AX Pro Tips

The ask: Create a simple way to communicate tips, concerns,
and changes after a new ERP launch.

The solution: AX Pro Tip emails sent daily via MailChimp for
three months post go-live.

Content was developed from cross-functional team
feedback, error reporting, and patterns in questions trainers
received in hyper-care chats.

The risks: Daily emails can become white noise. The tips had
to balance being engaging, succinct, and helpful while being
careful not to come across as critical to agents that were
working mandatory overtime during a very stressful
implementation.

The reception: Supervisors utilized Pro Tips in their daily
team calls and chats. Agents looked forward to the emails
and quickly began sending in their own tips to a suggestions
email box. Teams outside of the initial audience asked to be
added to the email list and/or copied the emails for their
own usage. When a tip was sent out, an immediate
improvement would be seen in the area of performance the
tip addressed.



The challenge: Taking leads like the email below and tracking
down the information needed, simplifying complex
messaging from SMEs and creating support documents with
very little context or foundational knowledge.

Subject: FW: Wells Fargo order missing information 2/16/21
Tyrah,

We have an important request for tip of the day & there is some urgency to this...

We need to remind people to update payment type, so that the order doesn't inherit a default that might be correct when we process exchanges. There is much more detail that Aaron, Courtney and Monica will be able to provide. Can we get this out tomorrow or

TH? 1know it’s a short turn, but would be very valuable. Let me know if this is doable.

Thanks!
Amy

Time

7, 2021 at Eastern

Subject: AX Pro Tip of the Day

Date:  Wednesday, February 17, 2021 3t 1:55:31 PM Eastern Standard Time
From: AX Leamning & Development

To: West, Tyrah

Microsoft Dynamics AXx

Payment Type Pains
Please pay ciose afienfion 1o the payment types you aie using in oiders. Many
oiders are being entered with the wiong payment teims and types which
causes oiders 1o be placed on hold, moie calls, moie emalls, angry customers,
mass hysteria! Hele ale the most COmmOon E1I0IS we ale seeing:

« $0 sales oiders with NCC o CC In the payment type. Those oidels do
not piogiess because the sysiem Is expecting 10 see a ciedi caid. The
correct payment type foi $0 oiders s Nooo. Think...do you need a CC fol
£0 sales 01de1s? NOoOOO000000.

$0 retumn oidets without an RCC payment foim. RCC 1eally means ietuin
10 the oiiginal payment foim. Also ietumns not tied 10 an order in AX
(Oracie oiders) need 1o be RCC payment type

Wells Faigo Woes.. we'le seeing a numbel of vailous types of oiders
(1etum oiders, sales oiders, and sales category iefund of bill oiders)
which shousd be billing o1 iefunding via Wells Faigo, but the Payment
Type and Wells Faigo fieids (Plan, Auth, WF Number) aie Incoliect ol
blank. Any Bme an oider shoukd chaige of fefund to Wells Faigo, e
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yment Type should be FINANCE' and the Plan, Auth, and WF Number
ids must be populated propeily.

iee below o1 head 1o SharePolnihigse fo a chart 10 help you use the
Jayment teims and types

idea for an AX Pio Tip?
‘mall secsuggestions@iempuisealy.com

WPuprarn Payment Broe Leags

AX Common Payment Types

foom
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More examples:

Tuesaay, December 7, 2021 at 13:50:34 Eastern Standard Time

Subject: AX ProTip
Date:  Thursday, March 11, 2021 2t 11:59:25 AM Eastern Standard Time
From:  AX Learning & Development

To:  West,Tyrah

Microsoft Dynamics Ax

Flipping Out

Have you looked at an oder and wondesed why It's not moving? if manual oidess aren
flipped fiom journal 1o sales oider and confiimed, they will NEVer Piogiess.

1 bet you can figuie out why we aie sending this ieminder.

Gentle ieminder...you can always check the grii and make certain you'ie completing all
sieps In oide1 10 get the oidet 10 your customer

Hawo an idoa for an AX Pro Tip?

Plazsa ol

.com

WHEN WILL A MANUAL ORDER
FT AS A JOURNAL ORDER PROGRESS?

W

Tuesaay, December 7, 2021 at 13:59:53 Eastern Standard Time

Subject: AX Pro Tip of the Day
Date:  Wednesday, February 24, 2021 3t 2:11:20 PM Esstern Standard Time

From:  AX Learning & Development

To:

West, Tyrah

Microsoft Dynamics Ax

Pro Tip

IINEED]TO/CREATE/ANIEARLY,
(CREDIT(ORDER
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Attention: Do not create early credit requests for refunds.

DI automatically communicains 1 AX that rtumed product hs been recsived and starts prosesing
TOUS 10T LS $he NiGA @ POt Aas bean picked up-_typically within 48 hours. Friday plkcups may be

processed on Mondary

In # vory ram occasion that a product (small fems Included) has boan pickad up 1M B Customor of
rotusodcancoliod a the delvary agert, but the em has not bean mcetved biack Into AX within 72 hours,

Sollow thasn steps:

+ Chwock that 3 Scope Sckart has beon anared by the 3PL. Thar i 3 Carmior excoption rpor that
¥iggors a Scopa Scknt for Bes Inckiencos af the dalvery agent ¥ thom & a Scopo Sckat
CommMEnicao St th meum s In ProCass 10 the Custome:

© ¥0m I not a Scope tcket almady and you variad the Rm(s) was Piknd U, CROMO 8 Scope

fcknt for the Customar using e Calegorzation In 9 5croan Shot exampio bolow.
Outside of the rare exception mentionsd above, let EDI and AX do the work.
11t haxs boon over 15 business days SIn00 3 Cusiama©'s product has boan Fcolad back In tha sysiam

and 2 customer has not recoived Bk rotund, then you can go ahead and prOCESS @ Crodt arly 1or the

customar.
TUDR; Do not default to creating a credit onty In the customer's acoount for an earfy credit as it Is
adding more complexity and orders not nesded on their account, confuses AR, and creates 3

greater chance of user error.

Have an idea for an AX Pro Tip?

Fi0250 0l SCSUQIEGLONS HBMpUT0al.com
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