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1 Terminology

Term (SOFA

\ Description of Term

Service Ticket

- Breakdown of an order aligned to the business unit that will fulfill the specified line items. An order
can contain one or more service tickets.
- In SOFA, Research Ticket refers to the printed report that is used when fulfilling a Service Ticket.

Service Ticket Number

- Tracking number for all Service Tickets. This number remains with the record throughout the
fulfillment process.

Customer Name

Field used to capture the Customer's First Name.

- Field used to capture the Customer's Middle Initial.

Field used to capture the Customer's Last Name.

Order Comment

- Field (up to 256 characters) used to capture details about the customer's order request.

Description

- Field (up to 2000 characters) used to capture details about a particular line item on an order. This
field may be used to identify the specific location of the requested item.

Contact Type: Web Registered User

- Customer who submits orders via Order Online! (Internet).

Research Ticket

- Report that summarizes Service Ticket information that is used to locate a particular record.

Packing Slip

- Report that summarizes a Service Ticket's transaction and accompanies the requested record when
shipped.

Site

- Name of the business unit/NARA organization associated with a SOFA record. Field is automatically
populated with the site of the user who created the record; the site may be changed as necessary.

Shipping Method

- Indicates the shipping method the customer selects to deliver the requested order. These include
Standard Method, Express Mail, Federal Express, UPS Red/Blue, UPS Ground 2nd Day, and US
Postal Service. The default is Standard Method.

Shipping Account #

- Field used to capture the account number for the customer's shipping method, if the method is not
the Standard Method.
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- Field used to indicate the cost for one line item on a Service Ticket. The cost is calculated by
Line Total multiplying the unit cost of the product selected by the Quantity Ordered. Field is automatically
updated.

- Indicates the method that the order was initiated. Order Source types include Manual Order, Non

Order Source Quoted Order, Paper Order, Quoted Order, Web Order, and Back Office Order.

- Field used to indicate that the NARA user has contacted the customer to gain approval to fulfill an

Overage Approval order for more than the quantity ordered.

- Field used to record the customer's approval to fulfill the order for more than the Quantity Ordered.

Overage Reason Field is required when the "Overage Approval" box is selected.
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2 Process Maps

Accessing
Service

. Query for Service
Tickets/ . : .
——»
Printing Login Ticket(s) in

Print Research

Update Status

i " s End
"Servicing" Status Ticket(s) to "Production
Research
Tickets
Fulffilling .
Service ) N Query for Service Enter Page Up:jate Status Charge Credit Print Packing Update Status
Tickets Login Ticket(s) in Count to "Ready for Card Slip whi . End
"Production" Status Shipment" to "Shipped
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3 Before You Begin

Enable Pop-Ups for SOFA

The Web browser will need to allow pop-ups so SOFA can display important
information and functionality. The following describes what you should do if

you use either the Google or Yahoo Toolbar with Internet Explorer.

SOFA should be accessed only through Internet Explorer.

Ensure other popup blockers that are installed on the computer allow
pop-ups (e.g. Stopzilla).

Uninstalling Google’s Toolbar

Certain versions of the Google Toolbar can interfere with the functionality of
SOFA. If the Google Toolbar is installed, it should be uninstalled before using
SOFA. Follow the steps below uninstall the Google Toolbar.

Gﬂuglev I

j| \C| search - | 50 5 0blocked | A Check + i Autolink

1. Close all open Internet Explorer browser windows.

2. Click on the Start button and select Control Panel.

| Caleulatar

Windows Media Plaver

Microsoft Project Server

Accounts

ﬂ Adobe Reader 7.0

C

W J My Network Places

= nd Faxes

@/I Help and Suppart
f') Search

7 Rur...

All Programs  # DedL Ceell Solution Center
Log OFF E Shut Down
- — —~ S—
|If-_‘5tart J YA NG JEND\-‘E”... _jRespo...| S@t
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The Control Panel appears.

B Control Panel [ 10l =l
File Edit Wiew Favorites Tools Help | !f'
& Bk - i) 1? | - Search | Folders | EEH

Address I_ Control Panel j Go

Control Panel P i Cc k a catEgO ry

G’ Switch bo Classic Yiew
- - 'JI

e ] \
“s) Appearance and Themes /-__\, Printers and Other Hardware

3

»

See Also

& windows Update
(7)) Help and Support

{3 Other Control Panel
Options

Network and Internet
Connections

@dd ) Remove@
Sounds, Speech, and Audio
Devices

Performance and Maintenance

User Accounts

%

Date, Time, Language, and
Regional Options

Accessibility Options

>

é

3. Select Add or Remove Programs.

The Add or Remove Programs pop-up appears.

P Add or Remove Programs

=10l]

Currently installed programs: aort by IName 'I

ﬁ! Dell ResourceCD Size

 Google Toolbar for Internet Explorer

To change this program or remove it From your computer, click Change/R

@ Groupiiise
Q Groupiiise Cleaning Agent Size

2.73ME =

& Easy €D Creator 5 Basic Sze  21.37MB —

ChangefRemove

0LI9ME

4. Select Google Toolbar for Internet Explorer and click
Change/Remove.

If "Google Toolbar for Internet Explorer” is not listed, then the Google

Toolbar is not installed on the computer and no further action is
required.

The Google Toolbar is now uninstalled.
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Yahoo’s Toolbar

1. Select the target to the right of the “Search Web"” drop down menu and
ensure the “Enable Pop-up Blocker” is not checked

If checked, click on Enable Pop-up Blocker

— i ittt . —
‘Y_’ - _&,}vl j{Search Webl E‘)@v[NEW Toolbar Updatelv | (I mal ~ @My ‘ahoo! éGames + @ Parsonzls '%' Olympics »
[ —————_

Flay 300

I Wiew Recently Blocked Pop-Ups 3
Always Allow Pop-Ups From. ..
Tokal Pop-Ups Blocked: 44

wWhe am I still getting pop-ups?
Pop-Lip Blocker Test
IMare Help

1 Tell a Friend About Pop-Up Blocker

After completing the above steps, the Yahoo Toolbar will allow pop-
ups.

This action will need to be repeated if the user clears their browser’s
cache.

Install Siebel Option Pack for Internet Explorer

The first time users log into SOFA a pop-up will prompt you to install the IE
Siebel Option Pack. Internet Explorer will not allow SOFA to function without
installation of this Option Pack.

1. Log In to the SOFA application as stated above.
2. Check the “"Always trust content from SIEBEL SYSTEMS, INC" box.
3. Click the “Yes” button to install the Option Pack.

Draft SOFA User Manual 3-3 NARA
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Security Warning il

Do you want to install and rn "Siebel Option Pack for [E
sighed on 2/16/2005 5:53 PM and distributed by:

SIEBEL SYSTEMS, IMC.

Fublisher authenticity werified by YeriSign Clazs 3 Code
Signing 20071 Ca

Caution: SIEBEL SYSTEMS, INC. asserts that thiz content
iz zafe, “rou hould only install view thiz content if you
truzt SIEBEL SY'STEMS, INC. to make that azsertion.

@wa_l,ls truzt content from SIEBEL SY'STEMS, IMC.

bore Info

g

If the following pop up appears on screen please contact the NARA
helpdesk..

Microsoft Internet Explorer x|

‘-\, vour version of the Siebel High Interactivity Framework for IE, required For use of this Siebel application, may nok be

! current, Inorder bo download a current wersion of the Siebel High Interactivity Framewaork, please ensure that your

broweser security settings are correct and then log in to the application again. Consult your syskern adminiskrator Far
details about the Siebel High Interactivity Framework and correct browser settings,
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4 Getting Started

Login to SOFA

Go to the SOFA Web site. The SOFA application can be directly accessed
through [SOFA URL TBD].

2. Type the user name into the “User ID” field.
Type the password into the “Password” field.
4. Press enter or click the Log In button.

SIEBEL.

SOFA Application 7.5

Password

The SOFA Home Screen Tab appears.

File Edit “iew Help

arad by SIEBEL.
powerad by Sduw_‘

Home Contacis | Quotes | Orders | Service Tickets | Reports

Shuw:‘ VH "5_1,"—"'?J @J Queries:J 2 8 J (Hh
Hone

My Unit's Service Tickets (Status = Production)

ﬂ ’; " Welcome Back Tom Aten. Today is Tuesday, April 19, 2005.

O X
My Unit's Quotes {Status = In Progress) =X
Quote = Last Hame
@01-2992001 54321
<
\ My Unit's Orders (Status = Administrative) —X
Order # Last llame
F11-205151E Sehgal
F21-204841E Tester
E11-1963620E Kilray

MO1 2740157
F21-2773002P
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Do not use the Internet Explorer navigation buttons/arrows.

Change Password

Users can change their existing password from the User Profile Screen Tab.
1. Click the Site Map button.

- IEBREL.
ERer s'Enss

File Edit ‘“iew Help

Service Tickets

Reports

= | 2+ (@)

Contacts | Quotes | Orders

Show: | Service Tickets For My Business Unit

CQueries: IAIISerwce Tickets v | J =& Q J Hi

2. Click the Profile link.

¢ wuotes
# Details
# Line tetn Details

M

@ Service Tickets
@ Detailz
& Detailz

H

@ User Profile
& Default Queries

¢ Tab Layout
The User Profile Screen Tab appears on the screen.
File:

Edit ‘Wiew Help

Contacts
o] B g X PN . I
3. Enter your new password in the “Password:” field.

Quotes Orders Service Tickets

Reporis LS

=l s et | il | "1 Carnt-

Fiarsnes

(MW | Default Queries | Tab Layout
| [ Save 1of1+ |
Contact Information Home Phone # Position and Responsibility
Last and First Hames: | *Position: Current Status:
Work Phone # [Fufilmert Rept H | |
Title: | Responsibilities: Until:
| Furfilment Rep1 Mobile Phone # |wiorkflow Cortact Views = | =]
ivisi | Hext Status:
EE Fax # [ |
*User ID: | Hotification Preference
| Pager & Default Contact Method:
L (I Emergency Contact Method:
Verify Password: | | j
[ Email:
Time Zone:
| &
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Make sure to adhere to NARA Password guidelines.

4. Re-enter the new password exactly the same way in the “Verify
Password:” field.

(001N Default Queries | Tab Layout

| [save 10f1+ |
Contact Information Home Phone & Position and Responsibility
Last and First Hames: | *Position: Current Status:
[ Work Phone % [Fuifilment Rept B | |
Title: | Responsibilities: Unitil:
| Fuifilment Rep Mobile Phone # [iorkflow Contact Views = | =
Division: | Hext Status:
[rvicTE Fax & [ =
*User ID: ! Notification Preference
P
LR Default Contact Method:
Password: | j
P. PIN:
| | LLED Emergency Contact Method:
(Tarity Password) | =
]“"-—-—-——"’ Email:
Time Zone:
]
5. Click the Save button.
[M01718| Default Queries | Tab Layout
EEE3} 1af1+ |
Contact Information Home Phone & Position and Responsibility
Last and First Hames: | *Position: Current Status:
| Work Phone = |Fu|fi||ment Repl e | | j
Title: | Responsibilities: Until:
|Fu|fi||ment Repl Mobile Phone 2 |W0rkf|gw Contact Yiews x| | =
Division: | Hext Status:
[MaicTE Fax [ =l
*User ID: ! lNotification Preference
[T Default Contact Method:
Password: | j
| AL Emergency Contact Method:
Verify Password: | j
| Email:
Time Zone:
| =

Customize the Home Screen Tab

The Home Screen Tab layout can be customized. Customizing the layout will
ensure that the preferred setup is present the next time the user logs into
SOFA.

1. Click the Edit Layout button.

Draft SOFA User Manual 4-3 NARA
Responsibility B2




SOFA

ULEN | Contacts | Quotes | Orders | Service Tickets | Reports

Show: | “ | Be= | @ | Queries: | i
Hame:

Ti— S Welcome Back Tom Aten. Today is Tuesday, April 19, 2005,

ﬁ M Hnit's Sanden Tickate (Statne — Sandeinal —

The Edit Layout screen appears.

Fle Edt View Hep
LUICH [ Contacts | Quotes | Orders | Service Tickets | Reports

Show: v]| B+ | @ Queties: petat v | 2 8

Edit Layout

Welcome Back Tom Aten. Today is Tuesday, April 19, 2005.

My Unit's Service Tickets {Status = Servicing) O3
My Unit's Service Tickets (Status = Production) Ortidix
=@ &
—PD &

2. From the Edit Layout screen, use the section control buttons to customize
the Home Screen Tab layout.

[0 The Expand and Collapse buttons define whether a section’s records
are displayed on the Home Screen Tab as a default.

= Click the Expand button next to a section to display records.

My Unit’s Service Tickets (Status = Servicing) @ v
= Click the Collapse button next to a section to hide records.

My Unit's Quotes (Status = In Progress) GT X

The user can change all of the sections to be expanded or collapsed
by selecting the Expand All or Collapse All options from the Edit
Layout tab drop down.

[0l The Show and Hide buttons define whether a section is displayed on
the Home Screen Tab.

= Click the Show button next to a section to ensure the section is
visible on the Home Screen Tab.

My Unit's Service Tickets (Status = Servicing) Ot 3 @

= Click the Hide button next to a section to ensure the section is not
displayed on the Home Screen Tab.
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My Unit's Quotes (Status = In Progress) =t (;()

The user can toggle all of the sections to be shown or hidden by
selecting the Hide All Applets or Show All Applets options from
the Edit Layout Menu drop down.

[0 The Move Up and Move Down buttons define the order in which
sections will appear on the Home Screen Tab.

Click the Move Up button next to a section to move the section
higher in position on the Home Screen Tab.

My Unit's Quotes (Status = In Progress) —G)& X

Click the Move Down button next to a section to move the section
lower in position on the Home Screen Tab.

My Unit's Quotes (Status = In Progress) - 1'(;) X

It is recommended that you continue to show the tab called My Unit’s
Service Tickets (Status= Production & Days in Status>=10).

3. Click the Done button to save the customizations.

File Edit Wiew Help

UUUEN | Contacts | Quotes | Orders | Service Tickets | Reports

Show: | | J e J @ J
Edit Layout S
Menu - Cone Default Layout
~—

R s Welcome Back Tom Aten. Today is Tuesday, April 19, 2005.

My Unit's Service Tickets (Status = Servicing) O i3

Bl e’ Cmmifnn Tiakcdn (Cémdnan — Do descsloal [ N IR

Click the Default Layout button to return all sections to their original layout.

Filz= Edit “iew Help

LI Contacts | Quotes | Orders | Service Tickets | Reports

Show: | | J e J &5 J
Edit Layout

Welcome Back Tom Aten. Today is Tuesday, April 19, 2005,

My Unit's Service Tickets {Status = Servicing) =l YL

Bl Mlenia® Cnmine Tiakcdn iC4mdenn — Mo s nal ol =
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5 SOFA Features

Show

Ciragp Dowen

M enu
Buttons

Guate:

Anplication

Menus

File  Edit

“iewe  Help

Comtacts

Orders

Screen

Tabs

Service Tickets

Site Map

Reports

Showe: | Guaotes For My Business Unit

ey

Mewe  Cluermy
Button  Button

CLery

V] e ] o

I ; Mawigation Arrows

History Button

auerios: [sautes ) | 0 9 |

Execute
Clyery

R

at S EBEL
E -/ Business
—

Search Buttan

Application
Toolbar

Quote # % Created Date % Created By * Status % Status As OfI]a% Company Namt% First Hame % * Las
> Q01-3920041 064 0/2005 Donita Pinknesy Order Placed 06M 02005 K.T. Procluctions Kotera D:i
Q013590244 0E09/2005 Dennis Edelin Final 0E09/2005 Carpenter ki |
Ljct Q0 - JE0306 O5A09/2005 Aloha Sauth In Progress QFM82005 Evanston Library  Susan A
Applet G0 -FRA0308 08092005 Aloha South Final OE092005 Ewvanston Library | Susan A Showe Mare § Show Less
2151-3590372 0Ei09/2005 Aloha South Final 06/09/2005 Sarah k2] Button
Q013590354 0E09/2005 Dennis Edelin Final 06092005 Ctis: Ri -
Q01 -3863410 0B05/2005 Richard Peuser Final 0BAS2005 The Project Alan Pz?
1| 3
Line ltem Details | Billing/Shipping | Audit
Calretre ]l
*Last Hame: Comments: Total:
|QO1 -3920041 |Davidsnn [+ Customer needs this urgently = 4eg$10.00 =l
* - 1 - .
Forrr Created Date: First Hame: Status:
Applet |08 0/2005 | aters | Worder Praced |
Site: *Shipping Method: Shipping Account # atus As OF Date:
| MCTE ﬂTPs Ground 2nd Da | | Charge Customer 06A0/05 3:08:55 FM H
Pick , Text Editar
Wiew Button
Button Tahs
Draft SOFA User Manual 5-1 NARA

Responsibility B2




SOFA

[J Application Menus - There are four Application Menus, which can be accessed
regardless of what page is active. The functionality available in each menu
will vary based on which Screen and View Tabs are active. The menus and
functionality that may be found in each include:

File: Log Out
Edit: Delete Record, Copy Record, Query

View: Site Map, Reports, Columns Displayed, User Preferences,
Search

Help: Contents and Index

[J Application Toolbar - Tools that are available regardless of what process the
user is completing include:

Show drop down - Displays all items for all business units or just
those items related to the user’s business unit.

Some users may not have the option to display items for all
business units.

History button — Displays the history of the pages that have been
accessed.

Navigation arrows - Allows the user to move forward and backward
between pages that have been accessed in the application. While in
SOFA, use these buttons instead of the Internet Explorer navigation
buttons.

Site Map button - Displays the organization of pages within SOFA.

Search button - Displays an applet that enables the user to search for
records throughout SOFA.

[J Screen Tabs - The main screens for SOFA include:
Home
Contacts(Not available to all users)
Quotes (Not available to all users)
Orders (Not available to all users)
Service Tickets (Not available to all users)
Reports (Not available to all users)
[J List Applet — Displays information for a particular set of records.

[J Form Applet - Displays a form for editing, creating and viewing individual
records.

[J View Tabs - Each screen tab has multiple view tabs, which display editable
information related to a specific record. The available view tabs depend on
which screen tab is active.

[J Menu button - Provides functionality appropriate for that applet.

[0 Show more/Show less button —Allows users to view more/fewer rows of
information in a list applet.

Draft SOFA User Manual 5-2 NARA
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[J] Text Editor button - Where available, (e.g., Comments) users can click the
button in the field to key in additional information.

[J New button - Creates a new record.

[J Query button - Displays a blank applet for entering query parameters.

[J Execute Query button — Executes the query and displays the query results.
[J New Query button - Displays a blank applet for entering query parameters.

[J Pick Button - Displays a pop-up containing a list of records.

Draft SOFA User Manual 5-3 NARA
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6 Basic SOFA Functionality

The following reviews basic SOFA functionality.
Columns

Moving Columns
The order that columns are displayed can be changed.

1. Select the column to be moved by left-clicking and holding the column
title.

Contacts
| Edit |
£

Title £ *FirstName =

* Last Hame $ Streetﬂddress% Street Ad

> bt Tam Smith 126 South Elm
Panil Rirhard itk TS mamanrhe Cir

2. Drag the column to the desired location.

The red line shows where the user will be moving the column.

Contacts

| Hesw | Eclt [l Query

% * First Hame

1 ress% Street Adv

2]
v
> hir. Tom Ry Smithy
Fanl Rirhard itk

128 South Elm
& T amanche v

3. Release the mouse button to place the column in the new location.

Contacts
Title < *FirstName < *LastName < Middle Initial < Street Address— Street Adc
| hir. Tam Smith Feary 125 South Elm
D=l Tenith Rimbared 112 Crmancha Tiv
Draft SOFA User Manual 6-1 NARA
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Hiding / Displaying Columns

The Columns Displayed pop-up allows users to see what columns are visible
or hidden on the screen. Also users can change which columns are visible or
hidden through this pop-up.
1. Click the Menu button.

2. Select the Columns Displayed... menu option.

Camacts

[ Cluery
Run Query
Refine Cuery

Save Query Az

About B
L Columnz Displayed. ..
Advanced
lerge Records

A+Q L paytime Phune% Work Fax # % Contact
AR+EMTER v R
anuaEl B

Al+R
At hanual R
Warual R
Sl hanual R
Ctrl+Shift+H Manual R
Tr+Shift+0 Mianual Fr
Warual R

The Columns Displayed pop-up appears.

/) Columns Displayed - Microsoft Internet Explorer

Available Columns

SIS

=101|

Selected Columns

Street Address 1 |
Street Address 2
City

State

Zip Code

Country

Company Mame
Dizcount

Etmail

Dravtitme Phone #
\Work Fax #
Contact Type

* Shipping Method
Shipping Account £
Uszer 1D =7

OIOICIC]

[ Reset Defautts || [ Save | [ Cancel |

Columns that appear in the "Selected Columns” list are visible in the
associated list applet. As shown above, all of the columns for the
Contact Screen Tab list applet are displayed.

Columns that appear in the “Available Columns” list are not visible in
the associated list applet.

Draft SOFA User Manual
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The following procedure will hide columns in the associated list applet:
1. Select the column from the “Selected Columns” list.

3 Columns Displayed - Microsoft Internet Explorer =10 x|

Available Columns Selected Columns

Sireet Address 1 d
Sireet Address 2
City

Slate

Zip Code
Country
Company Mame
Dizcount

Ermail

Daytime Phone #
2ork Fao: #
Contact Type

* Shipping Method
Zhipping Account A __|
=er IT bl

@ee
OIOICIC)

| Rezet Defaults || | Save | | Cancel |

Multiple columns can be selected. Hold down the "Ctrl” key on the
keyboard while left clicking on the desired columns with the mouse.

2. Click the Hide button ( @ ) between the “Available Columns” and
“Selected Columns” list.

The selected columns will move from the “Selected Columns” list to the
“Available Columns” list.

/2 Columns Displayed - Microsoft Internet Explorer i [m] B4

Available Columns Selected Columns

Street Address 1 :l
Street Address 2
City

State

Zip Code

Country

Company Mame
Dizcount

Email

Davvtime Phone #
Cortact Type

* Shipping Method
Shipping Account #

User ID |
-

SISV
OIOICIC)

| Rezet Defaults || | Save | | Cancel

3. Click the Save button ( ) in the lower right corner of the pop-up
for changes to take effect.

Draft SOFA User Manual 6-3 NARA
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The following procedure will show columns that are not displayed in the

associated list applet.

1. Select the column name in the “Available Columns” list that should be
displayed in the list applet.

/2 Columns Displayed - Microsoft Internet Explorer o (]

Available Columns Selected Columns

ark Faw # Title

City * First Matne
Dizcount Midclle Initial
Daytime Phone # * Last hame
Street Address 1
Street Address 2
State

Zip Code

Country
Company Mame
Ermail

Contact Type

* Shipping Method
Shipping Account #
Uszer ID

eeE
OIOICAC]

| Fezet Defaults || | Save | | Cancel |

Multiple columns can be selected. Simply hold down the "“Ctrl” key on
the keyboard while clicking on the desired columns’ names with the
mouse.

2. Click the Show button ( ® ) between the “Available Columns” and
“Selected Columns” list.

The selected columns will move from the “Available Columns” list to the
“Selected Columns” list.

A3 Columns Displayed - Microsoft Internet Explorer -0 x|

Available Columns Selected Columns

ok Fax # Title -
City * First Matme —
Dizcourt Micddle Initial

* Last Mame

Street Address 1
Street Address 2

State

Zip Code

Country

Company Mame

Etnail

Contact Type

* Shipping Method |
Shipping Account #
Uzer I r

SISICIY
OIOICIC

| Rezet Defauts || | Save | | Cancel |

3. Click the Save ( ) in the lower right corner of the pop-up for the
changes to take effect.
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To return columns to their original layout, conduct the following steps:

1. Click Reset Defaults button ( ) in the lower right corner of
the pop-up.

2. Click the Save ( ) in the lower right corner of the pop-up for the
changes to take effect.

Queries

Perform a Query

Queries allow users to search for specific records within a list applet.
1. Click the Query button.

Contacts

.
| Et |
T
Title < *FirstName <= *LastName < Middle Initial = Street Ad
> hir . Tom Smith Ray 128 South

2. Enter the relevant information for the query (e.g., a customer’s last name
in the “Last Name” column, an order number in the “Order #” column, or
the service ticket number in the “Service Ticket #” column).

Queries in SOFA are case-sensitive. To query for both upper and
lowercase, type "~LIKE <space>" before the query information.

The following example shows a query for a Research Ticket where the first
name of the customer is known.

Contacts
Cancel § Query Assistant
Title < *FirstHame < Middle Initial < *LastName < Street Add
> |Susan

Queries can be created using more than one column. For example, a
qguery can be created using the customer’s first and last name.
Increasing the number of fields used to query will help refine the
search.
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3. Click the Go button or press the Enter key to run the query based upon
the information supplied.

Contacts ¥

Query Azsistant
e
Title <. *FirstName < Middle Initial < *LastName < Street Adc
> ISusan

The records that meet the query criteria are displayed.

Contacts
Title < *FirstName < Middle Initial = *LastName < Street Adc
> iz, Susan Akt 1234 Elm =t
b= Sl=san Smith 1M1 Wilznn

Queries can be created using Operators to help locate specific records. The
following is a list of query operators:

*

Wildcard. Placed anywhere in a string, returns records containing the string
or containing the string plus any additional characters at the position at which
the asterisk appears, including a space: Car* finds Car, Carson, and Carbon.

? Wildcard. Placed anywhere in the string, returns records containing the
characters specified in the string, such that any single character may appear
at the location of the ?: t?pe find type, tape.

= Placed before a value, returns records containing a value equal to the query
value: = CA in the state field returns records in CA.

<> <> Any of these, placed before a value, returns records containing a value that is
greater than, less than, or not equal to the query value.

<=, >= Placed before a value, returns records containing a value that is greater than
or equal to or less than and equal to the query value.

LIKE, like Placed before a value, returns records containing the value: LIKE Smi* finds
records in which the value in the query field starts with Smi.

NOT LIKE, Use NOT LIKE to find records where the value in the query does not start

not like with Smi.

IS NULL, is null, Placed in the query field, returns records for which the query field is blank.
Enter IS NULL in the Due Date field to find all records for which the Due Date
field is blank.

IS NOT NULL,

Use IS NOT NULL in the Due Date field to find those records in which the

is not null Due Date field is not blank.
~LIKE <space> Place before a value to query for both upper and lower case words.
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Save Queries
Queries can be saved for future use.

1. After performing a query, click the Menu button.

2. Click the Save Query As menu option.

oo cts
ERJ

Mewr Query Al+@ | paytime Phone = Work Fax# < Contact
Run Cuery AR+ERTER
Refine Clyety Alt+R ﬂanua: :
Save Query As Alt+ Manual RI
anual R

About Record Clri+ A+ tanual Ry
Columns Displayed. .. Cirl+Shift+h Manual f
Advanced Sort... Clri+Shift+0 tanual R
lerge Recards tanual Fa

L |

The Save Query As pop-up appears.
a Save Query As - Microsoft Internet Explorer - |E||i|
Query Hame ISusan|

3. Type a name for the query in the "Query Name” field.
4. Click the OK button in the lower right hand corner of the pop-up.

The saved query is available in the Queries drop down menu in the
application toolbar.

File Edit View Help

(UGN Quotes | Orders | Service Tickets

Show;|AII Contacts Across Business Units v| J IERTIES J 5 J

All Contacts

< ‘Firstllame < Middle Initial = * Last Hame 2 Street Address= Street Address= City < state

™/ b= Sh=an A ket 17234 Flm <t ant 23 Readmnnd A

A Saved query can be run by selecting it from the Queries drop down
menu.

To view all the records of a Screen Tab, ensure the Queries drop
down menu is set to the "all” option for the Screen Tab.
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Refine Queries

Saved queries can be refined using the following steps:
1. From the Queries drop down menu, select the query to refine.

File Edit ‘Wiew Help

Senvice Tickets

v | e s

Quotes

Show; | Service Tickets For My Business Unt

SR#

Service Ticket

Fixed Fee

Prirt Packing Sl I Print Research Ticket

£ RFS As Of Date < Created Date 7 Order Date

2. Click the Edit Application Menu.
3. Highlight the Query menu option.
4. Select the Refine option.

File Edit “iew Help
m Undo Recard Cirl+l e A+
Delete Record Ctr+D Run Al+EMNTER .
Show:| Ecitt Record CirlsE Fefine g"" ] &
SR# Copy Record Ciri+B Save
CIN]  Chanoe Records Save Az A
Merge Records Delete...
Select Al Cirl+dy
Order Date
> 04/04/2005 M -2E58394
v 034312005 03/25/2005 F11-2730026P
W 0302272003 0372272003 12606101

£ Service Ticket = ' SR Status

% Service Ticket ;% * SR Status

] d by SIEBEL.
\powared by S T

Queries:

All Service Tickets v

Al Service Tickets
Bill e Orders
Iame

Paper Orders
Wik Orders

PN
= Order Status

Procuction Servicing
Ready For Shipmert Servicing

Servicing Servicing

vice Tickets |IGETTITS
e farer s v | 0 0 |

< ' Status As OF [
04/0542005
04182005
03/2202005

The query values appear in the list applet.

File Edit “iew Help

Home | Contacts | Quotes | Orders QEUWVUIEMIGGEN Reporls

o] e e

Show: | Service Tickets For My Business Unit

i d by SIEBEL
‘powarad by 5 ey

Overies: pwr s | | 0 2|

SR &
Service Ticket
Go || Cancel [l Guery Assistart | Print Packing Sl N Print Research Ticket [ 210 T
Image @ Packing Slip Pri@ Date Packing SI% Research Ticke% Date Research % Site % Order £ @ * Order Suurce@
> LIKE "Paper Orcet™
4 »
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5. Edit the query by entering or removing terms from the appropriate
column(s).

File Edit “iew Help EE-““‘"'“!'S'.E"B*E-:‘—

Home | Contacts | Quotes | Orders [ECHURIECGEN Reports

Shuw:|ServiceTickasForMyEluswnessUn'rt VH e J i J Queries:] 2 e J H

SR#

Service Ticket

Go N Cancel N Query Assistant || Print Packing Slin [ Print Research Ticket (a1 TR

Image Z-Packing Slip Pri== Date Packing SI= Research Ticke=> Date Research = Site < Order # £+ Order Source =
> "0412112005 102 E LIKE "Paper Orcer*
4 »

6. When completed, click the Edit Application Menu.
7. Highlight the Query menu option.

8. Select the Save menu option.

File Edit “iew Help ;E_uwlruﬂbySlglﬁhE-l‘_
m Undo Recaord Chrl+l Meswy At+Q Lica Tickets Reports
Delete Record  Ciri+Dr Run  AR+EMTER L
ShlJlN':| T e Fefing AR l"‘ 9 J =5_=)J Queries: | Paper Orders w J ),) p J ﬂ-l

SR# Copy Record  Ctr+B 5
TN  Change Records Save Az AS

Merge Records Delete. . Prirt Research Ticket ST TTTLT)

Select Al Cirbea,
Research Ticke=: Date Research = Site £ Order 2 £ Order Source =

LIKE "Paper Order*

Select the Save option, not the Save As... option (Save As... will not
save the refined query).
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Delete Queries

Saved queries can be deleted using the following steps:
1. Click the Edit Application Menu.

2. Highlight the Query menu option.

3. Select the Delete... menu option.

m Unido Record Crl+ld T Ab+G lice Tickets Reports
Delete Record  Ctrl+Dr Fun  AR+ENTER . o
Show:. Edit Record e Refine aer b | & | (03T (=Rl |
SR# Capy Record Ctri+B Save
CP¥]  Change Recards Save Az AMS
Merge Records Delete
Select Al Clri+a,
Order Date % Service Ticket .% * SR Status % Order Status % * Status As 0‘[[%

The Delete Record pop-up appears.

3 http:#/207.245.163.10 - Delete Record - Microsoft Internet Explorer |Z||E|E|
Guery Hame
I@ [Dane B Internet

4. Click the name of the query to delete from the Query Name list.
5. Click the OK button.

‘2 http:/f207.245.163.10 - Delete Record - Microsoft Internet Explorer |Z||E|g|
Guery Hame
Joancel |
I@ Done B nternet

The selected query is removed from the Queries drop down menu.
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Search

Users can search for records from any screen.

1. Click the Search button. IHI
The Search window will display on the right side of the screen.

Look In: | |

2. From the Look In drop down, select the screen tab to search.

Look In:

Contacts
Guotes For My BU

Service Tickets For My BU

One of four search entry forms will be displayed based upon the screen
tab selected from the Look In drop down. The four possible forms are
displayed below.

Search Search
Look In: | Contacts v | Look In: | Seryice Tickets For My BU ~|
Last Hame: | | SR# | |
First Hame: | | L-ast Hame: | |
Day Time Phone | | First Hame: | |
Sz Search
Look In: | Guotes For My BU L | Look In: ‘ Orders i |
Cuote = | | Order & ‘ |
Last Hame: | | Order Date: ‘ |
- . Last Hame:
First Hame: | | o } :
-S h -R et -H !
——

3. Enter the search criteria in the appropriate fields, and click the Search
button.
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First Hame: [

Day Time Phone = |

l1-70f7+ »!

Last llame First Hame

Smith

Smith

Smith

Simith

Day Time Phone #

The search results will be displayed.

4. Click the hyperlink (blue text; Last Name in this example) for the desired

record.

File Edt View Help

» [Home [REIEEEN [ Quotes | Orders | Service Tickets | Reports

< Middle Initial < * Lastllame % Street Address

Smith 4002 74th Ave

Stieet Addrese City
Hysttsville

Details | Addresses | Credit Cards | Quotes | Orders | Orders (Credit Card)

I dren ]l
*First Name: Street Address 1: Zip Code: Work Fax
[Beb 4002 74th Ave ENFT
Middle Initial: Steet Address Country: Contact Type:
[usa ] [manuaiRegistered User =

*Last Hame: city: Email: *Shipping Method:

Smih [Fyattsvite [bob smith@nara gov [Stanciara wethoa |
Company Hame: State: Daytime Phone Shipping Account &

ElCE =l

awres| | 20| #

Lookin: [Comtacs &
Lastllame: Fmn |
First Name:

DayTimePhoness [
Search | Recet | Help
Results || 1-7ot?+ [»

Last lNlame First llame Day Time Phone #

& sath Bob
Smith Carah
smth Carsh
smth Darlene
smith James
Smth Joe
Smith Joe

This will open the record within the corresponding screen tab on the left of

the screen.

search window.

Click the Close ( ) button in the Search window’s header to close the
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Keyboard Shortcuts

Record
Management

New Record CTRL + N
Edit Record CTRL + E
Save Record CTRL + S
Delete Record CTRL + D
Copy Record CTRL + B
Select All CTRL + A

CTRL + U
Undo Record or

ESC
New Query ALT + Q
Execute Query ENTER
Refine Query ALT + R
Save Query As ALT + S

Record
Management

Shortcut

Go to Site Map

CTRL + SHIFT + A

Go to Next Record (in
list)

CTRL + down arrow

Go to Next Record Set
(in list)

ALT + down arrow

Go to Previous Record
(in list)

CTRL + up arrow

Go to Previous Record

ALT + up arrow

Set (in list)

Go to Last Record ALT + L
Go to First Record ALT + F
Open Search Center CTRL + F

Print Reports

CTRL + SHIFT + R

Go to History Button

CTRL + SHIFT + H

Open List View/ Sub

Tab Menu

CTRL + SHIFT + M
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7 Service Tickets

This chapter describes the process for accessing, fulfilling, and updating Service
Tickets, as well as printing research tickets and packing slips.

File Edit ‘“iew Help m?jr-m SIEBEL

Service Tickets

Sth:IA” Service Tickets Across Business Unﬂsﬂ J E;L"l""k J 455} J Gueries: Iservicing vl J ‘Q p J H

Service Ticket #:

Service Ticket

Created Date e Service Ticket ;% * Service Tickm% * Status As OF [% Delivery Metho% Certification % Payment Statue% B
> 04M0E:2006 iCr] -80351 51 Servicing 040642006 k3
04052008 W0 -40532571 Servicing 04552008 1=
040652006 C11-9034044E Servicing 04652006 |
01 M 942006 G0 -531 5027 Servicing 01 M 942006
011 952006 G0 5973101 Servicing 011 952006
01 M 9i2008 G0 -B87 30594 Servicing 01 M 9i2008 =
01 ME2008 C11-8282029E Servicing 01 62006 b 4
4| | »
Order Details | Billing/Shipping | Credit Card | Attachments | Audit
[E~]I Lot [ ]
Paper Form & Research Ticket Printed: Company Hame: *Order Source:
I = I IManuaI Crreer j
Service Ticket & Date Research Ticket Printed: Site: * 5
H - orm 1ype:
|mo1-a038151 | |mwicTE & Farm72 =
Service Ticket Status: LasENdme: Orderz Priori
| Servicing . = BN |[& 5038151 ||;ID'::;T =
First Hame:
Days In Status: |MARK Order Status: Page Count:
|D |Servicing j |
P Days In Status - Ready For e
Days In Status - Servicing: Shipment: Days In Status - Production:
fo [o o

Access Service Tickets

Service tickets can be accessed by performing the following steps within the
Service Tickets Screen Tab.

1. Run a Query on information relevant to the service ticket. (See Perform a
Query section in Chapter 6.)

2. Select the service ticket from the Service Ticket List Applet.

Service Ticket
Glery Change Site I Charge Credit Card

Created Date e Service Ticket @ ! Service Ticke‘@ * Status As Of[@ Delivery Metho@ Certification @ Payment Status@ i

> 04/06/2006 RO -90351 51 Servicing 040672006 F
04062006 B 4055571 Servicing 04/06/2006
04062006 C11-9034044E Servicing 04/06/2006
011952006 GC 5315027 Servicing 011 8/2006
011952006 G687 01 Servicing 011 8/2006
011952006 GiC 6973094 Servicing 011 8/2006
01062006 C11-8282025E Servicing 01 /06/2006

| |
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3. Use the view tabs to examine information for the selected service ticket.

/ar TEEREL.
B S'snis

File Edit ‘“iew Help

Service Tickets

Shuw:IAll ServiceTicketSAcrossBusinessUnﬂs;I J ELV‘-'""" J -‘-,,-:i J Queries: Iservicing vl J ).:) )._) J ﬂ-ﬁ

Service Ticket #:

Service Ticket

Query Change Stte N Charge Credit Card

Created Date % Service Ticket @ * Service Tickm% * Status As Of[é Delivery Metho@ Certification % Payment Sta‘tus@ H
> 04i06/2006 A -A0551 51 Servicing 040672006 2
04062006 B -4055571 Servicing 04062006 I
04/06/2006 C11-9034044E Servicing 040672008 -
014972006 G0 =531 5027 Servicing 011972006
011 92006 GC -7 3 01 Servicing 0141972006
014 972006 G0 -BAT 3054 Servicing 011972006 =
01062006 C11-8282029E Servicing 010672006 T
»
—————
Order Details | Billing/Shipping | Credit Card | Attachments
[t at7elp]l
Paper Form = Research Ticket Printed: Company Hame: *Order Source:
| | Manual Order j
Service Ticket & Date Research Ticket Printed: site: " =
= . orm Type:
|Mo1-3038151 I |rwvcTE & [Form 72 =l
Service Ticket Status: EasENac: Orders Priori
| servicing . | | apans |mor -.90381 5 [ ;:::3' =
FirstH B
Days In Status: I;ARKame Order Status: Page Count:
ID IServic:ing j I
Days In Status - Servicing: gmﬂ{:;ﬁ?“s aieadibor Days In Status - Production:
fo E jo

Changing the Site for a Service Ticket

The Site (NARA Business Unit) associated with a service ticket can be
changed within SOFA. This feature is used to assign a Service Ticket to a new

business unit.

Please note that once the user reassigns a Service Ticket to a new

Site, then that Service Ticket is no longer available to the user. The
Service Ticket has been transferred to the new business unit and will
no longer appear in the user’s list of Service Tickets.

1. From the Service Tickets Screen Tab, select a service ticket that is in
either Servicing or Production.

See Appendix for the Service Ticket Status definitions.

2. Click on the Change Site button.
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Service Ticket

Chanoe Site I Cﬂarge Credit Card

Created Date o fet# < *Service Ticket Status <> * Status As Of Date = Delivery Methoc=>  Certification < P
> 041062006 MO1-9038151 Servicing 044062006 [

04/06/2006 MO1-4085571 Servicing 0410612006 (=

04/06/2006 C11-9034044E Servicing 0410612006 |

0111912006 Q01-8315027 Servicing 011 912006

0111912006 201-6373101 Servicing 011 972006

0111912006 Q01-6373094 Servicing 01 1 9/2006 =

01 /06/2006 C11-5282029E Servicing 01 /062006 3

1| | 3

The Change Site pop-up appears.

2} Change Site - Microsoft Internet Explorer prov _ ol x|

Site: | MACTH C= D

Change Site || Cloze |

3. Click the —:I button shown in the Site field.

The Pick Site pop-up appears.

=} pick site - Microsoft Internet Explorer provided by NARA
= Find B

Site

El i-7oiTs

MATA
hATZ

> NHY
MLMS
MRABA,
MRABC -
MR, T

(I

L

L

4. Select one of the organizations listed and then click OK.
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The Change Site pop-up appears.

4 Change Site - Microsoft Internet Explorer pr _ 10l x|

Site: INH'V' |

[ Changs Ste | Jiose |

5. Click the Change Site button.

6. Click OK in the pop-up indicating that the site has been changed.

Microsoft Internet Explorer x|

L E The site was successfully changed,  (SBL-EXL-00151)
L

The pop-up closes and the new site is saved.

43 Change site - Microsoft Internet Explorer pr -0 x|

Site: INH"-.f' ]

| Change S'rt€ | | Close | }I

7. In the Change Site pop-up, click the Close button.

The Change Site pop-up closes and the service ticket is reassigned to the

new business unit.
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Print Research Tickets and Update Service Ticket Status
Follow these steps to print a research ticket(s).

1. From the Service Tickets Screen Tab, query for the service ticket(s) for
which research ticket(s) should be printed. The query should be limited to
service tickets in Servicing status. (See Perform a Query section in
Chapter 6.)

SOFA will print research tickets for all service tickets displayed in the
qguery results. If needed, refine the query to exclude service tickets

for which research tickets should not be printed.

Service Ticket

Query

Change Site | Charge Credit Card [T EETE 1-4of4 E

> 071572005
0752005
07472005
073520035

4

WD 257 3085 Servicing
WD 2573029 Servicing
WNIZ 2563470 Servicing
WhiZ -2535652 Servicing

Created Date < Service Ticket# = * Service Ticket Status = * Status As Of Date

07 A 572005
07152005
071 472005
071372003

< Delivery Methoc

= Certification < P

2. Click the View Application Menu, and then click the Reports menu
option.

Chrl+Shift+4,
Ctrl+Shift+R
Liser PreTerem
Service Ticket & Columns Displayed... Crl+Shift+H
Erermm 1 Search Ciri+F
Advanced Sort Cir+Shift+o
First Records Al .
&
Created DalSL . oz Renards AL I e ST
> OTHS2005  Rext Records Aft+Don 07 s200
O7MSR2005  Last Records Al 07 ar200
071472005 | Open Custamer Dashbosrd it +Shift+0 0747200
07N 302005 | Clear Customer, Dashboard Cttl+S i+l a7 3200
Cloze Customer Dazhboard Crl+ShittHE
Communications
4] |
Draft SOFA User Manual 7-5 NARA

Responsibility B2




SOFA

The Reports pop-up will open.

a Reports - Microsoft Internet Explorer provided by NARA - |EI|5|

Select a Report

Fun o | Jancel

3. From the Select a Report drop down, select Research Ticket.

4. Click the Run Now button.

The report(s) is displayed on the user’s screen in Portable Document
Format (pdf) in Adobe Reader.

The user may save the report to a user specified location by clicking
the Save a Copy button in Adobe Reader.

The user may print the report by clicking the Print button in Adobe
Reader.

The user should not use the Email button in Adobe Reader, as this
feature is not functional.

5. Update the Service Ticket Status from Servicing to Production for all
service tickets for which a research ticket has been printed.

Service Ticket
Change Ste N Charge Cradit Card

Created Date % Service Ticket# < * Service Ticket Status = * Status As Of Date =

074 542005 Wi -257 3085 Procuction 044 812006
071 542005 WD -2573029 Procuction 041 B/2006
071402005 VW01 -2563470 perflicion S 04152008
> 071312005 WD - 2535652 Servicing 07/ 342005
e
Ready Far Shipment
Pick Up
Megative Search
4| | ancelled
\/
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The user can indicate to whom the Service Ticket is assigned by
entering the name of the individual in the Description field.

% Site % * Order Source%
T = ek Order
- | Web Order
Wik Crder

Wieh Crder
=1 wieh Order

Fulfill Service Tickets and Update the Service Ticket Status

The Service Tickets Screen Tab allows the user to fulfill service tickets and
update the status of a Service Ticket.

1. From the Service Tickets Screen Tab, query for the service ticket(s) to be
updated. The Service ticket(s) to be updated should be in Production
status. (See Perform a Query section in Chapter 6.)

Service Ticket

Query Change Site | Charge Credit Card [RETROEIETTES 1-1af1 B
Created Date % Service Ticket# < * Service Ticket Status = * Status As Of Date > Delivery Methoc=>  Certification > P
> 0741512005 VW01 -2573085 Production 04/18/2006

1 | 3

Do not click in the “Service Ticket #” column while selecting this order;

the service ticket number is a hyperlink that will take the user to the
Order Details View Tab.
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2. Enter the page count in the Form Applet at the bottom of the screen.

Service Ticket
CiLery Change Site I Charge Credit Card BT T E ] 1-1ai1 B

Created Date % Service Ticket # = * Service Ticket Status < * Status As Of Date < Delivery Methoc=> Certification < P
> 07572005 WO 2573085 Prasuction 0441842006

1] |
Order Details | Billing/Shipping | Credit Card | Attachments | Audit

| Query Results E'I of 1 IIH
Paper Form & Research Ticket Printed: Company Hame: *Order Source:
¥ Wik Orcler j
Service Ticket & Date Research Ticket Printed: Sites L
[wion-2573085 : |o7118Is 8:03:30 AM INW‘I'S [ IFF Ormnmw. =l
- & orm b
Last I B
Service Ticket Status: I':t e Orders Priority:
=]
| Production = i1 2573085 I e — |
First Hame:
Days In Status: Order Status: Page Count:
I i] I UTEIED I Servicing I
N Days In Status - Ready For s u
Days In Status - Servicing: Shipment: Days In Status - Production:
J111 o jo

If the page count entered exceeds the maximum page count for this
type of transaction, the overage process will apply. See the Overage
Process section for further instruction.

If an attachment will be added, see the Adding Attachment section for
further instruction.

3. Update the status from Production to Ready for Shipment.

Service Ticket
GlLery Change Site I Charge Credit Card

Created Date e Service Ticket # @ * Service Ticket Status @ * Status As Of Date @ Payment Status

@ Payment Message

05M1 02005 WC 332004 2E Servicing 051 072005
07i21/2005 WO 2699530 Servicing 07i21/2005
> 071562005 W0 - 257 3085 Ready For Shipment 0441 872006
071 92005 WO 2573029 Production 0441872006
071 472005 WO - 2563470 Production 0441872006
071 32005 W0 -2535652 Servicing 071 372005

4 |

Order Details | Billing/Shipping | Credit Card | Attachments

I [4]sors[p]]
Paper Form & Research Ticket Printed: Company Hame: *Order Source:
¥ IWeb Crdler j
_ _ - Date Research Ticket Printed: -
Service Ticket & Site: *Form Type:
ID?H 9103 5:03:30 A
[0 -257308: |rwTs Bl [Form7z ~
Last N
ervice Ticket Status: il Orderz Priority:
| Ready For Shipmert n |in01-2573085 [ruarmea =
st H
X |Trhomaasme Order Status: Page Count:
IServicing j I 52
D In Status - Re: F
Days In Status - Servicing: Slay_vs " - s ady For Days In Status - Production:
{111 [o : [o

See Appendix for the Service Ticket Status definitions.
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Charge Credit Card

The following steps describe how to charge the customer’s credit card.

1. From the Service Tickets Screen Tab, select a service ticket for which the
credit card should be charged. The selected service ticket must be in

Ready for Shipment status, and the Payment Status must be Pending
or Declined.

2. Click the Charge Credit Card button

Service Ticket

@ Charge Credit Card
R ——
Created Date % Service Ticket # * Service Ticket Status @ * Status As Of Date @ Payment Status
04/20/20065 CL21-10005956E Ready For Shipmert 04/20/2006 Approved
041952006 CL21-10005553E Ready For Shipmert 041952006 Approved
> 0411972006 Wi -1 00054 27E Ready For Shipmert 0441952006 Pending
04/ 712006 BK21-9950227E Ready For Shipmert 04/ 712006 Approved
04/17/2008 Bil21-998017EE Ready For Shipment 04/17/2006 Approved
04/ 712006 Bk11-9965109E Ready For Shipmert 04/ 712006 Approved
041 472006 WA 97251 51E Ready For Shipment 041 472006 Pending Irvalicd Credit Card nur 3
| |

A pop-up appears indicating whether the payment is Approved or

Declined. If the pop-up displays Approved, the customer’s credit card has
been charged.

Microsoft Internet EXp x|

'IE Approved. (SEL-EXL-00151%
[ ]

If the pop-up displays Declined, the system is unable to process
payment. In this event, the customer should be contacted to
obtain/verify their credit card information. This new/updated credit
card information should then be added to the customer’s service ticket
in SOFA. For more information, see Add New Credit Card Information
to a Service Ticket section in Chapter 7.
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3. Click OK on the payment status notification pop-up.

The Payment Status field refreshes with a new status of Approved or
Declined.

Service Ticket
Query Change Site J| Charge Crecit Card

Created Date ‘e‘ Service Ticket # % * Service Ticket Status% * Status As Of Date % Payment Status

04,20/2006 CL21-10002986E Resdy For Shipment 042042006 Approved

041 9/2006 CL21-10005553E Ready For Shipment 041 902006 Approved

> 0441952006 Wi -1 000534 27E Ready For Shipment 041 942006

041 7/2008 Bik21-9980227E Resdy For Shipment 041742006 Approved

044 7/2006 Bik21-99801 7EE Resdy For Shipment 04 742006 Approved

04/ 7/2006 Bk11-9965109E Ready For Shipment 041 742006 Approved

0451 452006 WA ST 25151 E Ready For Shipment 0401 452006 Pending Irvealid Credit Card nur 3

| |

When the credit card is declined, SOFA will send an auto-generated
email to the customer informing them that their credit card has been
declined.

Print Packing Slip and Update Service Ticket Status

Follow these steps to print a packing slip(s).

1.

From the Service Tickets Screen Tab, query for the service ticket(s) for
which the packing slip(s) should be printed. The query should be limited
to service tickets in Ready for Shipment status, and those with a
payment status of Approved. (See Perform a Query section in Chapter
6.)

SOFA will print packing slips for all service tickets displayed in the
query results. If needed, refine your query to exclude service tickets
for which packing slips should not be printed.

% Payment Status =
Approved

Service Ticket

Change Site || Charge Craseard BT Swel 1] 3

£ Service Ticket Status = NG
Ready For Shiptment r

Created Date eService Ticket 2 Payment Message % Certification %

> 0401772008 Bk21-9930227E
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2. Click the View Application Menu, and then click the Reports menu
option.

- Hore =1 Ctri+Shiftr =

Clri+Shift+F

Show: | 41 5& Ch=s J i J
Service Ticket & Columnz Displayed... Chri+Shift+H
= T Search Cirl+F
Addvanced Sort Cirl+Shift+O
First Records Aft+E ] o o
Created Da BT A+l ftatus — * Status As Of Date — Payment Status  —
> 04NTR2006  plext Records Aft+Diat it 0441772006 Spproved
Lazt Records A
Dpen Customer, Dashboard il Shitt+r
Clear Custamer: Dashhboard ChrleShitt+
Cloze Customer Dashhbosrd Cirl+Shift+G
Communications 3
4] |
The Reports pop-up will open.
a Reports - Microsoft Internet Explorer provided by NARA - |EI|5|
Select a Report |paermmreme—
Yarcel

3. From the Select a Report drop down, select Packing Slip.
4. Click the Run Now button.

The report(s) is displayed on the user’s screen in Portable Document
Format (pdf) in Adobe Reader.

The user may save the report to a user specified location by clicking
the Save a Copy button in Adobe Reader.

The user may print the report by clicking the Print button in Adobe
Reader.

The user should not use the Email button in Adobe Reader, as this
feature is not functional.
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5. Update the Service Ticket Status from Ready for Shipment to Shipped
for all service tickets for which a packing slip has been printed.

The user should only update the status to Shipped if the product will
be shipped to the customer soon after the packing slip is printed. If
the shipping of the package is delayed, the Service Ticket should
remain in Ready for Shipment status until the point in time that the
item is shipped.

Service Ticket
Query Change Site I Charge Crecit Card

Created Date % Service Ticket = ' Service Ticket Status = * Status As OfDate = Payment Status < Payment Message

> 0447 [2006 Bk21-9950227E wl [/ 712006 Approved

4 |

When the status is updated to Shipped, SOFA will send an auto-
generated email to the customer informing them that their order has
been shipped.

Add Attachment to a Service Ticket

The following section details how to attach a file to a service ticket.

Files can only be attached to orders for certain form types. For all
other form types, SOFA will not allow the user to attach a file.

1. From the Service Tickets Screen Tab, select the service ticket to be
updated.

Service Ticket
QuEry Change Site | Charge Credit Card

Created Date % Service Ticket # % * Service Ticket Status % * Status As Of Date % Payment Status % Payment Mess]

04/1 972005 WA -10005427E Ready For Shipment 0441952008 Approved
> 04/19/2006 Wi 10005451 E Production 041972006 Pending

Order Details | Billing/Shipping | Attachments | Audit
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2. Click on the Attachments View Tab.

o N
Billing/Shippi 1g | Attachments | » udit

Paper Form # Research Ticket Printed: Company Hame:

I! Order Details

[4]zorz[ ]|

*Order Source:

I |Web Qrder j
Service Ticket 2 Date Research Ticket Printed: Site: *Form Type:
|1 10008451E | | MR & [Form i =l
Service Ticket Status: pastNamE: Order® Priority:
[Froduction = | ﬁe'eaSE? [\t -1000B4B1E [oremei =
Days In Status: LiL=TNSme: Order Status: Page Count:
ID Ireleases IServicing j I
:):ys In Status - Servicing: g::::nl.:;ﬁ?tus - Ready For :J:ys In Status - Production:
| | b
3. Click on the New button to add a new file.
Order Cetails Billing/Shipping | Credit Card U6 1EES

E13] Juery No Records |[57]

Attachi ame % Size (In Bytes) @ Type @ Modified % Updlate File % Comments @
A new attachment record displays.

Order Details | Billing/Shipping | Credit Card W.usl=HE e
[E=]| [Mew | [ uery | [ cancel 1-10t1 |[E]
iZe (In Bytes) @ Type @ Modified @ Update File @ Comments @
| v
4. Click the —'I button shown in the Attachment Name field.
The Add Attachment pop-up displays.
<} Add Attachment - Microsoft Internet Explorer provid - 10Ol x|
Please specify a File Hame or URL:
File Hame: I & Browse. . |
URL: ||
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5. Click the Browse button and search for the appropriate file. Select the file
and click the Open button.

The new file appears in the Attachment Name field.

| Query | | Cancel 1-10f1 |[E]
Attachment Hame % Size (In Bytes) % Type % Modified % Update File % Comments %
>| SOF & Roll Out Guide, w3 | 562,447 rtt 041 8/2006 5:15:59 v

To access a file attached in SOFA, click in the Attachment Name field,
which is a hyperlink to the file.

Attachments are posted to Order Online! for customer download once
the service ticket status is updated to Shipped.
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Overage Process

The overage process applies when the number of pages entered into the Page
Count field exceeds the maximum number of pages allowed for the form type.

1. From the Service Tickets Screen Tab, select a service ticket in Production

status.

Service Ticket

Change Site N Charge Credit Cacd

Query
Created Date e Service Ticket)
> 04/24/2006 CL11-1026721
04724720085 CT21-102671628
04724720085 BK21-10267035E
04720720085 WA 102471 29E
045192006 CR31-10005516E
0451 9/2006 CRF1-100056635E
041902006 WA 1000534 27E
4

* Service Ticket Status Status As Of Date

Production Pending
Production i Pending
Reggluction 04/24/2006 Pending
Production 04202006 Pending
Procuction 0451972006 Pending
Production 04192006 Pending
Production 041 952006 Approved

@ Payment Status

2. Click on the Order Details tab and enter the number of pages into the

Page Count field.

Service Ticket

Query Charge Credit Card n 1of 1+ u
Service Ticket & Delivery Method: Service Ticket Status: Payment Status:
|eL1-10287213 | By StandardExpress Shipping | Production > [Pending ~
Contact Hame: Shipping Method: Days In Status: Overage:

IKeon Bander IStandard Method j ID

*Order Source:

Shipping Account &

tive Search C

Overa

Wigh Order -
I J _ Page Count:
*Form Type: Site:
[Farm s =] [MRHPC &l .
S
LIGETIE BT Yilling/Shipping | Credit Card | Attachments
e 1-10f1 |[E]
Line # e * tem # @ * Product @ Description @ Status @ H
>1 FORMS1 A Civil Cases - Entire Case File MATF 914: Civil Cases - Ertire Case File }
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If the page count entered exceeds the maximum page count for the
selected product, the overage procedure should be followed. The table
below provides additional detail.

* AllForm More Over 1. Obtain approval from the customer
90s Docket | than 20 $10.00 to charge them for the overage
gheets and | pages* amount.

re-
Selected 2. In the Service Ticket Form Applet,
Documents select the Overage checkbox. The

e Form WWI overage checkbox must be checked

e Form NATZ before entering an overage reason.

e All Form More Over 3. Provide a reason for the overage, as
90s Entire than 70 $35.00 well as the time and date of
Case Files pages* customer approval for the overage,

in the Overage Reason field.

Service Ticket Status:

IProdudion j

Days In Status: Overage Reason:
|17

Site: Page Count:
|NRGDC =]

* Pages exceeding the package maximum require a $0.50 charge per page.

a. After completing the overage procedure described above, update
the status to Ready for Shipment.

The status changes to Ready for Shipment and SOFA generates a
new line item to account for the overage amount.

Service Ticket

Charge Credit Card

Service Ticket & Delivery Method: Service Ticket Status: P ent Status:
|eL11-10267213E |By StandardiExpress Shippin | Readly For Shipmert ynding =
Contact Hame: ippil Overage:
IKEDI‘I Baxter IStandard Method j ID =
L] Re: 3
*Order Source: Shipping Account % ive Search Ce I;:Sr:i:; ax:::c:‘s R R
|Web Order = = £ap .
N 7 Page Count:
*Form Type: Site: I1 =
[Farma1a e O [ ] =l

NI G| Billing/Shipping | Credit Card | Attachments

Exali) (=L [
Line # 6 * tem # % * Product % Description % Status % 9
1 T o T T T e T T L P — Batasb |
<o COUNTS ddclional Page Court for Form 91 Ready For Shipment |
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Add New Credit Card Information to a Service Ticket

A new credit card can be added to a service ticket up to the point at which
payment is approved (if the payment is approved, the Payment Status field
will display Approved). New credit cards are typically added after a
customer’s credit card has been declined. Follow the steps below to add a
new credit card.

1. From the Service Tickets Screen Tab, query for the service ticket that
requires new add credit card information. (See Perform a Query section in
Chapter 6.)

Note that new credit card information cannot be added to a service

ticket if payment has been approved (if the payment is approved, the
Payment Status field will display Approved).

2. Select the service ticket.

Service Ticket

Change Site I Charge Credit Card SR [Fa 8 1T 2

Created Date ‘e‘ Service Ticket # % * Service Ticket Status % * Status As Of Date % Payment Status %

> 0441952008 CL21-10008315E Servicing 041952008 Pending

3. Click the Credit Cards View Tab.

Service Ticket

Query Charge Credit Card n 10f1 u
Service Ticket & Delivery Method: Service Ticket Status: Payment Status:

|eL21-10008315E |Fax | servicing x| [pending =
Contact Hame: Shipping Method: Days In Status: Overage:

|R0ger Dunnington |Standard Method j |D

Overage Reason:

*Order Source: Shipping Account = gative Search C
IWeb Crder j =
. “ Page Count:
*Form Type: Site: I
[Farm =18 | [nrcac ] =l
——
Order Details | Billing/Ship) \ng Wuhmem:
[E]1 [rew |[save ] T
* Card Holder N% * Credit Card T)% * Credit Card # * Expiration Mol% ! Expiration Yea% Card Veriﬁca‘tic% * Billing Phone % Credit Check
> Roger Dunnington | Wisa sooooooooonoc 111 03 2009 (553) 535-3533 Pending
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4, Click the New button

Service Ticket

Charge Credit Card

Service Ticket & Delivery Method: Service Ticket Status: Payment Status:

| cL21-10008219E | Fae | Servicing x| [Pending |
Contact Hame: Shipping Method: Days In Status: Overage:
IRogar Cunnington IStandard Method j ID r
1] Re: 3
*Order Source: Shipping Account # Hegative Search C it e e
IWeb Crder | =
N = Page Count:
*Form Type: Site: I
[Form =16 =] [wRcac =] =l

e, "efails | Billing/Shipping ENCINEETGN| Altachmenis

Cancel 1-10t1 |[F]

* Card Holder N% ! Credit Card T)% ! Credit Card £ * Expiration MOI% * Expiration Vea@ Card Veriﬁca‘ti(@ * Billing Phone i% Credit Check

2 Roger Dunnington | Visa xxxEEExExx1111 03 2009 (5551 555-5555 Pending

A new credit card record is created.

II Order Details | Billing/Shipping ENCHIEW TGN Attachments
[E =] Mew || Save || Cancel |

* Card Holder Hame % ' Credit Card Type % * Credit Card = Credit Check Sta

> Pending
Foger Dunnington Yisa wrwmErrsEys 1111 Pending

5. Click in the Card Holder Name field, then click the (ll) button.

II Order Details | Billing/Shipping EWCHIEW TGN Attachments

Credit Check St

Pending
KRR 1111 Pending

*Cardholder Hame @ * Credit Card # * Credit Card T)@ * Expiration Mm% * Expiration Yea% Card Ueriﬁcatic%

2> Roger Dunnington soooooooooad 111 Wisa 03 2009

1| | i
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6. Click the NEW button.

7} Select Credit Card - Microsoft Internet Explorer provided by NARA -3 x|
GOLHY* Cardholder Mame hd | starting with:
* Cardholder Hame % * Credit Card # * Credit Card T}% * Expiration Mol% * Expiration Yea@ Card Veriﬁca‘tic@
>
Roger Dunnington w111 Visa 03 2009
4 | o]

A new credit card record appears.

7. Click each field in the new credit card record and type/select the
appropriate information. The following fields are required.

[0 Credit Card #
Cardholder Name
Credit Card Type
Expiration Month
Expiration Year

Billing Phone #

Billing Street Address 1
Billing City

Billing State

Billing Zip Code

O oo oogogo4d4dggd

Billing Country

Billing Information is the contact information on file with the credit
card company and may be different than the Shipping Information.

8. Once all required fields are completed, click the Save button to save the
credit card information.

dit Card - Microsoft Internet Explorer provided by NARA ) m| il

(5[ BN * Cardholder Mame hd | Starting with:

* Cardholder Hame % * Credit Card # * Credit Card Type % * Expiration Month % * Expiration Yea% Card Verification 7
2 Sally Dunnington o111 Visa 0s 2013

Roger Dunnington o111 Viss o3 2009
| o

The Select Credit Card pop-up refreshes and the new billing information
saves.
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9. Click the Pick button to select the new credit card.

/A select Credit Card - Microsoft Internet Explorer provided by NARA I ] 4
L * Cardholder Mame
* Cardholder Hame @ * Credit Card # * Credit Card Type @ * Expiration Month @ * Expiration Yea@ Card Verificati
2 Sally Dunnington sorrrrxxx1 111 Visa o5 2013
Roger Dunnington oo 111 Misa o3 2009
[l | |
[Cant |
v

The Select Credit Card pop-up closes and the new credit card information
is now associated with the service ticket.

Order Details | Billing/Shipping RGN Attachments
[E ]| | Mew || Save |

* Card Holder Hame % * Credit Card Type % " Credit Card # Credit Check Status %

Raoger Dunningtan Wisa Frsersversrra NNl Card Changed

2| Sally Dunnington Wisa w1111 Pending

The new credit card will display a status of Pending in the Credit Card
Status column, and the previous credit card will display Card
Changed in the Credit Card Status column.
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Add a New Address to a Service Ticket

One or more addresses can be added to a service ticket. These addresses
can then be selected for the service ticket’s Billing Address or Shipping

Address. The steps below describe how to change the Shipping Address for a

service ticket (the steps to change a Billing address are the same).

From the Service Tickets Screen Tab, query for and select the service
ticket. (See Perform a Query section in Chapter 6.)

1.

Service Ticket

Change Ste N Charge Credit Card [T LR
Created Date < Service Ticket # < * Service Ticket Status = ' Status As Of Date =
w e e e
> 041 2/2006 CL24 1000631 9E Servicing 04 .M 952006
4| |
[» N Order Details | Billing/Shipping | Credit Card | Attachments
IER3| Guery Results
2. Click the Billing/Shipping View Tab.

Service Ticket

CILEry Charge Credit Card n 1of 1+ u
Service Ticket 2 Delivery Method: Service Ticket Status: Payment Status:
|cL21-10008315E |Fax | Servicing | |Pending |
Contact Hame: Shipping Method: Days In Status: Overage:
IRoger Cunnington IStandard Method ﬂ I a
*Order Source: Shipping Account = Hegative Search Comments: S LRI

Whigh Order - El

I J I - j Page Count:

*Form Type: Site: |

|Form 818 o | (S ] =l

Order Details |'v,'redil Card | Attachments

IR 1 af 1+
Shipping Address Billing Address

*Ship To Hame/Company: State: Street Addressi: State:

IRoger Dunnington IIA ISQSB 4th Street B IIA

Street Address1: Country: Street Address 2: Country:

[111 15t strest = = | fusa

Street Address 2: Zip Code: City: Zip Code:

| |sema7 | comstock | seaa7

City:

IComstock
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3. Click the (3) button in the Street Address 1 field.

| Order Details W= NIIUN | Credit Card | Attachments | Audit |
[ER[

Shipping Address Billing Address

1of1+

*Ship To Hame /Company: State: Street Address1: State:

| Roger Dunningtan ia | 8956 4th Street

Street Address1: m"ﬁy: Street Address 2: Country:

[111 15t street L'_»i Jus | fusa

Street Address 2: o Code: City: Zip Code:
| 56897 | comstack | s6aa7

City:

IComstock

The Contact Addresses pop-up appears.

4. Click the New button.

A Luntac” Addresses - Microsoft Internet Explorer provided by NARA
0N Street Address 1 1-10f1
Iress 1 % Street Address 2 % City % State % Zip Code % Country %
111 13t street Comstock 1 SGG97 L34
A new address record appears.

a Contact Addresses - Microsoft Internet Explorer provided by NARA

00N Street Address 1 L4| Starting with

Street Address 1 % Street Address 2 % City % State % Zip Code % Country
> LIz,

111 1st street Comstock 14 56597 usa

_loj x|

4P

5. Click each field and type/select the appropriate information. A description

of each field is below.

[] Street Address 1 - required
[J Street Address 2

1 City - required
]

State - required

Abbreviations for US States and Canadian Provinces may be
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selected from the drop down.

If the address is for a country other than US or Canada, then either
type the name of the State or select None from the drop down.

[J Zip Code - required
[J Country - required

6. Once all address information is entered, click the Save button.

e Dbt + Addresses - Microsolt Internet Explorer provided by NARA
( = 00N Street Address 1 L4 | Starting with
Street Address 1 é Street Address 2 % City % State % Zip Code % Country %
> 777 Tth Street Watzonvile FL 56957 Usa
111 1t street Comstock 12 6897 usa
The Contact Addresses pop-up refreshes and the new address saves.
7. Click the Pick button to select the new address.
3 Contact Addresses - Microsoft Internet Explorer provided by NARA - |EI 1[
00N Street Address 1 L4 | Starting with
Street Address 1 é Street Address 2 % City % State % Zip Code % Country %
> 777 Tth Street Watzonvile FL 56957 Usa
111 1t street Comstock 12 6897 usa
a3

T

The Select Addresses pop-up closes and the new address is now
associated with the service ticket.

Order Details J=1THETHIITEN| Credit Card | Attachments

1 0f 1+
hipping Address \ Billing Address
*Ship To Hame/Company: State: Street Address1: State:
| Roger Dunrington |FL \ | 8956 4th Street =R
Street Addressi: Country: Street Address 2: Country:
[F77 7th Strest E fusa ) | Jusa
Street Address 2: Zip Code: City: Zip Code:
I By | comsteck | seaa7
City:
wnnville

\/
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Negative Search

The Negative Search Ticket status is used to indicate that NARA is unable to
fulfill a request. The optional “Negative Search Comments” field can be used

to provide the customer with further explanation as to why their request

cannot be fulfil

led.

1. From the Service Tickets Screen Tab, query for and select a service ticket

in Production status. (See Perform a Query section in Chapter 6.)

Service Ticket

Guiery

Change Site I Charge Credit Card

> 04124/2006
012412006
020,200
0411 9/2006
0411 9/2006
0411 9/2006
011972006

2l

Created Date g Service Ticket #

CT21-10267162E
BKZ21-10267035E
Wi 102471 29E
CR31-10005516E
CR31-100086635E
Wi 100054 27E
CR21-10006670E

Praduction
Praoduction
Praduction
Praduction
Frocuction

it Status @ * Status As Of Date

P Cervice -
Praduction
RLocuctiol

0472472006
0412412006
0472072006
0411972006
0411972006
0411972006
0411972006

@ Payment Status

Pending
Pending
Pending
Pending
Pending

Approved

Pending

Order Details | Billing/Shipping | Credit Card | Attachments
I [rot7e[n]]
2. Click the Order Details view tab.
Service Ticket
GILEry Charge Credit Card n 1 of 1+ u
Service Ticket & Delivery Method: Service Ticket Status: Payment Status:
|cT21-102671626 By Standard/Express Shipping | Production | |Pending =
Contact Hame: Shipping Metl Days In Status: Overage:
IKeon Baxter IStandard Method j ID
] Re :
*Order Source: Shipping Account & H itive Search C it: yeragetenson
IWeb Order j =
- ~ Page Count:
*Form Type: Site:
[Farm sam =] [wroDC =
s
Order Details [ Billing/Shipping | Credit Card | Attachments
hoiam 11011 |[E]
Line # e * tem # @ * Product @ Description @ Status @ q
>1 FORMI3B Court of Appesls - Docket Sheet | NATF 938: Court of Appeals - Docket Sheet Procuction i
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3. Optional - In the “"Negative Search Comments:” field, enter any
comments to be included as part of an email that will be sent to the
customer.

Text entered into the "Negative Search Comments:” field will be
emailed to the customer as part of an email explaining why the order
cannot be fulfilled. Only enter comments appropriate for
correspondence with the customer.

Service Ticket

Service Ticket &

Charge Credit Card

Delivery Methodl:

Service Ticket Status:

Payment Status:

|cT21-10267162E |By Standard/Express Shipping | Praduction x| |Pending ~
Contact Hame: Shipping Method: Days In Status: Overage:
IKeon Baxter IStandard Method j

Owerage Reason:

*Order Source: Shipping Account % Hegative Search C it

IWeb Order j The request c:ontains|invalid El

* ) Site: information. Please contact “ age Count:
Formilage: - the Court to verify thet all cass I

[Form 338 =] [mRoDC = j

(G EIEETEE | Billing/Shipping | Credit Card | Attachments

[ 1101 |[E]
Line # % * ttem Z @ * Product % Description @ Status @ 9
> 1 FORMS3E Court of Appeals - Docket Sheet  NATF 938 Court of Appeals - Docket Sheet Production I
4. Update the Service Ticket status to Negative Search.
Service Ticket
GIery Charge Credit Card n 1of 1+ u
Service Ticket & Delivery Method: vice Ticket Status: Payment Status:
|eT21-102671626 | By StandardExpress Shipping Production = ending =
Contact Hame: Shipping Mett Ready For Shipment Oyrage:
IKenn Baxter IStandard Method Rick e i
........ (i} Re .
*Order Source: Shipping Account = ETREt o
IWeb Order j The request contains invalid =l
. . Site: information. Please contact - Page Count:
Form Type: = the Court to verify that all casze
[Farm 38 ~| |mRoDC El =l
WGET I AT RN Billing/Shipping | Credit Card | Attachments
(5] [uery | Foott (5]
Line # e ' em # @ * Product @ Description @ Status @ q
>1 Court of Appeals - Docket Sheet | MATF 938: Court of Appeals - Docket Sheet Production I

5. The Service ticket is complete and an email is sent to the customer
notifying them that NARA is unable to fulfill their request. Any text
entered into the "Negative Search Comments:” field is included in the
email to the customer.
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Audit View Tab

The Audit View tab provides SOFA users with a history of the service ticket,
including when statuses where changed and by whom.

1. From the Service Tickets Screen Tab, run a query for the service ticket.
(See Perform a Query section in Chapter 6.)

Service Ticket
CILEry Change Site I Charge Credit Card

Created Date e Service Ticket # @ * Service Ticket Status @ * Status As Of Date @ Payment Status @ Payment Message
> 04/24/2006 BK21-10265357E Ready For Shipment 04/24/2006 Pending Cther errar
0424/2006 Wi -1 0269306E Megative Search 04/242006 Pending
0424/2006 CL11-10267213E Ready For Shipment 04/242006 Pending
0424/2006 CT21-10267162E Production 04/242006 Pending
0424/2006 CL11-10267111E Servicing 04/242006 Pending
0424/2006 BK21-10265175E Servicing 04/242006 Pending
0424/2006 BK21-10265125E Shipped 04/242006 Declined
4

Order Details | Billing/Shipping | Credit Card | Attachmer &

|

2. Select the service ticket record.
3. Click the Audit View Tab.

Service Ticket

Change Site N Charge Credit Card
Created Date < Service Ticket # < * Service Ticket Status = * Status As Of Date
> 04/24/2006 BK21-10269357E  Ready For Shipment 04/24/2006
04/24/2006 Wil -10269306E Megative Search 04/24/2006
04/24/2006 CL11-10267213E  Reacly For Shipmert 04/24/2006
04/24/2006 CT21-10267162E | Production 04/24/2006
04/24/2005 CL11-10267111E | Servicing 04/24/2006
04/24/2006 BKZ21-10269179E | Servicing 04/24/2006
04242006 BK21-10269128E | Shipped 04/24/2006
< |

Order Details | Billing/Shipping | Credit Card Attachmems
|
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The Audit View Tab for the selected service ticket record is displayed.

Service Ticket

Charge Credit Card

Service Ticket & Delivery Method: Service Ticket Status: Payment Status:
|BKz1-10269387E |By StandardExpress Shipping | Ready For Shipmert | [Pending =
Contact Hame: Shipping Method: Days In Status: Overage:

| Paui Bastekont | Standard Method > o ¥

Overage Reason:

*Order Source: Shipping Account & Hegative Search C. it Ipackage e D
IWeb Crrler j % P Count:
*Form Type: Site: Igsue ount:
[Form a0e | |mrePC & =
Order Details | Billing/Shipping | Credit Card | Attachments [.TG[3
[E=] [ouery] 1-10t1 |[F]
Field @OI(I Value @New Value @Date @Change(lBy @Operaﬁon @
> Resolution Code Servicing Ready For Shipment 0424106 4:335:54 PM KCOME Muolify
The view displays the following columns:
[J Field — denotes the field in the application for which audit history is
being tracked. In the screen shot below, it is the “Status” field.
[J Old Vvalue - displays the old value for the field being tracked.
[J New Value - displays the new value for the field being tracked.
[J Date - displays the date the change was made.
[J Changed By - displays the SOFA User ID of the user who made the
change.
[J Operation — denotes the kind of change made by the user e.g.,
“Modify” which means a record status has been modified.
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8 Appendix

Service Ticket Statuses

Servicing

The order has been assigned to a business unit for
fulfillment (via service ticket(s)). This is the default
status for Service Tickets.

Next Possible
Status(es)

Production

Ready for
Shipment

Negative Search

Cancelled

Production

The business unit is fulfilling the service ticket(s) (i.e.
making copies, gathering merchandise, etc.).

Ready for
Shipment

Shipped

Ready for
Shipment

The completed service ticket has been sent to the
mailroom.

Shipped

Discarded

Shipped

The Service Ticket has been fulfilled and mailed to
the customer or posted to Order Online! for customer
download. When this status is selected, SOFA will
send the customer an auto-generated email to inform
them that their order has been shipped.

Negative Search

The ordered items could not be found or are not in
NARA'’s possession. When this status is selected,
SOFA will send the customer an auto-generated email
to inform them that the request cannot be fulfilled.

Cancelled

The service ticket has been cancelled for one of the
following reasons: a) NARA research error, b)
reproduction error, or c) copies never
arrived/shipping problem. When this status is
selected, SOFA will send the customer an auto-
generated email to inform them that the request has
been cancelled.

Discarded

The documents copied for an order were never paid
and therefore the copies were discarded.
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