To create a new work order, hover over the "Operations" section on the

toolbar. When the drop-down menu appears, select "Create Order."
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After you select "Create Order" the following screen with populate. -

Create a New Work Order
Customer: Order Type: Problem Code:
% - Select - N7 -Select- |V
Customer Site: Priority: Classification:
P - Select - 2 - Select - N
Requested By: Reference: B/F SLA Date and Time: Department
Tech Support v
PO Number: Cantral Tl
Site Time:

Current Site Time
File Description | Browse... | No file selected. Field-Tech Visible [7] Customer Visible [7]
Work request:
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On this screen, you will need to select the customer name by using the

"Customer" drop-down box.
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Then you will need to type in the four-digit site number in the customer site box.

Create a New Work Order
Customer: Order Type: Problem Code:
)< - Select - v -Select- | Y.
‘Customer Site: Priority: Classification:
yel - Select - v - Select - N
Requested By: Reference: B/F SLA Date and Time: Department
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File Description | Browse... | No file selected. Field-Tech Visible [7] Customer Visible [7]
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Pro Tip: If you do not know the customer's four-digit site number, you can

search for it by clicking the magnifying glass next to the "Customer Site"

field.
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When you enter the site number, if there is another ticket associated with

that location, it will pop up on the top left-hand side.

Custom: Order Typ
Big L % - Select - ~
Customer site: ™" Priority:
4650 - Olympia, WA pé - Select >
Requested By. Reference B/F SLA Date and Tim
PO Number Central Time™o-cakuated
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File Description Browse... | No file selected.
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Click this Video to View this Process!



https://drive.google.com/file/d/1HhetZ-DRlltYSqIkVtrwSxTv4IFbVHHF/view?usp=sharing

IMPORTANT NOTE: If this happens, the ticket needs to be reviewed to

ensure duplicate tickets are NOT created.

Next, filling the "Requested By" section for the individual requesting the work

order. &

Requested By: Reference:

nIgpe the person
requesting the ticket here.
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Current Site Time

File Description | Brow

Then fill in the “Reference” section, if the customer has provided one. This
code will allow the customer to get updates, in real time on their work order,

through their “Service Now” program.
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Now, fill in the “PO Number” section. Some customers will send a unique PO

number provided in their emails and later require this information for their

invoices.

Create a New Work Order

Customer:
Customer Site:
Requested By: Reference:
O
lr]put. the unique
_*—h—xp—l
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Next select the “Order Type” from the drop down menu.

Order Type:

Break / Fix
Equipment Only




Then, select the Priorty of the work order from the drop down menu.

Priority:

|

- Select -

Standard

Move Add C
Schedule |

Important Note: When you have completed the last two
steps, the “B/F SLA Date and Time” and the “Site Time”
with auto populate.

Next, select the “Problem Code” from the drop down box. This is the work
order issue type.

Problem Code:
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Now, select the “Classification” Code from the drop down menu. This is to
select the type of technician needed for this specific job.

Classification:

*’\
NS

Electrical
Telephony
Cabling
POS

HVAC
Plumbing
Data

sibl CCTV I
Networking

Select the “Department” from the drop down menu. This will push the work
order to whatever department it needs to go to.

Department

Customer Care -~

Tech Support
Operations
Oper-Blue
Customer Care
Oper-Red
sibl Oper-Orange isi

Oper-Green
Oper-Gray

1 Oper-Yellow
Oper-Purple
Oper-Teal
Oper-Pink
Oper-Agua
Oper-Silver



Upload and attatch a file to “File Description” if the customer has provided
us with one.

Please note that only one file can be added here and other files will have to
be added after the work order has been created.

. Browse... | No file selected. Field-Tech Visible [] Customer
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Decide whether the work order needs to be visible to the field-tech, the
customer or both. Check the corresponding boxes for the specific needs of
the work order.
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Create a New Work Order

Customer: Order Type: Problem Code:
< - Select - N _Select- |V
Customer Site: Priority: Classification:
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Requested By: Reference: B/F SLA Date and Time: Department
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Field-Tech Visible [7] Customer Visible 7]
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Next, in the “Work Request” box add a short description of the issue from the
customer. This should be copy and pasted (See Important Note Below)
from the customer email or as close to work for word as possible.

Create a New Work Order
Customer: Order Type: Problem Code:
N - Select - % -Select- |V
Customer Site: Priority: Classification:
e - Select - N - Select - >
Requested By: Reference: B/F SLA Date and Time: Department
Tech Support v
PO Number: Central Time“w'“""‘"’d
site Time: Add a;Short description;of/
Current Site Time .
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File Description \ Browse... \ No file selected. Field-Tech Visible 7] Customegfisible 7]

Work request:
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Important Note: The system will not allow you to paste directly into the
“Work Request” Box. When you try you will receive this error prompt.

@ portal.cptcare.com

You must use the paste button in the toolbar to paste information into
the html editor.




To paste into the “Work Request” box, first select the paste icon (shown below), paste in
the small box that appears, then click “Submit”

Work request: _
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After the appropriate information is entered, the work order is ready to be
created and you can click “Create Order”

.

Create a New Work Order
Customer: Order Type: Problem Code:
- - Select - v -Select- |V
Customer Site: Priority: Classification:
P - Select - . - Select - N
Requested By: Reference: B/F SLA Date and Time: Department
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Special Note: Some customers have specific protocol to be followed when
completing jobs. This is important information to place in the work order and
can be found by clicking “Protocol”.

PO Number:

Current Site Time

File Description

Work request:

John
Create a New Work Order
Customer. Order Type: Problem Code
- - Select - % -Select- |
Customer Site: Priority: Classification:
pe - Select - % - Select - %
Requested By: Reference: B/F SLA Date and Time: Department
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A protocol box will appear with more customer specific information.

Protocol
Scheduling
~===Jpdate*=****
Creating Work Orders
For all service requests please try to use First Name, Last Name + their team.
For AdCom we may not have a name, if there's no name in their e-mail just use ADCOM
Departments: ITSC, BLNIC, ADCOM, ASSET I
Requested by:

Big Lots Corp. Only: BLINC, IT Service Center (ITSC), Asset Protection Team or ADCom

We can not accept any requests from end users, store personnel or regional managers!
Direct them to CALL ITSC team to request work: ITSC 614-278-6665

Service requests are "tagged" with one of these groups

« BLNIC = Big Lots Network and Telecom (anything related to Networking, Phones, Paging or Cabling issues)
« ITSC = Big Lots IT Service Center / ITServiceCenter - help desk submits most requests
« ADCOM = Requests from Adcom please cc both Adcom emails and BLINC
* "™**DSR Broadband Provisioning Team for Big Lots:
o IGNORE - they should not send any direct requests. We need approval from BLINC or ADCOM to do any work
for this group. They may send requests for a Cell Survey, those should be handled by Projects.
= Request for Broadband Pro-installation should be IGNORED.

close




