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1 Introduction

In today’'s dynamic world margins are getting smaller and smaller. A full potential moneymaker and added
value for companies can be realized by providing good service towards their customers. Companies can
only increase their level of service if the back office is focused on registering and controlling the daily service
processes. The only efficient way of doing this is working with a Service Management solution which is fully
integrated into the companies back office.

Dynamics Software Service Management for Microsoft Dynamics™ AX (DYS-SMA) is a complete solution
for industries with service characteristics, like equipment manufacturing, trade, project manufacturing and
professional services. This can either be in the service of buildings, machines, industrial equipment or facility
management and IT services. The solution has been developed based on our practical experience. For
many years we worked with medium and large-size service businesses and have continuously used this
knowledge to develop our standard solution. The benefit for the Microsoft Dynamics AX users is that all
divisions of a company can utilize the same standardized and intuitive user interface and have access to the
same database. Existing customers know this, it is a proven Service Management solution sold to over 55
customers and 65 installations.

With the release of Microsoft Dynamics AX 4.0 by Microsoft Corporation, companies will have the possibility
to work with different Service Management solutions. This document will describe the functionality of our
Service Management module for Microsoft Dynamics AX and the differences with the standard Microsoft
Dynamics AX 4.0 Service module. For more information on the functionality of Microsoft Dynamics AX 4.0
Service we kindly refer to the Service White Paper of Microsoft.

The goal of this whitepaper is to provide the Microsoft Parther community with information that enables them
to choose the best Service Management modules for their customers.

2 Key Service Management components

Dynamics Software Service Management for Microsoft Dynamics AX (DYS-SMA) provides key functionality
to manage service business and customer satisfaction. To accomplish this, DYS-SMA consist of four main
entities. In this chapter we will describe the basic functionality of these four entities

2.1 Service Objects

DYS-SMA manages service objects and maintains a history of logistical and financial transactions related to
each object. An object can be defined as the product for which the service is provided. I.e, this can be a car,
a machine, a program, a building or any other type of asset.

An object can be a single item or a complex (hierarchical) structure of sub-objects and components (e.g.
site, system and component). Service can be provided on all levels of this structure. Transactions and
statistics can be drawn on the individual object levels, or as a sum of the sub-objects.
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Hierarchical structures are easily created using a graphical object builder.
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Object type description  Site

Object category
description

Manufacturer description

Site

Fig 1. DYS-SMA: Graphical Object Builder

An object type is assigned to each object. An object type allows users to maintain standard characteristics
and customizable properties.

For each object, every service transaction is logged and saved. Over a period of time this provides a rich
basis of historical data for each object and each contract:

the quantity of service requests

how long did the service activity take

what types of requests and which activities are performed frequently

what is - in practice - the standard service process for an object(type) so service schedules can be
drafted and adjusted

labour and materials which are necessary for various types of activities

- =& F

In addition to this more operational information, historical data concerning the costs and revenues can also
be retrieved. What did the service object cost with respect to depreciation, labour, components, hiring third
parties, etc.? Were the revenues for the period sufficient to cover the costs?
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2.2 Service Contracts

With respect to the service objects, several types and levels of service can be agreed upon. With Dynamics
Software Service Management one can create contracts for different purposes and manage these contracts
in detail.

Within a contract, users can for instance keep track of:

Start and end date of a contract

Usage and volume agreements

Default request/call handling, which in turn

defines flow and deadline times

Preventive maintenance schedules

Project integration for correct sales

pricing, invoice status and project postings

based on the combination of contract- and

request-type

+ Periodic invoicing, with calculation and
specification of coverage types

+ Periodic accrual of revenue, separate from
invoice schedules towards customers

+ Registration per object of active
configuration including serial numbers

-+

Fig 2. DYS-SMA: Service Contracts
In addition to service contracts, warranty, rental and lease agreements can be registered.

It is possible to invoice the activities not only after closing a service request, but also during the entire
process. Periodically (daily, weekly, monthly, etc.), invoice proposals are generated, based on an invoice
schedule related to a service contract.

What is invoiced on which date, depends on the contract agreements made and the costs incurred in
carrying out the service request. Also included in the invoice, in addition to the costs from the processed
service requests, are the service, rent and lease amounts to be paid periodically.
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2.3 Service Calls

The service management module allows you to respond to service calls. This first step provides a starting
point for service monitoring. The system generates a unique Id (call number) and basic service call
information like, the Customer, Contract, Object, Service level agreement, Invoice account, employee
responsible for the follow-up.

Procedures are modelled through call-types
which can be customized. Any change in flow
related data, is recorded in the call-history.
This allows for extensive and detailed SLA
fulfilment analysis. Users have the possibility
to notify status changes to their employees,
customers and vendors via automatic e-mails

One can route the service requests and - if
needed - additional work can be identified to
be carried out by the workshop or field-
service.

Sales-orders (without hours or planning) can

also be used in the follow-up.
Fig 3. DYS-SMA: Service Call Overview

2.4 Service Tasks

Dynamics Software Service Management suggests a service centre (work centre), based on the object
(location management) and event code (skills management) settings in the system.

The Service Planner first determines what kind of resources (type/group of employees, machines and
materials) are necessary for solving the service request. Based on standard problem codes that can be
indicated for each object type, a standard use of resources is proposed. It is possible to access a list with
sub-objects and/or components that are part of an object. Based on this data, a detailed quotation can be
made.

With Dynamics Software Service Management customers can use a graphical planning tool for a clear and
detailed overview regarding the scheduled activities for their service employees. Using this tool, the planner
has all the necessary data in one screen.

Several views are provided:

+ A selection of work center(group)s

+ Overview period — The view can
be generated by day, week,
workweek, two-weeks and for a
Month

+ Orientation — Horizontal or vertical
There are different ways to view
the service centres and periods

Within the graphical overview the

planner can easily reschedule the

service task using ‘drag and drop’

technology and get detailed

information by directly zooming in on

underlying information such as service
Fig 4. DYS-SMA: Graphical Scheduling Overview request, capacity reservations, etc.
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3 Service Management solutions comparison

This chapter provides an overview of the main differences between our Service Management solution and
the standard service solution that comes with Microsoft™ Dynamics AX 4.0. In the second paragraph more
details of certain differences between both Service Management solutions can be found.

3.1 Overview

Microsoft Dynamics™ AX 4.0 Service

Dynamics Software Service Management
for Microsoft Dynamics™ AX 4.0

Built as a general standard

Built specifically for the service and maintenance
industry

Single layer objects

Multi layer object structure to support simple and
complex service companies, including graphical object
builder

Service objects only available via the
maintenance agreements

Clear overview of all the service objects in the system
including graphical object tree builder

Manual numbering of service objects. No
number sequence

Two possibilities of assigning unique numbers to service
objects

Basic contract functionality

Extended contract functionality (financial/operational)
including preventive maintenance

Gantt chart planning overview only
accessible from a project

Specific graphical scheduling overview/functionality
designed for service companies

Single type of financial transaction

Separate labour/parts/costs and revenue transactions

Basic financial integration on service
agreement level only

Complete financial integration with Microsoft Dynamics
AX modules on service contract level, object level,
object types and service call level resulting in extensive
financial statistics

Everything is handled via a service order

Separation between service call and service task for
best of both worlds

No Service Level Agreements

Service Level Agreements linked to service calls and
contracts

Single dimension tasks

Task specification with operations (for the use of
checklists)

No automatic overtime functionality

Automatic internal and external overtime calculation

First version service solution

Solution based on over 7 years experience in the global
service industry with Microsoft Dynamics AX and its
predecessors

No web solution

Service objects, contracts, calls and tasks can be
viewed via the World Wide Web

Mobile Field Service strategy?

Field engineers can use the mobile field solution which
is fully integrated to the DYS-SMA back office and
operates both online and offline
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3.2 Examples

In this paragraph we present some screen examples of both Service Management systems.

Microsoft Dynamics™ AX 4.0 Dynamics Software Ser  vice Management
Service for Microsoft™ Dynamics AX 4.0

‘Main Menu’ ‘Main Menu’

Only an easy access for Service agreements Easy access and menu items for the essential
service orders and service subscriptions. No functionality a service company requires:

menu item for i.e. planning and service object

Service Contracts
Service Objects
Service Calls
Service Task
Scheduling overview

FEEEE

Some service functionality available from the All the required service functionality comes
service module, the rest is accessible via the together in the Service module
project module.
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‘Service Agreements’

Service agreements with no direct link to a
service object of a service agreement

Limited information available from the service

agreement screen

No reports direct available

Microsoft Dynamics™ AX 4.0
Service

‘Service Orders’

Hours, items and cost mixed in one screen

Basic status changes
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Dynamics Software Ser  vice Management

for Microsoft™ Dynamics AX 4.0

‘Service Contracts’

Clear overview of all the service objects which are
part of a service contract

All the required information about the service
contract is accessible via tab pages or buttons
from the contract screen

Via the ‘inquiries’ button reports like contract
statistics are direct available

Dynamics Software Ser  vice Management

for Microsoft™ Dynamics AX 4.0

‘Service Tasks’

Hours, items, cost and revenue have their own tab
pages with specific functionality. l.e. on the item
tab the normal sales line functionality is available

Status changes including postings and possibility
to print documents (confirmation, work order, etc.)
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Ideal Dynamics Software Service Management custom  ers

Do you the following questions apply to your prospect or customer? Then we have a solution.

Operational questions:

FEFEFFreEfEEe e

Which products have sustained quality issues?

Are the service tasks completed on time and on budget?
Does this customer have a service contract?

Is this problem covered by warranty?

How many problems have been reported on this product?
Do we have the right inventory in our service cars?
Which parts need to be invoiced and which parts are covered under warranty?
How many hours are estimated for this job?

Which service engineer is available tomorrow?

How many hours have been booked on this job?

Do | want to service today and invoice tomorrow?

Financial questions:

+

+
+
+

Forecasting: will service sales decline or increase?
Where, in which products and how much?

Which service products contribute to revenue and margin?
What is the margin on our service activities?

Is your customer confronted with the following dail y bottlenecks?:

FEFEFEEFEEE

5

No stock over inventory in service cars

Lack of insight in margin on service orders

Lack of integration with purchase, warehouse, service and projects
Customer demand for maintenance contracts

Lack of integration between service and finance

Little management info service department

No possibility to register customer configuration

Poor (capacity) planning for service engineers

System Requirements

To receive all the advantages of Dynamics Software Service Management for Microsoft Dynamics AX
described in this document, customers must license the following modules:

el o o S

Dynamics™ AX Financials |
Dynamics™ AX Project |
Dynamics™ AX Trade
Dynamics™ AX Logistics
Dynamics™ AX Resources
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6 About Dynamics Software

This information is based on Dynamics Software Service Management 2.0 for Microsoft Dynamics™ AX,
version 4.0. The solution is available in multiple languages. Dynamics Software Service Management is
developed and maintained by Dynamics Software AG. Dynamics Software is a certified Microsoft
Dynamics™ AX Independent Software Vendor (ISV). For more details you can contact the Dynamics
Software Sales team.

Address

Dynamics Software
Zonnebaan 9A
3542 EA UTRECHT
The Netherlands

www.dynamicssoftware.com

phone: +31 30 2408640

fax: +31 30 2408641

e-mail: info@dynamicssoftware.com

The information contained in this document represents the current view of Dynamics Software on the issues
discussed as of the date of publication. Because Dynamics Software must respond to changing market
conditions, it should not be interpreted to be a commitment on the part of Dynamics Software, and Dynamics
Software cannot guarantee the accuracy of any information presented after the date of publication.

This document is for informational purposed only. Dynamics Software makes no warrantees, express,
implied or statutory, as to the information in this document. Complying with all applicable copyright laws is
the responsibility of the user. Without the limiting the rights under copyright, no part of this document may be
reproduced, stored in or introduced into a retrieval system, or transmitted in any form or by any means
(electronic, mechanical, photocopying, or otherwise), or for any purpose, without the express written
permission of Dynamics Software.

7 About Microsoft Dynamics™ AX

Microsoft Dynamics™ AX is developed by Microsoft Corporation and marketed and distributed worldwide.
Microsoft Dynamics™ is a trademark of Microsoft Corporation. More information about Microsoft Dynamics
AX can be found at http://www.microsoft.com/dynamics/ax/default.mspx
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