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SERVICE TICKETS 

Adding a Service Ticket 
In RSSS, Maestro or Maestro SBE you can access Add a Service Ticket off the Main 
Service Department Menu. 
 
A ticket number must be provided when entering a service ticket.  You may specify a 
number or the system will default to the next available number.  Press ENTER to 
select the next ticket number.  See Figure 3-1. 
 

 
Figure 3- 1 Add Ticket Screen 
 
CUSTOMER If the customer account number is available, enter it at the 
“Customer:” prompt.  To select customer by name, with the cursor at the 
“Customer:” prompt, press the ENTER key.  A customer lookup window will appear, 
see Figure 3-2.  You are prompted to enter a company name or last name if the 
customer is an individual.  
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Figure 3- 2 Add Ticket Screen Customer Name look-up window 
 
Once the name has been entered, you will be positioned at the point in the lookup 
window.  If this is a new customer, you may add it to the database by pressing the 
F6 key for the add function.  You may also change an existing entry by pressing the 
F4 key for the change function.  The F1 and F2 keys allow you to page forward and 
back through the list.   
 
Pressing the ENTER key through a blank last name prompt and again through the 
first name prompt will give you a listing of customers as seen in Figure 3-3. 
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Figure 3- 3 Add Ticket Screen Customer Name look-up window 
 
The F5 key will allow you to use the fold/unfold process to reveal the complete 
address ensuring the correct customer selection.  To make your selection, place the 
cursor on the desired customer and press the ENTER key.  See Figure 3-4. 
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Figure 3- 4 Add Ticket Screen Customer Name lookup window F5 key 
 
The customer account will be attached to a “Bill to” account.  Please note that both 
the “Customer” and “Bill to” could be the same account.  The “Bill to” information will 
be automatically filled in when the customer is selected. 
 
You are permitted to override the “Bill to” account designation if required.  The “Bill 
to” account may also be selected by clearing the “Bill to” field out and pressing the 
ENTER key to select the “Bill to” customer account.  Once the “Bill to” is accepted, 
several other items on the screen will be generated automatically. 
 
STORE NUMBER The store number receiving the merchandise should be entered.  
If the store number is not known, enter zero at the “Store:” prompt and make your 
selection from the lookup window.  See Figure 3-5. 
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Figure 3- 5 Add Ticket Screen Store lookup window 
 
By using the F1 and F2 keys, you may scroll through the listing to find the correct 
store.  By placing the cursor on the correct store using your up and down arrow keys 
and pressing the ENTER key, you may make your selection. 
 
TRAK CODE You may enter the Trak Code or select it from a lookup window.  If this 
field is left blank and you press ENTER, you will get a lookup window to select the 
trak code from.  You may also add or change trak codes here also if the security 
authorization to do so. The Trak Code is designed to help you classify how far along 
a unit is in the Service Repair cycle.   See Figure 3-6.  
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Figure 3- 6 Trak Code lookup window 
 
COMPLETION DATE  Enter the expected Completion Date of the unit.  May be 
left blank. 
 
COMMENTS You may enter up to 50 lines of text to describe the service problem or 
attach pertinent notes to the service ticket.  Several editing function keys are 
available.  While entering the notes, the word wrap feature will automatically wrap 
text to the next line.  You may scroll through the text using the F1 and F2 keys.  The 
HOME key will place the cursor at the beginning of your text.  A line may be deleted 
using the PAGE DOWN key.  A line may be inserted using the PAGE UP key.  The F9 
key completes the text entry and F10 aborts the text entry.  See Figure 3-7. 
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Figure 3- 7 Comment Section 
 
COMPLAINT CODE The Complaint Code consists of up to four characters and must 
be entered.  These are used for NARDA warranty purposes.  You may enter the 
complaint code or press F3 to select from a list of user defined codes.  You may 
enter up to ten codes.  E.I.A Complaint and Repair Codes can be found at 
http://www.ce.org/services_support/resources/repair_codes.asp?AudienceType=Manufacturers. 
 
See Figure 3-8. 
 

http://www.ce.org/services_support/resources/repair_codes.asp?AudienceType=Manufacturers
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Figure 3- 8 Add Ticket Screen Store customer complaint codes 
 
The F1 and F2 keys allow you to scroll through the listing to locate the correct code.  
If the appropriate code is not listed in the selection window, you may add a new code 
using F6 add code option.  An option is available to change an existing repair code 
using F4.  To select the code, place the cursor on the code and press the ENTER key.  
Once you have entered all the codes, press the down arrow to move to the next 
entry field.   
 
SERIAL NUMBER If you have one, enter the serial number and model number of 
the item being repaired.  You can enter a serial number that is not in the system’s 
inventory. When the serial number is tied to the RSSS or Maestro system, you must 
enter the exact serial number for the item to be located within the system.  When 
interfacing with the RSSS or Maestro inventory, and the serial number indicates that 
the item was purchased from you, several fields will automatically be displayed.  
These fields include the model number, description, and purchased date.  The serial 
number can be left blank.  See Figure 3-9. 
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Figure 3- 9 Add Ticket Screen Store F6 for serial numbers 
 
If you do not know the exact serial number you may select it from a lookup window 
containing the RSSS or Maestro inventory.  By entering part of the serial number and 
pressing F6, a selection list will be displayed in a lookup window.  If you do not know 
any information on the serial number, you may press the F6 key first to display the 
list from the beginning.  You may scroll through the list to locate the correct number.  
Once you have found the correct number, press the ENTER key and the information 
will be retrieved and added to the service ticket.  See Figure 3-10. 
 



Chapter 3 – Service Tickets 

Page 10 of 37 
Version#6.9.2006  Service Department 11.5 

Figure 3-10 Add Ticket Screen Store item information displaying on service ticket 
 
If the serial number you enter is listed and the item is identified in the system as 
missing, you will receive a message indicating that the item selected is a charge-off 
or stolen item.  You will then be given the option of continuing the add ticket 
process. 
 
MODEL NUMBER You may enter the model number if it was not populated via 
serial number or you may leave it blank.  The model number field can be left blank. 
 
BRAND NAME You may enter the brand name or make your selection from a 
lookup window if it was not populated via serial number.  You may scroll through the 
listed brand names using the F1 and F2 keys.  An existing brand code may be 
changed using the F4 key.  If the needed code is not included in the list, it may be 
added using the F6 key.  To select the brand name code, place the cursor in the code 
and press the ENTER key.  The brand name field can be left blank. 
 
DESCRIPTION The description of the unit to be repaired.  The description field 
can be left blank.   
 
ESTIMATE If an estimate is required prior to making any repairs, “Yes” should be 
entered as well as the estimated amount.  An Estimate Type may be (Y)es, (N)o, 
(A)pproved or (U)napproved.   
 
DEPOSIT Enter the amount of the deposit if one is taken. 
 
PURCHASED AT/PURCHASED DATE Depending on the system parameters, the 
purchase date and place may or may not be required to be entered.  If the original 
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purchase date is part of the inventory database, it will automatically be retrieved.  If 
you are required to enter a “Purchased At” location, enter the location for which the 
item is being serviced. 
 
TECH The number of the technician assigned this repair job may be entered. If the 
number is not known, press the ENTER key and a window will display a list of all the 
technicians.  You may enter up to three technicians.  See Figure 3-11. 
 

 
Figure 3-11 Add Ticket Screen Technician lookup window 
 
You may scroll through the listing using the F1-Forward and F2-Back keys.  To select 
the technician, place the cursor on the name and press the ENTER key. 
 
SERVICE TYPE The Service Type must be specified from the following: 
  (W)alk-in – Customer brought in the unit. 
  (C)ontract in home - You are scheduling a service call to be  

  done in the home. 
  (I)n shop – This is a unit that has been brought into the shop  

  by another technician when repair could not be done in  
  the home. 

  (R)eplace CRT – This indicator is used when you have to  
  replace the CRT. 

  (S)tock – The unit was in for repair from your stock store. 
  (O)ther – This applies to any service that does not fit into any  

  of the above categories. 
  See Figure 3-12. 
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Figure 3-12 Add Ticket Screen Service Type 
 
RECV’D BY The received by field is used for the shipper’s name when units are 
shipped to the shop.  If the unit is brought into the shop, this field should contain the 
employee’s name responsible for receiving the unit. 
 
RECV’D ON The received on field is used to enter the date of the order.  The 
required field is used to enter the date the repaired item is to be shipped or a 
projected date that the repairs will be completed. 
 
REQUIRED Enter the required completion date. 
 
AISLE/ROW/TIER In order to track the location of the item to be serviced, you 
should indicate the initial storage location of the item by indicating the aisle, row and 
tier location.   
 
NOTES Two lines are available to enter any notes pertinent to repairs.  These 
notes will be printed on the repair ticket. 
 
NARDA You can enter the NARDA number for tracking purposes.  This might 
help out later when you are trying to match up tickets with the NARDA forms. 
 
WARR  If a warranty is associated with the selected serial number, the 
warranty field will contain “YES”.  To view the warranty information, press the F1 
key.  You may scroll through the warranty selections using the F1 and F2 keys.  To 
return to the add process, press the F8 key.  The information listed includes the 
description of the parts covered by the warranty.  You can determine if the part is 
still under warranty and the code associated with it.  The date range and the period 
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of the warranty is specified.  The period may be days, months or years.  The length 
indicates the how many periods the warranty is in effect.  The “Bill to” account 
number is also displayed.  The warranty information may be printed using the F2 
key. 
 
Once all the fields on the screen have been entered, you will be asked if you are 
ready to schedule the ticket.  To schedule the repair ticket answer YES to this 
question. If you are not ready to schedule the ticket, answer NO and it may be 
scheduled later.  See Figure 3-13. 
 

 
Figure 3-13 Add Ticket Screen Schedule Ticket prompt 
 
When scheduling the repair ticket, the calendar of the assigned the technician will be 
displayed.  See Figure 3-14.  
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Figure 3-14 Add Ticket Screen Technician calendar 
 
You may scroll through the past and future weeks using the F1 and F2 keys.  All 
previously scheduled repair work will be shown on the day they have been scheduled 
along with the time.  The TAB and BACKTAB keys will allow you to move from day to 
day on this screen.  
 
From the calendar you may set times for repair work using the F3 key. 
 
The ticket number, any notes, item, description, and customer information is 
automatically filled in for you. 
 
The calendar displays the customer for which the appointment is being scheduled.  
When setting a repair time, the assigned technician number and date is displayed 
and a repair time should be assigned.  When scheduling repair times, the time 
periods can not overlap.  If an attempt is made to schedule overlapping times, you 
will receive a message saying that the technician is already scheduled for that 
specific period of time.  You will need to either pick a different technician or change 
the scheduled time to one when the technician is available. 
 
If the technician has not been assigned to the service ticket, you will receive a 
lookup window form which to make a technician selection from. 
 
Once you have completed the technician selection and their calendar is displayed for 
the repair time to be scheduled, you should enter the time the work is to be done 
and an estimated amount of time needed to complete the repairs.  See Figure 3-15. 
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You may view another technician’s calendar using the F5 key.  You will be prompted 
to enter the technician number for the calendar you wish to view.   
 
You may scroll through the calendar using the F1 and F2keys, set appointments with 
the F3 key or show another calendar using the F5 key.  When you are finished 
viewing the calendar, press the F8 key to return. 
 
An individual repair may be viewed by placing the cursor on the time and pressing 
the ENTER key. 
 

 
Figure 3-15 Add Ticket Screen Technician’s name entry 
 
You may choose to print the ticket after scheduling.  See Figure 3-16. 
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Figure 3-16 Add Ticket Screen Print this Ticket? 
 
You have the option to override the default printer for this ticket that will display 
after entering a Y for yes to print this ticket.  You can redirect the document to any 
printer by entering the printer ID for the desired printer.  See Figure 3-17.  
 
Or you may select the option M to print a move ticket.  See Figure 3-18. 
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Figure 3-17 Add Ticket Screen Printer ID to print service ticket 
 

Figure 3-18 Option to Move instead of print a service ticket 
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If you choose to print a move ticket, enter the name, address, city, state, zip and 
phone number you will be moving the item from along with the cash on delivery 
amount if any.  Once this information is correct, press the F9 key and you will 
prompted to enter the printer id where you want this move ticket to print.  
 
The service ticket has now been added to the database.  You are ready to enter 
additional tickets.  If you are finished entering tickets, you can press the F8 key to 
the return to the menu. BACKTOPAGE19 

Changing a Service Ticket 
In RSSS, Maestro or Maestro SBE you can access Change a Service Ticket off the 
Main Service Department Menu. 
 
Sometimes it is necessary to change a service repair ticket.  You may select the 
ticket to change by entering the ticket number.  If you do not know the ticket 
number, you may select it based upon the customer number. 
 
CUSTOMER If the customer account number is available, enter it at the 
“Customer:” prompt.  To select customer by name, with the cursor at the 
“Customer:” prompt, press the ENTER key.  A customer lookup window will appear, 
see Figure 3-19.  You are prompted to enter a company name or last name if the 
customer is an individual.  
 

Figure 3-19 Change Ticket Screen 
 
When selecting an individual, you will be prompted to enter the first and last name of 
the person.  If you leave both of these fields blank the lookup window will display 
beginning with the first entry.  See Figure 3-20. 



Chapter 3 – Service Tickets 

Page 19 of 37 
Version#6.9.2006  Service Department 11.5 

 

 
Figure 3-20 Change Ticket Screen Customer Name lookup window 
 
Once the name has been entered, you will be positioned at that point in the lookup 
window.  You may scroll through the list using the F1 and F2 keys.  If an entry does 
not exist, it may be added using the F6 key.  An existing entry may be changed 
using the F4 key.  Once you have located the correct entry, place the cursor on the 
entry using your up and down arrow keys and press the ENTER key. 
 
Once you have selected the correct customer, a list will display invoices for that 
customer from which to make a selection. See Figure 3-21. 
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Figure 3-21 Change Ticket Screen Ticket invoice list window 
 
The F1 key and F2 keys will allow you to scroll through the listing.  The window 
displays the ticket number, type, status, description, date, serial number and model 
description.  After making your selection, the invoice is retrieved and displayed for 
you.  See Figure 3-22. 
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Figure 3-22 Change Ticket Screen Ticket invoice list window 
 
NOTE:  You can take a deposit and/or refund a deposit by changing the deposit 
amount on this screen.  All changes to the deposit amount field are immediately 
made to the customer’s account balance.  If you change the deposit on the ticket, a 
payment form window will be displayed after you have entered all the other 
information.  You will need to enter the correct payment form for the deposit.  To 
refund a deposit, just clear the deposit field on the ticket.  This will generate a 
payment form window with a negative payment for the refund. 
 
Once you have made all changes, you can schedule the repair service ticket if you 
have already have not done so. 
 
To schedule the repair ticket, answer YES to “Are you ready to schedule?”  If you are 
not ready to schedule the ticket, answer NO and it may be scheduled later. 
 
See pages 11-15 in this chapter for instructions on scheduling and/or printing the 
ticket. 

Deleting a Service Ticket 
In RSSS, Maestro or Maestro SBE you can access Delete a Service Ticket off the Main 
Service Department Menu. 
 
At times it is necessary to delete a service ticket.  If you have the proper security to 
do so, the ticket number may be entered or selected from a listing based upon the 
customer number.  See Figure 3-23. 
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Figure 3-23 Delete Ticket Screen  
 
You may scroll through the list using the F1 and F2 keys.  To select the invoice, place 
the cursor on it to highlight the record and press the ENTER key. 
 
You must select a valid ticket to delete.  If the ticket has been deleted, you will be 
prompted with the message “This ticket has already been deleted!”  See Figure 3-24. 
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Figure 3-24 Delete Ticket Screen with ticket already deleted message 
 
If the ticket has been scheduled, you will be prompted with the message “This ticket 
has already been scheduled!”   If the ticket is not valid, you will be prompted with 
the message “This ticket not on file”. 
 
Once the ticket has been selected, you will be prompted for verification before 
deletion.  See Figure 3-25. 
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Figure 3-25 Delete Ticket Screen delete ticket verification prompt 
 
Answering Y for yes will delete the ticket and answering N for No will NOT delete the 
ticket.  It is important that you are sure you have the right ticket you are deleting.  
If it is the incorrect ticket that came up, enter N for no and this will allow you to 
select the correct ticket to be deleted. 

Listing Service Tickets 
Service tickets can be listed by selecting the sort sequence.  If a beginning point is 
not specified, the listing defaults to the beginning.  The listing may be sorted based 
on Bill To Customer; Date Called in; Ticket Number; Serial Number; Ship To 
Customer; Technician; Narda Number; and Model Number. 
 
Figure 3-26 is an example of listing the service tickets sorted by Bill To sequence.  
The service tickets are listed in ascending order.  You may specify a beginning Bill To 
number or display the entire list of service tickets. 
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Figure 3-26 List Service Tickets Screen Bill to sort 
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Figure 3-27 is an example of listing the service tickets by Called-in Date.  The service 
tickets are listed in ascending Called-in Date order. 
 

 
Figure 3-27 List Service Tickets Screen Called in Date sort 
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Figure 3-28 is an example of listing the service tickets sorted by ticket number 
sequence.  The service tickets are listed in ascending order.  You may specify a 
beginning number or display the entire list of service tickets. 
 

 
Figure 3-28 List Service Tickets Screen Ticket number sort 
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Figure 3-29 is an example of listing the service tickets by serial number. 
 

 
Figure 3-29 List Service Tickets Screen Serial number sort 
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Figure 3-30 is an example of listing the service tickets sorted by Ship to sequence.  
The service tickets are listed in ascending order.  You may specify a beginning Ship 
to number or display the entire list of tickets. 
 

 
Figure 3-30 List Service Tickets Screen Ship to sort 
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Figure 3-31 is an example of listing the service tickets by technician number in 
ascending order.  Any service tickets not assigned to a technician will appear at the 
beginning of the list. 
 

 
Figure 3-31 List Service Tickets Screen Technician number sort 
 
Several items are listed including the Bill to customer, the Ship to customer and the 
Location numbers. 
 
Valid service tickets types (T) include: Open, Contract, and Deleted.  An Open type 
indicates that the ticket has not been invoiced (O).  The Contract type is a ticket that 
has been invoiced (I).  The Deleted type is ticket that has been deleted (D). 
 
Valid service ticket status (S): include Open, Deleted, Invoiced, Serviced, and Credit 
Hold.  An Open status indicates the ticket is open and has not been serviced or 
invoiced (O).  A Deleted status indicates that the ticket has been deleted (D).  A 
status of Invoiced (I) is assigned once the ticket has been printed.  Serviced (S) 
status is assigned once the items have completed the repair process.  When a ticket 
has failed the credit check process, it receives a status of Credit Hold (H).  A status 
of All Paid (A) is assigned once the ticket has been paid in full. 
 
You may scroll through the listing using the F1 and F2 keys.  To return to the menu, 
press the F8 key. 
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Show a Service Ticket 
In RSSS, Maestro or Maestro SBE you can access Show a Service Ticket off the Main 
Service Department Menu. 
 
This option allows you to look at a particular service ticket.  You may select the ticket 
to view by the customer number, bill-to number, ticket number, Narda number, 
received date or serial number.  You do not have any editing functions in this option.  
You may only view the service ticket.  See Figure 3-32. 
 

 
Figure 3-32 Show a Service Ticket Screen 
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When selecting the service ticket by customer number, you may enter the ticket 
number or make your selection based upon the customer number. 
 
All tickets for the selected customer will be displayed.  See Figure 3-33. 
 

 
Figure 3-33 Show a Service Ticket Screen customer tickets displayed 
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When selecting a service ticket by ticket number, specify the beginning ticket 
number to be listed.  See Figure 3-34. 
 
 

 
Figure 3-34 Show a Service Ticket Screen start with beginning ticket number 
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When selecting the service ticket by received date, specify the beginning received 
date to be listed.  See Figure 3-35. 
 

 
Figure 3-35 Show a Service Ticket Screen start with beginning received date 
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Some of the service ticket information will be displayed once a service ticket is 
selected.  You may view the entire service ticket by pressing the ENTER key after 
highlighting the ticket you want to ‘show’.  See Figure 3-36. 
 

 
Figure 3-36 Show a Service Ticket  
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After the ticket has been selected, several options are available for displaying 
information about this service ticket.  The F1 and F2 keys will scroll you through the 
tickets.  By selecting F3-Detail, you can see the details associated with this ticket.  
See Figure 3-37. 
 

 
Figure 3-37 Show a Service Ticket F3-Detail 
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The invoice balance may be seen by selecting the F3-Bal function key.  See  
Figure 3-38 for the resulting screen. 
 

 
Figure 3-38 Show a Service Ticket F3-Balance 
 
If the invoice has been paid, the total due will be zero. 
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