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Introduction

Easily manage service contract and complaints

ServiceDesk is a simple easy to use software specially designed for service industry to manage ser-
vice contracts & customer complaints.

This can be used by manufacturer, retailers or service provider to systematically manage their data
electronically and eliminate paperwork.

Service Contract

Service contracts can be in various forms like warranty from
manufactures or Annual Maintenance Contract (AMC) signed
with customer. Service provider can keep all this information in
single place along with customer detail, warranty/AMC detail
and period

ServiceDesk enables you to identify customers within Warranty,
AMC or other contracts.

Also track duration of contract and stay informed about the
contracts that is active, expired or due for renewal.

Contract Management in ServiceDesk enables you to
-Create Contract
-Renew contract

Complaint Management

Reduce response time and increase customer satisfaction by
tracking every single complaint right from registration, assign-
ment to closure in ServiceDesk so it is never left unattended.
The different stages of complaint gives you the insight on sta-
tus of complaint whether it is solved or pending

It covers 3 important stages i.e.
-Registering Complaint
-Assigning it to Service Executive
-Complaint Closure
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3 Installation

ServiceDesk can be installed on Single PC and multiple pc.

Single PC
In case of single Pc the data is Locally stored

Multi Pc
In case of multi pc Data is stored on central Pc/Server or cloud
You can use the application in LAN, private cloud, public cloud

. | Prerequisite
/ Operating system Windows Xp, Windows 7, Windows 8 or Windows 8.1
Dot net 2.0 free runtime from Microsoft is available on our website
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To download and install visit
Spinso.com or SpiNso.in
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Complaint Management

Reduce response tine and increase customer satsfaction by tracking every single 5 pesou
complaint right from registration, assignment to closure <o it is never lefe unattended. W resoures

Click on Download Now button

It covers 3 important stages e
“Registering Complaint.

~Assigning it o Service Executive
~Complaint Closure

The differsnt stages of complaint gives you the insight on stabus of complaint whether it
is solved or pending Secuty Simpifed

Service Desk (free trial)

Download, Install and Get Started Software Products

Boovosron, Piverna @ s

6 servie Desk

Opening ServiceDesk_Standard_Trial.zip

Yau have chosen ko open:
(1] ServiceDesk_Standard_Trial.zip

which st Winzip File (13.6 ME)
from: hitp:(f180,149.240.254

wihat should Firefox do with this file?

) openwith

(®)i5ave File

Save to your desktop

[ Do this automatically For Files like this From now on.

Open

Search.. Extract Zip file

Explore

=) Installation Guide, bx
ﬁ’ServiceDesk_Std_Trial.msi
i:)setup.exe

Run Setup.exe to install
Follow installation instruction

ServiceDesk Icon would appear on the
desktop
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Login

_ After you install ServiceDesk you can click on
randard the ServiceDesk icon on your desktop to
Edition (Free launch the application

Trial)

SEWICQ deSk Password Cl

2014 7
%

ServiceDesk login screen would open
Click on Login

ServiceDesk 2014 R 100.61
Standard Edition (Trial)

service desk spInso’

Thank you for evaluating ServiceDesk,
- ServiceDesk Trial version should be used for evaluation only
- Trial version has cap of 10 entries

- For free support during Trial period mail us at trial@spinso.com
- Click *T Agree” If you agree to above terms & conditions Click on I Ag ree to continue

Watch video m
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Wizard

B+ Startup Wizard

Once you login to ServiceDesk for the first time a welcome
wizard would help you create master entry so that you can
start using ServiceDesk

You can modify this master later from their respective
master screens

Click Next to continue

You can enter your employee name here
Multiple employee names can be entered here using enter
key

Sample Data

Sandra Peterson
David Thomsan

Click Next to continue

This wizard will help you create basic master data for your organization
we strongly recommend you to follow each step carefully.
@) skip
B+ Startup Wizard
Employee Details
Please enter Employee Mame
Enter each employee in a new line
Sandra
David|
Employee Introduction
Please enter your employes details first name & last name as given below
John Smith
Rita Singh
@) skin
P: Startup Wizard
Customer Details
Please enter Customer Name
Enter each customer in a new line
S M Enterprises
Sunil Malhatra
Customer Introduction
Please enter your customer details name as given below
Prime Solutions Ltd
Snfttech Snlutinn
@ skin éﬁrswuus
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You can enter your customer names who are giving regular
enquiries

So you need not have to enter the customer name every
time while entering Contract/Complaint, you can select it
from master data.

Multiple customer names can be entered here using enter
key

Sample Data
S M Enterprises
Sunil Malhotra
TDL Ltd.

Click Next to continue
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B Startup Wizard

Product Details =1 You can enter your product name here
- Multiple product details can be entered here using enter
- key
Sample Data
Computer
Laptop
Server
‘ou can define the product here followed by the rate, = C||Ck Next to Contlnue
Each product should be added in a new line
®Sk\p Qprwmus Nextb

P Startup Wizard

Brand Details

You can enter your brand name here
Multiple brand details can be entered here using enter key

Please enter Brand Name
Enter each Brand in a new line
ard)

Sample Data
Samsung
Bosch

Nokia

Brand Introduction

Yaou can define the Brand.

Click Next to continue

Each brand should be added in a new line.

@ swip Qurevmu;

P Startup Wizard

Region Details You can enter region hame here

Multiple regions can be entered here using enter key

Please enter Region Name
Enter each Region in a new line

Mumbai
Delhi
UsA

Sample Data
Mumbai

Delhi

USA

Region Introduction

Define the region far your custamer & cormplaints

You can add each region in 3 new line.

Click Next to continue

@ skip ébravlnus
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B Startup Wizard

Complaint Type

You can enter complaint type here
Multiple complaint types can be entered here using enter key

Please enter Complaint Type
int Type in a new line

Sample Data

Does not switch on
Remote not working
Leakage

Complaint Type Introduction

Define the Complaint Type for your complaint.

You can add each Complaint Type in @ new line.

Click Next to continue

@) skip Qprewws Nextp

P Startup Wizard

Contract Type

You can enter contract type here
Multiple contract types can be entered here using enter key

Please enter Cantract Type
Contract Type in a new line

Sample Data
Warranty
AMC

Labour only

Contract Type Introduction
Define the Cantract Type far your service cantracts.

Click Next to continue

You can add each contract type in a new line

) skin Qnrwuus

P Startup Wizard

A g

We thank you for evaluating our software product ServiceDesk
For free support during trial period you can mail us at trial@spinso.com

After you click on finish the selected data would get generated
into the system.

When you click finish respective master data will be created
Click Finish

Qnrwuus Finish g
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Contract

Manufacturer, retailers or service provider can systematically manage service contracts and
eliminate lot of paperwork. Easily identify customers within Warranty, AMC or other contracts.
Track duration of contract and stay informed about the contracts that are active, expired or
due for renewal. Fetch customer contract and service history information at your finger tips
while attending the service call.

Service Contract covers 2 important stages i.e.
6.a Create Contract
6.b Renew Contract

6.a Create Contract

Open Service Contract — Contract menu

[ ServiceDesk - 20

Conkrack

By default it would be in the NEW mode

Enter contract details

Contract Na [Mew | pate [14j1014 | Product* [Prirter
Customer Hame* |G|oba| Services P | E] Erand |Hewlet Packard
Mame |Global Services | Model |LaserJet ProM5z1dn |

|Mr.Rakesh Jain Serial Mo

Contack Person |P.8F‘?9P. AGPE0A BN |

Address Peninsula Business Park, A~ Cantract Type |P.MC v | E]
Tower C (7th Floor), E
Senapati Bapat Marg, & Contract Period [ 14/10/14 |10 [13110115 v
Lawer Parel,
L Armnaunt | 1000 |
+91-22-660589012
Telephone Mo, Remarks

Mobile Mois). | |
E-Mail |rakesh Jjain@globalservices.com |
Region b ] (=]
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4 To save the details click on Save Button

]

Save

N

5 You would see the following message New Contract No:1 is generated.

This indicates your data is saved and new number is generated for this contract that
is 1.

Click on OK

For the next contract the number 2 will be generated

New Contract

You would see contract no 1 added

Contrack Ma Datke

14/10{14

Custamer Marnme Marne Contack Persan

Mr R.akesh Jain

Global Services

Global Services Peninsula Business

.| You can also
/ e Modify Contract details
e Delete Contract

e Search/Filter Contract list
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6.b Renew Contract

Open Service Contract — Contract menu

B« ServiceDesk - 20

Conkrack

Select the contract to renew from the list
Click on Renew to renew the existing contract

A

Renew

Renewal Period, Contract Type, Amount and Remarks can be changed as per your
requirement. Click on Save to renew the contract

Renew Contract

Sl;:\!'e ‘
Contrack Mo |1
Mame |G|0ba| Services
Product |Printer
Brand |Hewlet Packard
Model |LaserJet Pro M521dn

Contract Period |14,|'ID,|'14 TO 1310/15

Renew Period |m,'10|.'15 v| TO|13.|'1DI|'16

Conktrack Type |.¢\MC

A o
raun |IDDD

Remarks
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7 Complaint Management

Reduce response time and increase customer satisfaction by tracking every single complaint
right from registration, assignment to closure so it is never left unattended.
Complaint Management is quiet simple in ServiceDesk.

It covers 3 important stages i.e.

7.a Entering Complaint

1

7.a Entering Complaint
7.b Assigning Complaint
7.c Closing Complaint

Open Complaint Management - Complaint Menu

Cornplaint Management

By default it would be in the NEW mode

Complaint Mo, .

Enter Contract Number and press Enter Key

Coankract No, I:I .

OR

Click on the Browse button to select the contract

=

Select contract number to select the contract and click on OK

ServiceContract Details

lame

Contractho

14/10/14 Global Services
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Details of contract would be displayed

Contrack Mo, I:I E]
Customer Mame®  Slobal Services E Product lprinter

G

Cantack Person |Mr. Rakesh Jain | Brand Hewlet Packard E
Peninsula Business Park, Ll Laserlet PraMs21dn
Address Tower © (7th Floar), = Madel | |
Senapati Bapat Marg, = Serial No. [agr732 Asra0a BN |
Lower Parel, |
— Contract Type |P.MC |
Telephone Mo, +91-22-66089012
Contract Period |14,r1u;14 To 131015 |
Mabile Mois). | | Amount |1000 |
E-Mail |rakesh.jain@globalservices.com | Assigned Details | | | |

Feqian [Mumbai w E] Closed Details | | |

Select Complaint Type & enter more details about Complaint in the Complaint De-
tails

H':-":"U” ||'ILIIIIL|CII w | -+ H.

Complaint Type*  [Paper jam v_| @

check noise problem|

Complaint Details

Click on Save to save complaint details

;Is‘;z',\D.

You would see the following message New Complaint No.1 is generated.

This indicates your data is saved and new number is generated for this complaint
that is 1.

Click on OK

ServiceDesk

"\ 1 ) Mew Complaint Mo, 1 is generated.

You would see complaint no 1 added

Conkrack Mo, Marne Cantack Person

Mr.Rakesh Jain

14/10/14 Global Services Peninsula Busine,

.| You can also do the following
o). Modify Complaint details
e Delete Complaint
e Search/Filter Complaint list
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7.b Assigning Complaint

In the assign screen we get pending complaints which are yet to be assigned. We can assign
the complaints from menu Complaint Management - Assign

Open Complaint Management - Assign

Corplaint Management

Zomplaint

Double click on Complaint to assign it

Un-Assigned Complaints

Complaint ko, Complaint Date Conkrack Mo Marne Conkack Person

14/10/14 Mr.Rakesh Jain

Global Services

Or Select the Complaint and click on AssignComplaints button

AssignCarmplaints | '

Select Technician/Engineer name in Assign To and click on Save

Assign Details

E Save
Carnplaint Mo, I:I
Complaint Date 14/10/14

Custamer Mame |G|Dbal Services

Produck |Printer

Carnplaint Type |Paper jam

Cornplaint Details

Assign Date 14110414 w

Assign To * v
Adrnin

Jacob

. | Note
/J Once you assign the complaint, the complaint would be removed from the Unassigned Com-
plaints.
This complaint would appear in Closure screen & reports.
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7.c Closing Complaint

After assigning the complaint, it will be moved to the Close screen for Closure. Here we can
get the pending complaint list which are yet to be closed.

Open Complaint Management - Close

Zomplaink Managernent

Complaint

Assign

Double click on Complaint to Close it

Pending complaints

Complaint Mo, Complaint Date E= Product Complaint Type
14/10/14

Global Services Printer Papet jam

Or Select the Complaint and click on Close Complaint button

Close Complaint ‘.

Select the Technician/Engineer name who has closed the call and enter closed
remarks with action taken. Click on Save.

Closed Details
Pl

I Save

Complaint Date 1410014

Customer MNarme |G|0ba| Services |
Product |Pr|nter
Complaint Type |F'aper jarmn

Complaint Details

assigned To |David

assigned Dake 1410014

Closed By * |David . | E]

Closed Remarks machine working ok

Note
/ l Once you Close the complaint, the complaint would be removed from the Pending Complaints.
This complaint would appear in reports.
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Reports

Reports gives you detailed register of Contracts and Complaints.

The data in report can be exported to excel, for further visualization and analysis
You can use this data to build custom reports, pivots, mail merge etc

1 Click on Organization - Reports

Caranmg

: ! Select the report for report list Contract List

EI Conkrack
Conkract Lisk

; Data of selected report will be displayed in the list

Iabile Mo

Click on Export to Excel if you wish to export the data

=
Export Ta Excel

Note
/ l Once you update the closure status the enquiry would be removed from the closure list.
Also the enquiry would not appear in follow-up as follow up action is needed for the enquiry.
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Other software's

eQMs

Sales CRM
Manage your enquiry in 3 easy steps
Enquiry/Lead—Follow up & closure

[
Time
Project Timesheet

Manage employee timesheet, project cost,
expense holiday & leave tracking

Organizer

No 1 Software for Air-Conditioner Dealer
Manage inventory, billing, payment, card &
complaints

Spectrum Info Solutions

@ 26 , Sylvester House - B,
D'Souza Wadi,
Thane (W) - 400 604.

Maharashtra, INDIA
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