 Email alink [l Delete B9 Proce & Share 7 Foliow

Fiber, Copper ss InProgress | lla Artiukh
Service Order - ETI Service Order s Close Do e o .

~

Location Assign Product Selection O5P Requirements Order Fulfiliment (2 Min) Billing Enable >

Summary Service Location GIS Products Field Service Salesinfo Quotes Work Orders  Related

A\ Device
.
£ Ne 0
« 0000 4 PM 1= Unsche
‘
0 A 1
B ke
o o
B ca
o
B Opem S save

Click on Next Stage to move to the next step.
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Billing Enabled

Last step is Billing enabled. This value is changed to Yes when Subscriber billing has to be initiated.

[©] Save B Save&Close + New (O Refresh f§ CloseasWon © Closeaslost [ Recalculate Opportunity  [] Convertto Work Order R, Assign %) EmailaLink [} Delete  BY Process 12 Share 7% Follow
Fiber, Copper $25 In Progress lllya Artiukh
Service Order - ETI Service Order - £t CloseDste  Est Revenve | Status Ovrer
Opportunity Sales Proces... ° @
Eretaliree Location Assign Product Selection OSP Requirements Order Fulfillment Billing Enable (< 1 Min)
Summary  Service location  GIS Products  Field Service Sales Info  Quotes  Related Active forless than one minute 8 X

y WORK ORDERS V/ Sales Order is - -
Fiber / Circuit ID 3-1-1 Work Order Type [l Installation Work Order
created? Yes
Fiber / Circuit Incident Type /A Devi Enable Bill
Assigned @ VP ice nable Billing
v | Work Order Numb
00008 c
Drop Prasent @ -
D Built
emare Bl @ - B Actual Work Orders 1
“ >
CPE Installed @ - Last updated: 5/6/2020 3:34 PM
[ Resolved Work
Device Assigned @ ne Orders 0
Last updated: 5/6/2020 2:34 PM
B canceled Work
Orders o
Last updated: 5/6/2020 2:34 PM

B Open

Save

Click Finish to complete the flow. Click on Close As Won in the top Ribbon to close Service Order with

SuUcCcess.

You are now able to work with the Subscriber Account.
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MICROSOFT DYNAMICS 365 FOR FIELD SERVICE DOCUMENTATION

For more information or reference, please follow these links to Microsoft Dynamics 365 for Field Service
docs:

Learning Field Service:

https://docs.microsoft.com/en-us/learn/browse/?products=dynamics-field-service

Documentation:

https://docs.microsoft.com/en-us/dynamics365/field-service/user-guide
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SUPPORT & CONTACT

At ETI Software Solutions, our customers come first. That's why we offer around-the-clock
Technical Support to guarantee you peace of mind.

Need to reach us? Here’s how:
800.332.1078, press option 1, day or night
*Email:

*We would only ask that if your matter is more urgent in nature to give us a call so we can
attend to your situation immediately.

Team members are highly trained and dedicated to helping you succeed. Our business
philosophy is built upon top-notch customer service. It's what we do. It's who we are.

We thank you for your business.
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