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ABOUT THIS DOCUMENT

This document outlines information, procedures, and best practices related to Installs’ Digital OnLine Interface (DOLI)
system. As an installer company officer/principle, you will find this document useful for training and reference purposes.

Your technicians will not see the same DOLI screens detailed in this document; they will have access to a different set of
screens, as outlined in the separate Technician Guide: Digital Online Interface System (DOLI) document.

Objectives
After reviewing this document, you will be able to:
e Use the DOLI System
e  Work within Installs’ DOLI processes and procedures
e Comply with expectations for accepting, updating, and closing out assigned work orders
e Utilize learning and help resources

Terms and Acronyms

Term Definition

Client The party who sold the installation service to the customer
Customer The end user who purchased the installation service

DOLI Digital Online Interface System

Installs’ order processing and communication tool

EIN Employee Identification Number
Also known as a Federal Tax Identification Number; used to identify a business entity

HT Home Theater

Installer Company The company performing the installation service at the customer’s location
Job, Order, Workorder Installation order

OEM Original Equipment Manufacturer

PC Personal Computer

SOowW Scope of Work
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INTRODUCTION TO INSTALLS

Installs is an industry leader in providing in-home installation services in partnership with retailers and OEM companies.
We have established standards by which service events are measured in America, Canada, and Puerto Rico.

Our network consists of more than 8,000 certified professional technicians. This large network of technicians performs
most efficiently because they are always on the leading edge of product knowledge and technology.

Our success comes from supporting the brand promise of our partners, with a focus on providing high-quality in-home
service to customers. We recognize that we are an extension of our clients’ brands, and we have designed our systems

to maximize the perception of brand quality.
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WORKING WITH INSTALLS
Initial Account Setup

It is critical that we obtain all necessary information from you to establish your account so you can obtain work from
Installs. Access to our systems will be established after you provide all of the following:

Contract A fully executed contract is the first step in establishing a professional relationship between
your business and our network. The contract outlines the relationship between Installs and
your company.

Personal and In order to set up a system account, you must provide full address information. In addition,
Contact Information | you must provide your Social Security Number or EIN/Federal Tax Identification Number, valid
email address, two active telephone numbers, and banking information (for payment).

Coverage Area You must provide coverage area information, which includes all of the counties and zip codes
you cover.
Capacity You must provide your capacity information. This is based on the amount of work your

company can handle weekly, considering the number of technicians, office personnel, and
phone lines your company has.

Skill Sets You must complete a Skill-Set assessment detailing the type of work desired. This Skill-Set
assessment is a valuable tool to Installs; as new lines of business emerge, it will help us
identify possible installation candidates capable of job completion.

Certifications You must provide a detailed account of industry certifications for specified work. Failure to do
SO may prevent access to network systems and the ability to obtain certain types of available
work. An Installs representative will provide further information on this requirement during the
activation of your account.

Licenses In various locations, state, county, or local agencies may require licenses in order to perform
installation or repair services. In such areas, it is your responsibility to obtain licensure and
provide appropriate documentation to Installs. Failure to do so may prevent access to
available work in these areas. An Installs representative will provide further information on
this requirement during the activation of your account.

Contacting Installs

The Installs Field Support department assists new companies in the onboarding process and is available to answer your
guestions. Please contact Field Support at 1-888-490-4321, option 3, or email the territory team supporting your
geographic area:

States Territory Email Address
CT, DE, ME, MA, NH, NJ, NY, PA, RI, VT T1l@installs.com

DC, MD, NC, VA, WV T2@installs.com

AL, GA, MS, SC, TN T3@installs.com

FL T4@installs.com

IN, KY, MI, OH T5@installs.com

IL, IA, MN, NE, ND, SD, WI T6@installs.com

AR, CO, KS, LA, MO, NM, OK, TX T7@installs.com

AK, AZ, CA, HI, ID, MT, NV, OR, UT, WA, WY T8@installs.com

General account inquiries; compliance paperwork | fieldrelations@installs.com

System Access

Once your account is activated, you will receive an email with your administrative DOLI username and password. Keep
this information secure; without it, you may be delayed in retrieving any assigned work that has been routed to you.
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Technical Requirements

Your computer system(s) must meet minimum technical requirements to interface with the Installs’ online system.
Although Installs does not require a specific brand of computer or operating system, we suggest that your system meet
the following criteria:

Requirements Suggested Equipment
e PC with Internet access e Ink-jet or laser printer
e Internet Explorer 5.5 or higher, preferably version 7 or higher e Scanner (preferred) or fax machine

INTRODUCTION TO DOLI

DOLI is Installs’ proprietary browser-based Digital OnLine Interface communication system, which allows real-time
communication of new orders, job status updates, job completions, escalations, and reporting between Installs, our
clients, and installer companies and technicians.

This customized suite of software products has been proven in providing the best possible work schedule planning. It
also maintains the most efficient schedule as circumstances change, and allows us to immediately review implementation,
as well as identify potential for improvement. DOLI utilizes 128 bit encryption to ensure the utmost security of information.

Your familiarization with DOLI is imperative, as it is the primary method by which you will interface with Installs and obtain
available work.
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MANAGING YOUR DOLI ACCOUNT

In this section, we outline procedures for managing your account and users, viewing reports, and documenting visits to
client stores.

Accessing DOLI

1. Using a web browser, navigate to the DOLI site: https://doli.installs.com
2. Inthe Login box, enter your username and password in the fields provided.

Note: Your username and password are case sensitive; enter them exactly as they were provided.
3. Click the LOGIN button.

Figure 1

'INTERFACE ::

LOGIN <
Username
Your browser is: MSIE version: 8.0
> Password You must have MSE 5. or higher, In order to utilze
our 3te. if you 0o not. ciick here!
LOGIN »/

Confidentiality Notice

VERIFY»

Note: This displays your personalized DOLI homepage.
Figure 2

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI)
Welcome May 1, 2012 = 11:52 AN
Logout
MY TOOLS »* | STOREVISITS [ |

MY ACCOUNT 1 | ENTERORDER ¢ |  Please dick any "Alert” items you see below to deal with the orders appropriately.

Account Condition -- Your account is in good standing

DISPATCH BOARD [/ | DOWNLOAD/PRINTORDERS%|  Alerts / Notifications

P eI ou have 2 cancelled orders within the last 3 days
Search (zelect ong)
Job Number % I:I FIND 2 | ® New Orders You have new orders - NOTE: Any new orders unnaccepted within 12

hours wil be reassigned to another installer.

Reports
Resources Links
Product Return Form - Dizhw asher Installation T . . .
E e Sy v 1 ) t
* sopliances  Bracket Orderin Views your closed escalations and create 3 dispute

New' Product Return nstalls Announces New
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DOLI Homepage Overview

Note: Your personalized DOLI homepage provides access to a variety of tools. Understanding these features will
help you efficiently manage your Installs work. Below we highlight the key features of the DOLI homepage.

Figure 3

Main Navigation Bar:

This section allows you 1o access
information about your account,
establish DCLI accounts for your
employees, and access your work
crders, We will explore several of
these functions in this document.
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Figure 4

Resources, Links, and Manuals:
This section provides access o
websites, documents, forms. and
manuals that can assist you with your
Instalis work. Review this secticn
regularly for updated materials

Links
o 900N TN Baa
e G

» DA ALLRCCo) It ENiR
» UsoosserEd Boacest Suee Sasariatywoaty Py
(g- L
» Bavafaty 202w Fio
o Bana Coadt Cool ARTAGINGD

» AN NI
, R0 AGRLIPANOA KCALLIE
e

Figure 5

Recent News:

This secticn provides you with timely
updated news and other information
that may be of nterest to you. Rewview
thies section regularly to keep yourself
and your technicians informed of recent
developments within cur business and
the industry

Recont hows:

CIT42012 - Suivmanher bstaleson Brackets Now Avedatsie

B 8 PN X MRROCE We 8 DATRR] wir Baaeniagg 13 cer e £ Davamter Bracan Try
8w coet ackton r MEtalatons WRETE UNTEE SIUMET K058 O CINr BEANETE T8l St A reatng
£.2 E00ted aRBINES I N0 LOtwe! AN whdd SRwd BE Wit 93 10 Be Ceevefieg I rac! SMerte)
BIWAAE CONK O ASCINE T8 MO8 20 BICOHWOIANE CTTaRly BTy JANW B ON The FEAR AC Ty be
mataled zrior iz or afer courtertop matalator: Sew 19 Distmaarar atefator Brachet Criseng ik oo b
mmmm TR A0S TR U3 TN 4 A By BRI Nave 00 yout DO ne page vaae

CRIRU0L . Ypaaned Reeats asd Penaily Pragren User Duide

T e ORI BN TS (e 3T 1 Se s ant Peraty Pragean Uew Guoe et Vet on e
age Pease 5o pretx resd we Pase rode s e

M!Wﬂm TR L@y soaMes ACAIE RS TOMNE PaRdtS. MW B 6F LrecaIsary

C3rws 0 Sarfed Saite Jeaeies

0L . Eentrve Tooey stk Program

maals re s SanarcaPecely progre gose £83 wtect ocey Trurszey, Decerser 1 2011 The poaiotos

FOAT 813 MRS GUr DS RS IR SRR E3ERAENY SIVEE 894 RO SRR 30 ke Bt Bt

B3 TUGH (G I TEA LI B OB W TR 30 B SUMNINS ARE CHATE w hBY S DY TR IE08 MG

for fram STWARTE: Frae DEC 2011 1z FE2 2012, for wvery cuatomet st rwis 4To° SeciorTence b S et

Parmeter Seome (VPSS durvey 08 0 PICUGTER. you wif recens 00 9230en $3 18 158 SUai0 SEU peount

o T 0y 8 poced FENALTY Fresca peralies wil D8 INEET 10 DAL AT A% TEugn

(> Nstalls. Page 10 of 118



Digital Online Interface System (DOLI): Installer Company Manual

Figure 6

Alerts/Notifications:

This section allows you to access

orders by their currant condition;

jeopardy, escalated, cancelled, or

new. You can also set appointment |y ccoune condition

windows for appliance installation
iohs in this section. Piease chick any ~Alert” ibems you see below to deal with the crdors approprately.

Alerts | Natifications
¥ou hawe peders i JEQPARDYY

Wou hase SRt aroen

Wou have D cancaled arders within t=a BT 3 cays

Wi hasd i s - METED Ay MW SIOHTE LSNBCEasted W 12 heuss wil
b raaeRgnad 1 ansthar naker.

5et apoortment windaws

Figure 7

Reports:
This section allows you to access
monthly reports summarizing

your escalations and NPS.

Ve paur chried ascalaten ied aite b dapute

Wiew your HFS
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My Tools

Note: The MY TOOLS function allows you to access features for adding and modifying information about your
company and users.

1. On the Main Navigation Bar on the DOLI homepage, click the MY TOOLS button.

Figure 8
DIGITAL ON-LINE INTERFACE SYSTEM (D 0L1) N
Vielcome May 1, 2012 > 11:52 AM
{ o Account Condition — Your account is in good standing
B — MY TOOLS " § STORE VISITS B |

MY ACCOUNT | ENTER ORDER ¢ | Please dick any "Alert” items you see below to deal with the orders appropriately,
DISPATCH BOARD [ | DOWNLOAD/PRWNTORDERST,  Alerts / Notifications

@ cancobed Orders You have 2 canceled orders withn the st 3 days
Search (sekct one
Job Numser ¥ FND O | R Mew Orders You have new orgers - NOTE: Any nev rs ynnaccepted withn 12
hours wif De reassgned to another nstaler,
Reports

View your Closed escaabions and create a dispute

Note: This displays the My Information screen. Note the navigation menu on the left side of the screen:
Figure 9

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _
{7 Home|Logout May 18, 2013 > 11:45 AM

My Information:

Eal
natalber 10 ImsEaller Picns
nstall Types Email Alt Phone
-.'": Thaater
|_|_
[ cammansisi #T
D..‘ arcial P
D-'..'I ol
O cemmersisi spstianss

5M 5 Text-Capable Phons

O w12 raoive job offes Dy taxt
TRGEEIE

Contact Hama

[ Submif Lipdated Info |

Shipping fAddress

Change Password Nea Pass

Ty B B Aigirbam of et

|  Change Password |

The buttons on the navigation menu allow you to access features within MY TOOLS for managing your
account. Key administrative functions are outlined in the procedures that follow.
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My Info: Managing Company Information

Note: Use the MY INFO feature to review your account information and change your account password.

1. When you click the MY TOOLS button, the default screen displayed is the My Information screen. If you have

navigated to another MY TOOLS feature, click the MY INFO button to return to the My Information screen.
2. To edit your account information, perform the following steps:
a. Make the necessary changes on the My Information screen.
b. Click the Submit Updated Info button.
Figure 10

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _

.ﬁ- Home | Logout Llay {8 2013 = 11 48 Al

Iy Information;

netalbar I ImsEallar Phicins

nstall Types Email Alt Phone

Orwish 1o radeive job offas o

TEIRSCE

ontact Name

[ Submit Updated Info ]

Shipping Address

Change Password Hew Pase

| Change Password |

3. Tooptinto SMS text messages from Installs, perform the following steps:
a. On the My Info screen, click the “I wish to receive job offers by text message” check box on, and then

enter the phone number in the SMS Text-Capable Phone fields provided.

Note: The phone number you enter must be SMS-enabled.

b. Click the Submit Updated Info button.

L Installs.



Figure 11

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _
' Home | Logout May 18, 2013 > 1148 AM
My Information: Ead
natalbar IC Imsialler Phicne
NI INFO )
REFORTS 5| . . ;
n=tall Types mail Alt Phone
TECHNICINE | ) .
DISPATCHERS [ -
O
N [—
DOWNLOAD | PRINT
ORDERS ® Oe- arcial P
DOWNLOAD MU LSTI [ ].oc)a- oo
O commercisl A -
( 5815 Texi-Capable Phaone
1 wisn 12 racsive ob oMl oy tax
TRGIZE
>
Contact Hama
k [ Submif Lipdated Info
Shipping Address
Change Password M Pags Candirey
|  Change Password |

Note: Installs’ SMS (Short Message Service) text messaging service allows you to receive text messages
from Installs when jobs in your area need coverage. These messages are about jobs that are not
yet assigned to any technician, and present opportunities for you to pick up additional work. Jobs
sent to you via SMS text message are offered based on your technicians’ DOLI Job and Client
Skills and the proximity of the job to your location. Please note that your service carrier's regular
text messaging rates will apply.
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4. To change your DOLI password, perform the following steps:
a. Inthe New Password field, type the desired password.
Note: Your password must be at least eight (8) characters and can contain numbers and/or letters.
b. Inthe Confirm field, retype the desired password.
Click the Change Password button.

Figure 12
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _
5 Home | Logout Mlay 18, 2013 = 11:48 Al
My Information: s
nekalbar 10 Insgaller Phione
MY INFO 5|
REPORTS 2, natall Types Email Alt Phone
DESPATCHERS [ Fl:
REGION wb ] commendal HT
ORDERS "”"! Fl: arcial B
DOWNHLDAD 5HY I.Hl'm |:| Pr—
D c i@l A -
55 Text-Capable Phane
a wish 1o recsive job oifen oy text L i

Contact Hama

[ =ubmit Upgatedinfo |

Shipping Address

Change Password i

Note: This changes your password.
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Technicians: Creating Technician User Accounts
Note: You must complete this multi-step process to activate your technicians to perform Installs jobs. Your company
will not receive any work from Installs until you set up your technicians in DOLI.

You should only set up a technician in DOLI after you have received notification from Installs that s/he has

passed the Installs background check. Do not set up DOLI accounts for technicians who have not passed,
or have not had, an Installs background check.

Step I: Add atechnician to your account in DOLI
1. On the My Information screen, click the TECHNICIANS button.

Figure 13
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _
e Home | Logout May 18, 2013 = 11:48 AN
My Information: s
ntalbar IL ImsEaller P (L
nstall Types Emanl Al haone
|i' .........
|_|. -
O -
Oeoe P
[ asciiance
O cammarsis 2 =
55 Text-Capable Phans
O wiEh 13 recRive oD e Dy bax i
TEsAgE
ontact Name
[ Submit Uipdated Info ]
Shipping Address
Change Fassword g P
| Change Password |

Note: This displays the Create New Technician screen. Use the TECHNICIANS feature to set up and modify
DOLI access for the technicians in your employment.

2. To add a new technician to your account, complete each field on the Create New Technician screen, with the
required information:
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Figure 14

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) [

p Home | Logout Nowvember 5, 2010 = 02:43 PM

CREATE NEW TECHNICIAN

MYINFO |  [First Name Last Name - (required) SBCA #
REPORTS (&)

_————E =

TECHNICIANS |  phone Cell Pager

DISPATCHERS [/

REGION . Address Email

DOWNLOAD / PRINT
ORDERS i

DOWNLOAD SKU LIST{j: AL W

|

ACTIVE TECHNICIANS

First NameLast Name
$44-buitb e User Info Regions Shifts Edit

INACTIVE TECHNICIANS

First NameLast Name

In the First Name field, type the technician’s first name (up to 50 characters).
In the Last Name field, type the technician’s last name (up to 50 characters).
In the SBCA # field, enter the technician’s SBCA Member Number, if applicable (up to 50 characters).

In the Phone field, type the technician’s primary work phone number (dashes [-] are allowed in the phone
number).

Note: If you want Installs to directly contact the technician regarding jobs, enter the technician’s work
phone number. If you prefer that Installs contact you or your office/dispatcher about jobs, enter the
phone number you want Installs to use.

e. Inthe Cell field, type the technician’s business cell phone number (dashes [-] are allowed in the cell
number).

Note: If you want Installs to directly contact the technician regarding jobs, enter the technician’s work cell
phone number. If you prefer that Installs contact you or your office/dispatcher about jobs, enter the
cell phone number you want Installs to use.

f. Inthe Pager field, type the technician’s business pager number (dashes [-] are allowed in the pager
number), if applicable.

g. Inthe Address fields, type the technician’s address.
e Address (line 1) — up to 50 characters
e Address (line 2) — up to 50 characters
e City — up to 50 characters
e State — select from drop down
e ZIP Code — up to 10 characters

Note: You may enter the technician’s home address or the address of your company’s central location.
The address entered here, specifically the ZIP Code, will help DOLI determine if jobs are within the
technician’s coverage area. Installs recommends that you use the address/ZIP Code of the
technician’s daily starting location. For example:

e If the technician comes to your office every day before rolling to jobs, enter the office’s address.

an oo

e If the technician starts each day at a warehouse, enter the warehouse address.

e If the technician rolls to jobs directly from his/her home each day, enter the technician’s home
address.

h. In the Email field, type the technician’s business email address (up to 50 characters).
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Note: If you want Installs to directly contact the technician regarding jobs, enter the technician’s work
email address. If you prefer that Installs contact you or your office/dispatcher about jobs, enter the

email address you want Installs to use.
3. Click the Submit button.

Note: This adds the new technician to the Inactive Technicians list on the screen. For the purposes of this
document, we are creating and maintaining a technician named BEN JONES.

Decamber 12, 2011 = 1042 AM
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Step II: Create a DOLI username and password for the technician

4. On the Create New Technician screen, click the User Info link next to the new technician’s name.

Decamiper 12, 2011 = 1042 Al
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Note: This displays the Edit Technician Login screen.
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Figure 17
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Note: This feature allows you to create a unique username and password for the technician to access DOLI
and allows you to update the technician’s status for Installs jobs. You must complete this step in
order for the technician to receive and update Installs work via DOLI.

The SP ID that appears on this screen is a unique identifier that DOLI automatically assigns to each
technician. For PC Technicians: If you want to register for access to the Dell Training Tool (DTT),
you will need this SP ID. See the document, “Accessing Dell Training via Installs,” on your DOLI
homepage for more information about DTT.

a. Inthe UserName field, type a username for the technician to use to log in to DOLI (up to 30 characters).

Note: The username you create for the technician is case-sensitive; if you enter uppercase and
lowercase letters, the technician will need to be sure s/he types the correct casing when logging in
to DOLI.

Example: If you create username benjones1970, the technician must type the username in all
lowercase letters when logging in to DOLI. If you create username BenJones1970, the
technician must type the username with the same capital and lowercase letters you used
when you created the username.

b. Inthe Password field, type a password for the technician to use to log in to DOLI (up to 32 characters).
Note: Passwords must comply with the following requirements:
e Contain at least eight (8) characters
e Contain at least one (1) number
e Contain at least one (1) letter
e Contain at least one (1) capital letter
e May contain special characters such as !, @, #, $, %, ", &, *, -, _, +, etc.
Example: Unacceptable password: hockeyfan
Acceptable password: Hock3yF@n!

The password you create for the technician is case-sensitive; when logging in to DOLI, the
technician must type the password with the same capital and lowercase letters you used when you
created the password.

For security reasons, the password will be masked as you type it; you will see ®®® rather than the
characters you actually type. This means that you will not be able to look up the password if the
technician later forgets it. If the technician loses or forgets his/her password, you must return to the
User Info link for the technician and create a new password. Neither the installer nor Installs can
see or recover forgotten passwords.

c. If the technician is approved to perform jobs for Installs, click Yes under Active to activate the technician.
d. Click the modify button to save the changes.
e. Click the Back link to return to the Create New Technician screen.
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Figure 18
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Note: The newly added technician will appear in the Active Technicians list when you return to the Create
New Technician screen.

Figure 19
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f. Provide the username and password with proper casing to the technician so s/he can access the
Technician view of DOLI to view, accept, print, update, and close out jobs.
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Step IlI: Set up the geographic areas the technician will work

5. On the Create New Technician screen, click the Regions link next to the new technician’s name.
Figure 20
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Note: This displays the Edit Technician Regions screen.

This feature allows you to specify the geographic area(s) in which the technician can be assigned Installs
jobs.

a.

Click the checkbox corresponding to each geographic region in which the new technician will work.

Note: The regions displayed are created by Installs when we set up your Installer account. If you need to
update your list of regions, contact Installs Field Relations at 1-888-490-4321.

Click the modify button to save the changes.

Click the Back link to return to the Create New Technician screen.
Figure 21
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Note: You must select a region in order for work to be routed to the technician, and for the technician to

be added to your DOLI dispatch board. If you do not select a region, work will not be routed to the
technician, as DOLI will not know where the technician works.

L nstalls.



Step IV: Set up the shifts the technician will work

6. On the Create New Technician screen, click the Shifts link next to the new technician’s name.

Figure 22
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Note: This displays the Edit Technician Shifts screen.

Figure 23
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This screen allows you to specify the days of the week and shifts that the technician works.

Under Edit Technician Shifts, click the checkboxes corresponding to the timeframes that the technician
is available to work each day of the week.

b. Click the Modify button to save the technician’s shifts.

L Installs.



Figure 24

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) [

p Home | Logout Nowvember 8, 2010 = 11:30 AM

EDIT TECHNICIAN SHIFTS N

Shift Mon Tue Wed | Thur
SaM-12PM| [ | O

DOWNLOAD | PRINT
4

ooog
ooog
O oolg

O
12PA-5PM | [ ] O O
5PM-oPM | [ O O O

y

SCHEDULE FUTURE UNAVAILABILITY

Date Shift Period Reason
1 |+
1 [8 AM - 12 PM || NOT WORKING || submit |
2010 v

LIST OF FUTURE UNAVAILABILITY
Date Time Reason Scheduled On Scheduled By
LIST OF PAST UNAVAILABILITY

Date Time Reason Scheduled On|Scheduled By

= Back

L Installs.



Step V: Set up the technician’s future time off (shift exception)

7. Stay on the Edit Technician Shifts screen.

8. If you know that the technician will not be available for Installs jobs for specific shifts on specific dates, enter the

time off in DOLI under Schedule Future Unavailability.
Note: This feature allows you to notify Installs when a technician will be unavailable to complete Installs jobs.
a. Select the Date, Shift Period, and Reason from the drop-down lists provided.
b. Click the Submit button to save the Future Unavailability.
Figure 25
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Note: The system will only route work to the technician for the shifts indicated as available.

You must complete these steps for each day the technician will be unavailable. For example, if the

technician will be off June 11, 12, and 13, then you must individually enter the time off for the 11"

then for the 12", and then for the 13™; you will perform the steps above three (3) times.

If a technician will be unavailable for more than three (3) consecutive days, please call Installs’

Field Relation department (1-888-490-4321) to have us set the technician as temporarily inactive.
c. Click the Back link to return to the Create New Technician screen.
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Step VI: Set up the technician’s contact information and travel parameters

9. On the Create New Technician screen, click the Edit link next to the new technician’s name.

Figure 26
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Note: This displays the Edit Technician screen.
Figure 27
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This feature allows you to maintain the technician’s contact information, as well as the details about the
technician’s capacity and travel capabilities for Installs jobs.

a. Under Edit Technician, add or update contact information for the technician as necessary.
b. Also under Edit Technician, define the area the technician is available to cover.

Note: DOLI uses the information you enter in the next four fields to determine the most efficient routing of
your technician’s jobs. It is in your technician’s best interest for you to maintain accurate
information in the Starting ZIP Code, Ending ZIP Code, Efficiency, and Maximum Travel Time
fields.

i. Inthe Starting ZIP Code field, type the ZIP Code from which the technician starts out each day.
Note: You may enter the technician’s home ZIP Code or the ZIP Code of your company’s central
location. The ZIP Code entered here will help DOLI determine if jobs are within the
technician’s coverage area. Installs recommends that you use the address/ZIP Code of the
technician’s daily starting location. For example:

e If the technician comes to your office every day before rolling to jobs, enter the office’s
ZIP Code.

e If the technician starts each day at a warehouse, enter the warehouse ZIP Code.

e If the technician rolls to jobs directly from his/her home each day, enter the technician’s
home ZIP Code.

i. Inthe Ending ZIP Code, type the ZIP Code in which the technician ends each day.

Note: For most efficient routing, you should enter the same ZIP Code in the Starting ZIP Code
and Ending ZIP Code fields, unless otherwise instructed by Installs.
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ii. Inthe Efficiency field, type the Efficiency value that reflects the technician’s ability to complete
jobs within the standard duration.
Note: DOLI uses the value you enter in the Efficiency field to determine how much time a

technician has available to complete a job. The following scale should be used to
determine what value to enter in the Efficiency field:

Efficiency Efficiency
Value Percentage

0 0%

1 30%

2 50%

3 70%

4 90%

5 100%

7 110%

9 120%
11 130%
13 140%
15 150%
17 160%
19 170%
21 180%
23 190%
25 200%

...and so on

The scale above is used in conjunction with the standard duration assigned to Installs
SKUs. Each Installs SKU is assigned a standard duration, which is the amount of time it
should take an average-speed, average-skilled technician to complete the job.

Using this scale, a technician who has an Efficiency value of 5 is 100% efficient, meaning
that s/he completes most jobs within the standard duration assigned to the job (it takes the
tech two hours to complete two-hour jobs). A technician who has an Efficiency value of 2
is 50% efficient, meaning that it takes the technician two times the standard duration to
complete jobs (it takes the tech four hours to complete two-hour jobs).

The Efficiency value is manually determined and maintained by the installer; it is not
calculated by Installs or by DOLI. It is important that the installer maintain each
technician’s Efficiency value, adjusting it as technicians become more or less time-efficient
on jobs. As previously mentioned, DOLI uses the value in the Efficiency field to determine
if a technician has enough time available to complete a job that needs to be assigned.
Consider the following scenario:

You assigned an Efficiency value of 2 to inexperienced technician Ben Jones
when he started with your company a year ago. Over time, Ben has become
quite effective and is able to complete most jobs within the standard duration, but
you have not updated his Efficiency rating in DOLI; it is still set to 2.

Because Ben’s Efficiency value is still set at 2, DOLI “believes” that it still takes Ben two
times the standard duration to complete jobs; DOLI “thinks” it takes Ben 4 hours to
complete jobs that should be completed in 2 hours. Therefore, Ben may not be considered
available for jobs because DOLI “thinks” he will not be able to complete them in time to
make it to his next assignments.

By updating Ben’s Efficiency value to one that more accurately reflects his ability to
complete jobs near or within the standard duration, you may make Ben available to DOLI
for more jobs. This does not mean that Ben will receive more work, but it does mean that
DOLI may present Ben as available more often.

Bottom line: An inaccurate Efficiency value can cause technicians to lose out on
opportunities for jobs.
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iv. From the Maximum Travel Time drop-down list, select the maximum amount of time the
technician is willing or able to drive from his/her starting ZIP Code to complete a job WITHOUT a

trip charge.

Click the Submit Edit Technician button to save the changes.

Figure 28
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Step VII: Set up the technician’s Job Skills and Client Skills

10. Stay on the Edit Technician screen.

11. Under Job Skills, click the checkbox corresponding to each Job Skill the technician possesses.

12. Under Client Skills, click the checkbox corresponding to each Client Skill the technician possesses.
Note: The client skill Generic Third Party refers to all clients who do not have separate skill sets listed.
13. Click the Submit Job and Client Skills button to save the changes.
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DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) [N

-

DOWN

Home | Logout

MY INFO

&

REPORTS &/

e SR =

TECHNICIANS =

L Y

DISPATCHERS [/

LOAD

REGION -t

|

DOWHNLOAD /| PRINT
ORDERS

[;
SKU LIST

u

EDIT TECHNICIAN

First Name

Phone

Address

Starting Zipcode:

Ending Zipcode:

Last Name - (required) SBCA #

Cell

PA

Pager

Email

Efficiency:

October 18, 2010 = 04:45 PM

Maximum Travel

Time:

JOB SKILLS

[ service call

I Projector

[J Level 2 Certification
[J starband

[J custom Home Theater
[ MtimateTV

[ Plasma Installs

[J 3o/ sirrus

[J 2 Man Crew

O custom 3

[J Basic PC Install

[ calibration

[J commercial Flat Panel
[J commercial Server

CLIENT SKILLS
i Sony

O pen

[J Generic Third Party

45 Minutes

b

[J Uninstall

I Qc Jeb

[ pish 500

(] Direcway

] prime

[ 40 ft Ladder

[ Pegasus 2 way

[J Large Delivery

] Custom 1

(] off Air Antenna

[ Basic PC with Data
[ PowerBridge

[J commercial PC and Printer
[J commercial Software

Submit Job and Client Skills

Note: It is important to keep Job Skill and Client Skill sets accurate and current, as the system will only route work
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to technicians who possess the proper skill sets to complete the job. See the “Appendix I: Job Skills
Definitions” section of this document for more information.

Note: See the “Managing Technicians in DOLI” document on your DOLI homepage for detailed instructions on

maintaining technician accounts in DOLI.
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Download SKU List: Viewing SKU Rates and Scopes of Work

Note: There are two “levels” for viewing rates in DOLI with the installer administrative DOLI username and password.
The first, explained here, is at the administrative level. You can search for SKUs using a variety of criteria, and
then view your pay rates and Scopes of Work.

The second way to view pay rates for SKUs is at the job level; see the “Pay Rate: Viewing SKU Rates on a Job”
section of this document for more information.

Rates are not visible in the Technician view of DOLI; only users logging in with your administrative DOLI
username and password will be able to view rates in DOLI.

Note: The rates displayed in this document are for demonstration purposes only, and do not reflect the actual
rate paid on any SKU to any installer.

1. On the My Information screen, click the DOWNLOAD SKU LIST button.
Figure 30

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _

% Home | Logout May 18, 2013 > 11:48 AM

My Imformation: e
nstaller IO Installer Phons
MY INFO 75 |
REPORTS 2/ B
1 i__'.-r::l Types Email Alt Phone
DISPATCHERS [ O
BRSNS )comeccis vT
DOWWSILIOAD | PRINT

| oowmsoun s ust iy

SM & Text-Capable Phone

wish to recsive job offers by text

Note: This displays the rates screen.
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2. There are multiple options for searching for SKUs using the Filter SKUs panel.
a. To search by specific SKU number, perform the following steps:
i. Inthe SKU field, type the SKU number for which you want to see the rate.
ii. Click the Get SKU List link.
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Figure 32
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Note: This displays the searched SKU, SKU name, and your rate for the SKU.
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Note: After performing a search, you should clear all fields used before performing a

different type of search. For example, if you performed a search by SKU, clear the
previous search before proceeding to a search by SKU Type. Click the Download
SKU List button on the left navigation menu to refresh the screen and clear all fields

and previous search results.

b. To search by SKU Type, perform the following steps:

> DBS
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From the SKU Type drop-down list, select the type of SKU for which you want to see rates.
Figure 34
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e HT: Home Theater, TV, Projector, Screen, Custom Labor SKUs
e DBS: Satellite SKUs

e Other: Miscellaneous Service SKUs

e PC: Personal Computer SKUs

e Appliance: Appliance SKUs



¢ Remote: Remote Service SKUs
ii. Click the Get SKU List link.

Note: This displays the searched SKUs, SKU names, and your rates for the SKUs. It may take a
few moments for results to be displayed.
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Note: Watch for the in-frame vertical scroll bar, indicating that there are more search
results below those displayed on the screen.
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Note: After performing a search, you should clear all fields used before performing a
different type of search. For example, if you performed a search by SKU Type,
clear the previous search before proceeding to a search by Client SKU
Mapping. Click the Download SKU List button on the left navigation menu to
refresh the screen and clear all fields and previous search results.



c. To search for SKUs by client, perform the following steps:
i. From the Client SKU Mapping drop-down list, select the client for which you want to see rates.
Figure 37
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ii. Click the Get SKU List link.

Note: This displays the searched SKUs, SKU names, and your rates for the SKUs. It may take a
few moments for results to be displayed.

Figure 38
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Note: Watch for the in-frame vertical scroll bar, indicating that there are more search
results below those displayed on the screen.
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Figure 39
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Note: After performing a search, you should clear all fields used before performing a
different type of search. For example, if you performed a search by Client SKU
Mapping, clear the previous search before proceeding to a search by SKU
Type within a Client SKU Mapping. Click the Download SKU List button on
the left navigation menu to refresh the screen and clear all fields and previous
search results.

d. To view rates for a certain SKU Type within a specific client SKU mapping (e.g., PC SKUs offered by
COSTCO), perform the following steps:

i. From the SKU Type drop-down list, select the type of SKU for which you want to see rates (e.g.,
PC).
ii. From the Client SKU Mapping drop-down list, select the client for which you want to see rates
(e.g., COSTCO).
iii. Click the Get SKU List link.

Note: This displays the searched SKUs, SKU names, and your rates for the SKUs. It may take a
few moments for results to be displayed.

Figure 40
Filter Skus ﬁ Name Rate\
Sh:
771 Each additional Mode Wireless Installed Add-on s11.11
Sku Type:
PC “ 771E Onsite Basic PC Install 51.61
Client Sku Mapping:
I L > Ercr Onsite Wireless Metwork Install - 1 nodes £50.50
&, Get Sku List 7828 Wireless Mebwork Setup Upsel £33.33
7330 Data Backup/Data Transfer - Up ko 10 GB Upsell 544,44
7833 Hardware Installation Upsell Szzy

e. To view your rates for all SKUs, perform the following steps:

i. Click the Download SKU List button on the left navigation menu to refresh the screen, clearing
all fields and previous search results.

ii. Click the Get SKU List link.

Note: This displays all SKUs, SKU names, and your rates for the SKUs. It may take a few
moments for results to be displayed.
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f.  To view the Scope of Work (SOW) for any SKU in any search result, click the hyperlinked SKU number.
Note: This displays the SOW in a pop-up window.

Figure 41
Filter Skus Sku MName Rate
Shu: 45042 Basic on Stand
S042 2042 Arrive at custamers home within the appointment window (4 hours), Call the customer one
Sk Type: day prior ko appointment date to confirm equipment is on-site and arrival time, Afker

unpacking TV, making sure box is not damaged, place the Flat Panel TV with base on level
surface, as directed by customer, Use customer provided cables to connect the new TW ko
Client Sku Mapping: new ar existing video compaonents including: OWD, DYR, YCR, and Yideo Game Unit, this does
nok include the setup of Home Theater system, Installers will not install satellites or run video

W

> feeds Fram satellites to the room. Neatly connect and group all wires and cables (no hiding of
wires or driling included). Program one (1) non-learning universal remaote, Remaove all trash
&, Get Sku List and boxes from the area ko onsite trash receptacle (garage, curbside, dumpster) and ensure
the area is left in a neatfclean condition. An educational demonstration of the basic TY
functions, up to 20 minutes, Installer will obtain Customer sign-off on the completed work
order once the basic review is completed. Upon completion of this order conkack INSTALLS inc
Field Services at 1-838-490-4321, option 4 to close out the order, Orders must be closed out
the same dayv as scheduled. IF there is work requested outside of this scope of wark, contact
IMNSTALLS inc ak 1-383-490-4321, opkion 1.

Note: To close the SOW, click the X in the upper right corner of the pop-up window.
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Dispatchers: Creating Dispatcher User Accounts
Note: Use the DISPATCHERS feature to manage DOLI access for the dispatchers at your company.

Dispatchers are non-technician employees within your company who are responsible for working in DOLI.
Dispatchers are categorized separately to give you maximum control over who has DOLI access, and to give
you visibility to transaction tracking.

Dispatchers DOLI access is similar to administrative access, however Dispatchers cannot change company
contact information, cannot change the administrative password, and cannot view rates.

1. Onthe My Information screen, click the DISPATCHERS button.

Figure 42
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _
0 Home | Logout Blay 18, 2013 > 11:48 AM
My Information: Ead
natalbar I Inskaller Phigne
MY INFO 5|
REFORTS &'
- nstall Types Emanil Alt Phone
Ml [7] Hiomne Theater
|_|..
Fl commarssi HT
Oeom F
[ acpliance
[ ammerisl 2 .
5M 5 Text-Capable Phons
0 hlo recsive job o oy ta -

Note: This displays the My Dispatcher’s Information screen.

Figure 43
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _
p Home | Logout May 22, 2012 = 02:37 PM
Iy Dispatcher's Information:
MY INFO 51 | | Add Installer dispatcher:
REPORTS &] | First Hame Last Name
TECHNICIANS =
_— SUBMIT
el
DISPATCHERS [7
Search Dispatchers
REGION -l
=" | Find Active Dispatchers = Find Inactive Dispatchers |«
DOWNLOAD / PRINT
ORDERS % | Listed Dispatchers
DOWNLOAD SKUUSTLR 4 cT1vE DISPATCHERS
[Uger Infe] [Edit]
[Uger Info] [Edit]
INACTIVE MSPATCHERS
Close Window
4 ¥

2. Inthe Add Installer Dispatcher box, enter the first and last name of the dispatcher in the appropriate fields.
3. Click the SUBMIT button to save the changes.
Note: This adds the new dispatcher to the Inactive Dispatchers list.

L Installs.



4. Click the User Info link corresponding to the new dispatcher’'s name to create a DOLI username and password
for the dispatcher.

Figure 44
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) E—
p Home | Logout May 22, 2012 = 02:37 PM

Iy Dispatcher's Information:

MY INFO & | | Add Installer dispatcher:

REPORTS &) | First Hame Last Name
TECHNICIANS 2
DISPATCHERS [,

Search Dispatchers

REGION
REGION b |Find.ﬂ.c1i'u'e Dispatchers v| |Finu:| Inactive Dispatchers

DOWNLOAD / PRINT
ORDERS % ,| Listed Dispatchers

DOWNLOAD SKULISTLRY 4 cTivE DISPATCHERS

SUBMIT v |

dif

[U=er Info] [Edit]

INACTIVE DISPATCHERS
Close Window

< *

Note: This displays the Edit Dispatcher Login screen.
Figure 45

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) N
Sj Home | Logout October 19, 2010 = 08:48 AM
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UserName Password Active
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REGION
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5. On the Edit Dispatcher Login screen, enter a username and password for the dispatcher in the appropriate fields.
6. Toggle the Active radio button to Yes to activate the dispatcher’s account.
7. Click the SUBMIT button to save the changes.

Note: Be sure to provide the username and password to the dispatcher.

8. To edit the dispatcher’'s name, click the Edit link corresponding to the dispatcher's name on the My Dispatcher’s
Information screen.
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Figure 46

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) [

p Home | Logout May 22, 2012 = 02:37 PM

My Dispatcher's Information:

MY INFO & | | Add Installer dispatcher;
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Close Window
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Note: This displays the Edit Dispatcher screen.
Figure 47

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) [
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MY INFO &) |
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TECHNICIANS | =Back
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REGION
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ORDERS o |
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9. Make the necessary updates to the dispatcher’'s name.
10. Click the SUBMIT button to save the changes.
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Reports: Viewing Account-Specific Reports

Note: Use the REPORTS function to access several reports related to your account.

1. On the My Information screen, click the REPORTS button.

Figure 48
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) E—
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Note: This displays the reports screen.
Figure 49
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI)
‘-l Home | Logout October 18, 2010 » 02:12 PM
My Orders | Hew Workorders | Create Custom
Orders
B s Report  Report Description
L REPORTS 2% Name
TECHMCIANS ¢ | My Metnics Performance breakdown of orders assigned to you
DISPATCHERS L7 in the last 30 days
_REGION wh) Escalations Sortable list of all escalations assigned to vou
W'"‘:ﬂ (Note: The default view shows only open tickets.)
DOWNLOAD SKU LIST {{:, CE Survey Results of the CE Survey.

Links to the following reports are available:
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a. Report Name: My Metrics. Performance breakdown of orders assigned to you in the last 30 days.

Figure 50
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Report Name: Escalations. Sortable list of all escalations assigned to you.
Figure 51
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Note: The default view shows only open escalated tickets. To view other escalations, click the View All
Escalation Tickets link.
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c. Report Name: CE Survey. Results of completed Dell Customer Experience Surveys.
Figure 52
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d. My Orders: Summary of orders on your account by client.

Figure 53
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) B ————
{) tomellogout Way 22,2012 » 0237 M

DIGITAL OM—LINI INTERFACE SYSTEM (DOLI)
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e. New Work Orders: Returns you to the DOLI homepage to access your new orders.
Figure 54

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI)
Welcome May 1, 2012 = 11:52 AN
Logout

MY TOOLS «* | STOREVISITS
MY ACCOUNT 4 | ENTER ORDER # |  Please dick any "Alert” items you see below to deal with the orders appropriately.

Account Condition —- Your account is in good standing

DISPATCH BOARD [7 | DOWNLOAD/PRINFORDERS%|  Alerts / Notifications
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? i onliances ® Bracket Orderin B viewNow View your closed escalations and create a dispute
New! Product Return Installz Announces Hew

Note: This feature is covered in detail later in this document.
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Closed Escalation Report: Summary of closed escalations by the month in which they were closed.

Figure 55
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Note: This feature is covered in detail later in this document.

g. NPS Report: Summary of your jobs on which customers completed the customer satisfaction survey.
i. Under “Reports” on the DOLI homepage, click the second View Now button.
Figure 56
IDIGITAL ON-LINE INTERFACE SYSTEM (DOLI) [N
Welcome Moy 12,2012 > 1212 PM
MY TOOLS | STOREWISITS ® | Account Condition -- Your account Is in good standing
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Note: This displays the NPS Report. The NPS Report is populated in real time.
ii. To scroll from month to month, click the Back or Forward navigation button next to the month.
Figure 57
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Note: The report includes the following columns:
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Column

Purpose

Job Number

Original job number

Client

Name of the client original job was for

Technician Name

First and last name of the technician who completed the job

NPS Survey Date

Date the customer responded to the NPS survey

NPS Data

0-9 rating customer gave to the NPS survey question, “Please rate your service
experience with the servicing technician”

Completion Date

Date job was completed

SKU

SKU for the job that was performed

Description

Description of SKU for the job that was performed

L Installs.




Store Visits: Documenting Visits to Client Stores

Note: Use the STORE VISITS function to document visits to client stores.

It is important for installers to visit client stores on a regular basis to build and maintain relationships with the
store’s management and sales staff. Document information collected during your visits in the STORE VISITS
section of DOLI so that the data can be reported back to the client to ensure compliance.

1. Onthe DOLI homepage, click the STORE VISITS button.

Figure 58
DIGITAL ON-LINE INTERFACE SYSTEM (DOL 1) N —
Welcome May 1.2012 > 1152 AM
2qout
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Figure 59
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) =
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2. From the Company drop-down list, select the client you visited.
3. From the Store No. drop-down list, select the store number you visited.
4. From the Date Visit Scheduled drop-down lists, select the month, date, and year of your store visit.
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5. From the Date Training Completed fields, select the month, date, and year that in-store training was completed
(if applicable).

6. Complete the Title, First Name, and Last Name fields with the name of the principle person you met with during
your visit.

7. Document your meeting notes in the Comments field.

8. Click the SUBMIT button to save the store visit documentation.
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MANAGING INSTALLS ORDERS IN DOLI

The principle function of DOLI is to manage Installs orders. This section outlines several important DOLI functions that
allow you to effectively process your Installs orders.

Accepting All New Installs Orders

Note: When new orders are routed to you, you will see the New Orders button on the DOLI homepage upon login.
When orders are routed to you, you must formally review and accept them before they are actually “yours.”
Assigned orders that are not accepted within 12 hours will be reassigned to another installer.

If you need to decline an order after accepting it, see the procedure for Declining Accepted Installs Orders
later in this document.

1. On the DOLI homepage, click the New Orders button.
Note: If you do not see the New Orders button, you have no new orders.
Figure 60
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Note: This displays all pending orders for your review.
Figure 61
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2. To accept ALL orders, click the Continue button at the bottom of the page.
Note: This accepts all pending orders and displays options for proceeding to your accepted orders.
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Figure 62
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3. Click the button corresponding to the next action you wish to take:

e Print Accepted Orders: Displays printable work orders for all accepted orders on one screen. Use the
browser’s print feature to print the work orders.

e Download Accepted Orders: Download a .txt file containing your orders.
e Continue: Displays the My Orders screen.
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Declining New Installs Orders

Note: Use this procedure to decline a newly assigned job that you cannot accept.

1. Onthe DOLI homepage, click the yellow flashing New Orders button.
Note: If you do not see the New Orders button, you have no new orders.
Figure 63
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Note: This displays all pending orders for your review.
2. Check the Decline checkbox corresponding to the order(s) you cannot accept.

Figure 64
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3. Click the Continue button at the bottom of the list.

Note: This declines the order(s) you checked, accepts the other pending orders, and displays the Reason for
Declining screen. You must document the reason you are declining the order(s) on this screen.
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Figure 65
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4. From the Reason for Declining drop-down list corresponding to the first declined order, select the reason you
are unable to accept the job.

Note: If you select Other_Declined_Reason, type the reason in the If “Other,” please explain text box.
This will help us understand if your capacity, coverage, and skill sets need to be updated in DOLI,
and if you are able to perform the job on an alternate date.

If you decline multiple orders, you must scroll down on the Reason for Declining screen and
select areason for each order.

5. When you have documented a reason for declining each order, click the Continue button at the bottom of the
screen.
Note: This displays options for proceeding to your accepted orders.
Figure 66
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6. Click the button corresponding to the next action you wish to take:
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e Print Accepted Orders: Displays printable work orders for all accepted orders on one screen. Use the
browser’s print feature to print the work orders.

e Download Accepted Orders: Download a .txt file containing your orders.
e Continue: Displays the My Orders screen.
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Declining Accepted Installs Orders

Note: Use this procedure if you must decline an order after you have accepted it.

1. Locate and select the order you wish to decline.
2. From the Change Status drop-down list, select Need Installs Action.
Note: This displays the Comment drop-down list.
Figure 67
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a. From the Comment drop-down list, select Declining Job — see notes.
In the Add/Edit Notes field, document the reason you are declining the job.
Click the SUBMIT button.
Note: This declines the job and updates the status of the order.

Note: If the job’s scheduled arrival window is within the next 24 hours, you must also call Installs at 1-
888-490-4321.
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Managing Escalated Installs Orders
Escalations Overview

Positive Escalations

Positive escalations occur when customers contact Installs with positive feedback about the technician or installation.
Installs documents these compliments as escalations because we feel that it is important to record and notify you that
customers are having positive experiences with your company and your technicians. Installs can also initiate positive
escalations when you and/or your technicians go the extra mile to ensure that Installs jobs are completed.

Negative Escalations

When a work order is not completed as assigned or expected Installs utilizes an escalation process to ensure that the
issue is met with an immediate response. Resolution of an escalation depends on the nature and/or origin of the
escalation. Below are some frequently asked questions about negative order escalations:

What is a negative escalation?
An escalation is a ticket created by Installs or clients in DOLI to collect information about a job-related incident.

How does a negative escalation get opened?

When a complaint or problem with a job is reported to Installs by a customer, by a client, or by an internal associate, we
open an escalation as a mechanism for tracking the issue. We always err on the side of caution by opening escalations
when problems are reported. Escalations can be opened before, during, or after the job.

What does Installs do when a negative escalation is opened?

Installs/the client opens an escalation on the job in DOLI, so you have visibility to it from the very beginning. Installs
conducts research on every reported issue before reaching any conclusions, determining responsibility, and deciding on
the corrective course of action. Installs will contact you when an escalation is opened on one of your jobs.

What should 1 do when a negative escalation is opened on one of my jobs?

It is VERY IMPORTANT that you respond to Installs’ requests for information about open escalations as quickly and
efficiently as possible. Input from you is a vital part of the investigation process and provides you an opportunity to tell us
about the incident from your point of view.

Installs works on escalations in the order they are opened, or by severity of the complaint. Best practice recommendation
is that you enter your job notes in DOLI and upload all forms and/or pictures associated with job as soon as the escalation
ticket is opened, if you have not already done so.

If you do not respond to Installs’ request for information regarding an escalation within 24 hours of our first attempt to
contact you, Installs will resolve the escalation with the customer, using the course of action we find most appropriate.
The escalation may be closed against you, and a penalty or other corrective action may be assessed.

What happens when a negative escalation is closed on one of my jobs?

If Installs’ research indicates that you (the installer company and/or the technician) are not responsible for the reported
problem, you do not need to take any action. Installs will update and close the escalation in DOLI with no impact to you,
and follow up with any other involved parties (e.g., customer, client, insurance company, etc.).

However, if Installs’ research indicates that the installer company or technician is ultimately responsible for the issue, we
will close the escalation against your company, which may lead to a financial penalty or other corrective action assessed
to you.

What are the reasons a negative escalation can be closed against my company?
When Installs closes an escalation, an “escalation close reason” is applied. Example escalation close reasons include:
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e Technician — Tech No Call No Show

e Technician — Short Notice

e Technician — Missed Appointment Window

e Tech Company — Failure to Update DOLI

e Tech Company — Refusal to Warranty

e Tech Company — Provided Defective Equipment
e Technician — Damage to Property

e Technician — Substandard Installation

e Technician — Unprofessional — Did Not Follow Process
e Unresponsive

e Technician — Unprofessional — Behavior

All of the escalation close reasons above carry a follow up action. For some escalation close reasons, your company will
be assessed a financial penalty; for some, your company will be charged the dollar amount required to correct the issue;
and for others, your company will undergo a contract review to determine if your company will be permitted to maintain its
current position with Installs. See “Appendix I: Escalation Status Definitions and Assessments” section of this document
for details.

What if | disagree with Installs’ findings about a negative escalation?

If you disagree with Installs’ conclusion that your company is responsible for the reported issue and any actions or costs
associated with resolving it, you can dispute the decision after the escalation is closed. Disputes of closed escalations are
accepted from the 1% to the 14™ of the month after the escalation was closed. For example, if an escalation was closed
on March 20, 2013, you can log your dispute from April 1-14, 2013. Log all disputes via the Closed Escalation Report in
DOLI (see the “Closed Escalation Disputes” section of this document for instructions).

How do | avoid negative escalations?

The best way to minimize escalations is to complete all Installs events with the highest levels of punctuality,
professionalism, accuracy, workmanship, courtesy, customer service, and respect.

L Installs.



Escalation Open Reasons

POSITIVE ESCALATION OPEN
REASONS

DEFINITION

Compliments

The customer called with positive feedback about the technician or
installation

Covered Job

The technician/installer company agreed to cover a job on short
notice, out of their coverage area, or on their day off

Improved Experience

The customer indicated a better experience over the previous
installation job

Went Above and Beyond

The customer indicated that the technician or installer company out of
their way to accommodate the customer or the job

NEGATIVE ESCALATION OPEN
REASONS

DEFINITION

Customer Unhappy With Service

Customer reports dissatisfaction with services by calling Installs by
responding “dissatisfied” to Installs’ follow-up survey after their
appointment window.

Damage to Property

Installs receives a report that there was damage to the customer’s
property/product caused by or during the services.

Failure to Follow Process

Installs receives a report that the technician did not follow process
(dress code, no estimated time of arrival given, tech collected monies
from customer without prior approval, or technician took equipment
offsite when not outlined in SOW, etc.).

Missed Appointment

Installs receives a report from the client/customer that the technician
arrived after the appointment window ended.

Missing/Damaged Equipment
— Client Provided

Installs receives a report that the equipment the client provided to the
customer is missing and has never been returned and/or has been
damaged.

For Tracking Purposes Only

Installs is opening a ticket to track an existing complaint on another
order.

High Priority

Installs has received a report from our client’s corporate office that
requires immediate follow up.
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Escalation Close Reasons

ESCALATION CLOSED

REASONS PENALTY CHARGED IF ASSESSMENT
S You did not show up for the accepted job as scheduled AND
;E(CZ)CVHICIB.H Tech No Call No you did not notify Installs that you were not going to make SKU rate
the appointment
You declined a previously accepted job (via DOLI or phone
Technician — Short Notice call to Installs) after 4:00pm local time the day before the job | $25
was scheduled
Technician — Missed You arrived for a job after the appointment window by end
) . . $15
Appointment Window time.
e You did not upload completed Consultation Forms to
. DOLI the SAME DAY you performed the consult.
Tech Company — Failure to OR $25

Update DOLI

e You did not update or close out jobs in DOLI within
THREE (3) DAYS of the appointment.

Tech Company — Refusal To
Warranty

Installer company refuses to warranty their installation (1
Year)

Costs to correct
issue

Tech Company — Provided
Defective Equipment

Installer company provided the customer with defective
equipment; excludes equipment provided by client and
Installs.

Costs to correct
issue

Technician — Damage To
Property

Technician caused damage to customer’s property/product.

Costs to correct
issue

Technician — Substandard
Installation

Technician's installation was not completed to professional
standards of quality

Costs to correct
issue

Technician — Unprofessional —
DID NOT FOLLOW PROCESS

Technician did not follow process
(Did not give an estimated time of arrival, tech collected
monies from customer, took equipment offsite, etc.)

Costs to correct
issue

Unresponsive

You did not respond to Installs within 24 business hours of
the initial message from Installs about an opened escalation

Contract Review

Technician — Unprofessional —
BEHAVIOR

Technician did not demonstrate professional behavior while
onsite

Contract Review
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Viewing Orders with Open Escalations

1. Onthe DOLI homepage, click the Escalation button.

Note: If you do not see the Escalation button, you have no new escalations.
Figure 68
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This displays your escalated orders on the right side of the screen.

2. Toview an escalated order, click the name on the order in the list on the right side of the screen.
Note: This displays the order details in the main portion of the screen.
Figure 69
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3. Review all escalation notes and job notes associated with the order to ensure that you are informed about the
issue.




Updating Escalated Installs Orders
1.

Locate and select the order you wish to update.
2.

In the Add/Edit Notes text box, enter your notes.
Figure 70
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Click the SUBMIT button.

Repeat the steps above to update all necessary orders.
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Note: This returns you to the DOLI homepage.
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Viewing Closed Escalated Installs Orders

Note: The Closed Escalation Report on your DOLI homepage displays a summary of closed escalations by the month
in which they were closed. The information displayed on this screen varies, depending on the month you are
reviewing. The report also includes access to the Closed Escalation Dispute function, which we will explain in
this procedure.

Accessing the Closed Escalation Report

1. Under “Reports” on the DOLI homepage, click the first View Now button.
Figure 72
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Note: This displays your Closed Escalation Report for the current month. Escalations are displayed on the report
for the month in which they are closed, which may not be the same month in which they are opened. The
report is populated in real-time.

2. To scroll from month to month on the report, click the Back or Forward navigation buttons next to the month.

Figure 73
Clsed Escalagon mn -.Fﬁl.ll ] :i".l'l:".' ard a3
You can dispute escalation tickets from the 15t to the 14th of the month after the escalation dosed
ITu"'-'“"'-. :::'“hr * Clent # Cusiomertsme % Suate®  Dscalsson Type #  Clogsd Resson ®  Posential Fenay Aemount »

; Azplancea AST AMD LAET RAME & &y rdmar Lk

ncea 4 Ge Tar Lk £ aE
. Techrican - Yngrpiessional . BEH&WI0R - eriTae Ry
g A mmET s = 1 2 T =3 RSO & i

L INstalls.



Current Month

Note: When you view the report for the CURRENT MONTH, you will see the following screen outlining escalations
that have been closed so far this month:

Figure 74
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Note: The CURRENT MONTH report includes the following columns:

Column Purpose

Ticket ID Hyperlink to job; click to review job and all related notes in DOLI.

Job Number Original job number.

Client Name of the client original job was for.

Customer Name First and last name of the customer on the original job.

State Customer’s state.

Escalation Type Original type of escalation/reason escalation was opened.

Closed Reason Final reason assigned to escalation upon closure by Installs, based on
research by the Installs Client Resolution department. Hold your cursor
over the hyperlinked text to view a brief description of the escalation
close reason.

Potential Penalty The penalty amount the installer may be charged for the escalation if it is

Amount determined that the installer/technician is responsible for the escalation.
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Past Months (two or more months ago)

Note: When you view the report for PAST MONTHS (two or more months ago), you will see the following screen:

Figure 75
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Note: The PAST MONTHS report includes the following columns:

Column Purpose

Ticket ID Hyperlink to job; click to review job and all related notes in DOLI

If a View Logs link appears next to a static (no hyperlink) Ticket ID, the
job has been reassigned to a different installer for completion or
correction. Instead of opening the job in DOLI, clicking the View Logs
link displays the Escalation Log and Order History Log, which outline all
actions and notes from the order while the job was assigned to you. You
will not see any notes or activity on the job after it was reassigned to a
different installer.

Job Number Original job number.

Client Name of the client original job was for.

Customer Name First and last name of the customer on the original job.

State Customer’s state.

Escalation Type Original type of escalation/reason escalation was opened.

Closed Reason Final reason assigned to escalation upon closure by Installs, based on

research by the Installs Client Resolution department. Hold your cursor
over the hyperlinked text to view a brief description of the escalation
close reason.

Potential Penalty The penalty amount the installer was eligible to be charged for the
Amount escalation if it was determined that the installer/technician was
responsible for the escalation.

Dispute Escalations from past months cannot be disputed; the message Not
Eligible to Dispute is displayed.
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Last Month

Note: When you view the report for the PREVIOUS MONTH (last month), you will see the following screen:
Figure 76
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Note: The PREVIOUS MONTH report includes the following columns:

Column Purpose

Ticket ID Hyperlink to job; click to review job and all related notes in DOLI
If a View Logs link appears next to a static (no hyperlink) Ticket ID, the
job has been reassigned to a different installer for completion or
correction. Instead of opening the job in DOLI, clicking the View Logs
link displays the Escalation Log and Order History Log, which outline all
actions and notes from the order while the job was assigned to you. You
will not see any notes or activity on the job after it was reassigned to a
different installer.

Job Number Original job number.

Client Name of the client original job was for.

Customer Name

First and last name of the customer on the original job.

State

Customer’s state.

Escalation Type

Original type of escalation/reason escalation was opened.

Closed Reason

Final reason assigned to escalation upon closure by Installs, based on
research by the Installs Client Resolution department. Hold your cursor
over the hyperlinked text to view a brief description of the escalation
close reason.

Potential Penalty
Amount

The penalty amount the installer will be charged for the escalation if it is
determined that the installer/technician is responsible for the escalation.

Dispute

o |If the escalation is eligible to be disputed, the Dispute button is
displayed.

o |If Installs is reviewing the escalation based on installer’s previous
request for dispute, the In Review button is displayed.

e |f the escalation was disputed by the installer and the dispute was
accepted by Installs, the Accepted button is displayed.

o |f the escalation was disputed by the installer and the dispute was
rejected by Installs, the Rejected button is displayed.

e |f the escalation is no longer eligible for dispute, Not Eligible to
Dispute is displayed.
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Disputing an Escalation
Note: The following parameters apply to closed escalation disputes:

e Installers can dispute escalations that were closed during the previous month only.
o Installers have from the 1% to the 14" of each month to dispute escalations closed during the
previous month.
o Escalations closed during the current month cannot be disputed until the 1* of the next month.
o Escalations closed during past months can no longer be disputed.
e The Installs Client Resolution department will conclude investigation activities and resolve all closed
escalation disputes by the 21* of each month. Disputed closed escalations will be resolved as Accepted

(dispute accepted; no penalty charged to installer) or Rejected (dispute rejected; installer responsible to
pay penalty), based on the information and evidence available.

Note: If you see the message Not Eligbile to Dispute in the Dispute column, the escalation is closed and can no
longer be disputed because it is either not from the previous month, or the escalation is from the previous
month but the dispute window is closed (i.e., today’s date is after the 14”‘).
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To dispute an escalation closed during the PREVIOUS MONTH, perform the following steps:

1. Between the 1st and 14th of the month after the escalation was closed, click the Dispute button corresponding to
the closed escalation you wish to dispute.

Figure 78
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Note: This displays the Closed Escalation Dispute Form. The Ticket ID, Client, State, Date Opened, Job
Number, Customer Name, Escalated By, Escalation Type, and Escalation Reason fields are auto-
populated.

2. Inthe text field on form, enter the details of your dispute claim.

3. Click the Submit button.
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Figure 79

Ticket IDx: Chant: Stake: Duale Oipesrasd:
hhgragg Applances P
Joh Humbser: Customer Rame: Escalated By: Typs:
HHGREGE APPLLANCES 5 Damage ) Propermy

Reason: Tedhnicen - damage L property

~

\ @ o +

Nates: O nates

Note: This changes the Dispute status to In Review.
4. To review or update notes related to the dispute any time, click the In Review button.
Figure 80
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Note: This displays any notes the installer or the Installs Client Resolution department has made related to the
closed escalation dispute. Job notes and original escalation notes are not displayed here; go to the job in
DOLI to review such notes.

5. The Installs Client Resolution department reviews the dispute and performs the necessary research. The Installs

Escalations Team may contact you for additional information regarding the closed escalation dispute.

Note: The Installs Client Resolution department researches and resolves all closed escalation disputes by the
21% of each month. If the Installs Client Resolution department contacts you or asks you to provide
documentation, information, etc., it is in your best interest to reply and supply the requested materials as
quickly as possible.

6. When the Installs Client Resolution department resolves a closed escalation dispute, they update the Dispute
status to either Accepted or Rejected.
a. Accepted: A closed escalation Dispute status of Accepted means that the installer has provided

sufficient evidence to prove to Installs that the installer/technician was not responsible for the issue
documented in the escalation. The installer will not be charged a penalty for the escalation.
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Figure 81
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hhgregg GA VWrong Expectations | Technician - Sub-standard Installation ez Costz to Correct ol e
Appliances e
" & L =] erty | Technician - e T erty Yes Costs to Corres .
I.'_l.hgrl gg‘= G Damage to Property chnician - Damage To Property = Costs to Correct % Rejected
Appliances
hhgre: GA Failure to Follow Coszts to Correct
&/ Accepted
Y ENE= TOCESS
hhgregg FIRST AND LAST GA Failure to Follow Technician - Unprofessional - DID NOT | Yes Costz to Correct —_—
Appliances NAME Process FOLLOW PROCESS ] BEpHE

b. Rejected: A closed escalation Dispute status of Rejected means that the evidence provided indicates to

Installs that the installer/technician was responsible for the issue documented in the original escalation.
The installer will be charged a penalty for the escalation.

Figure 82

Closed Escalation Report - [ Return to Dashboard |
4 April 2013 [>

You can dispute escalation tickets from the 1st to the 14th of the month after the escalation closed.

Tickgt Job . 4 Customer ~ . ~ 4 FHigible for .,  Potential Penalty, . ~
I " | Humbdc Client = ame % Sta%e Escalation Type% Closed Reason Penalty S| e — ¥ Dispute -
hhgregg Ga VWrong Expectations | Technician - Sub-gtandard Installation ez Costz to Correct ol TR
Appliances # InReview
s hhgre: GA Damage to Property  Technician - Damage To Property Yes Costs to Correct .
— ,%ancea — S— — — »' % Rejected
hhgregg Ga Failure to Follow Technician - Unprofezsional - DID NOT | Yes Costz to Correct . d
Appliances Process FOLLOW PROCESS W/ Accepte
hhgregg FIRST AND LAST GA Failure to Follow Technician - Unprofessional - DID NOT | Yes Costs to Correct e
Appliances NAME Process FOLLOW PROCESS | BRpHE

Note: See Appendix Il of this document for the “Escalation Status Definitions and Assessments” table.
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Search: Searching for Orders in DOLI

Note: Use the SEARCH function to search for orders using several different criteria.

1. Onthe DOLI homepage, locate the SEARCH box on the Main Navigation Bar.

Figure 83
DIGITAL ON-LINE INTERFACE SYSTEM (D0 L1 ) [
Vielcome May 1. 2012 » 11.52 AM
oqout
Account Condition -- Your account is in good standing
MY TOOLS ~ | STOREVISITS [ |

MY ACCOUNT R | ENTER ORDER ¢ | Please dick any "Alert” items you see below to deal with the orders appropriately.
DISPATCH BOARD [ = DOWNLOAD/PRIWTOROERSS Alerts / Notifications

orders unnaccepted wihin 12
other nstaler.

ob Number W

You have 2 canceled orders within the @st 3 days
Search (sekct one
Reports
Resources Links

Product Return Form - Dishywasher nstafiabon i L
» < o pe— a. View Now View your closed escaations and create 3 dispute
AnaR3ACed Bracks ary

2. From the Search drop-down list, select the type of search criteria you wish to use:
e Phone: Customer phone number
e Job Number: Installs job number
e Zip: Customer ZIP code
e Last Name: Customer last name
e *Phone: Partial customer phone number
3. Inthe Search input field, type your search criteria.
4. Click the FIND button.
Note: This displays the order matching the specified search criteria.

If multiple orders meet the search criteria, they will be listed on the right side of the screen. To view
an order from the list, click the hyperlinked customer name on the desired order.

Figure 84
DIGITAL ON- Ull llIlﬂfM:I SYSTEM (DOLI) !—l_
‘ > Lgaos June & M2 > 10685 A0
Hoevee § By Accoun | Dowrmosd ot Oroers | New Workorgers | Creste Custom Ordery <2 Nowier W w_‘
< Hone W NSTALLS Job 2> OroeriD > - Search Results
3 > Mg
- 651232011 omgleson Date > D001 ot
1
war """"_""*“i"""‘ Apsiterces ratat Owse> 0610012011 - 12:00pm &55pm ve-Schedules Dutes N
’ VEW CALL SHEET 2 =
O Croate Costanr &8 Privt Versen astary Pay Rate /" Ooange Saten Scape ol Werk bipasymrama o Ferm Unshand Dongunti by Waa ol
v
s S Complated > Comelete per Inssatier alLt
rhgregn AppRances
A Bt Notes : (Hotes anteras tars will gl apoes on the ponted workorder _‘ > pares
Job £ >
Account & L L]
v

Note the Order Tool Bar in the middle of the screen (you may need to use the frame scroll bar to view it).
The Order Tool Bar offers several functions that are imperative to managing the work order, which are
outlined in the following procedures.
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My Account: Accessing Your Orders
Note: Use the MY ACCOUNT function to view the status of your orders.

This is a very important feature, as it provides you with live reporting on the status of your orders,
including the number of orders in each status.

1. On the DOLI homepage, click the MY ACCOUNT button.

Figure 85
DIGITAL ON-LINE INTERFACE SYSTEN (DL 1) N
Vielcome May 1. 2012 » 11:52 AM
L Account Condition -- Your account is in good standing
MY TOOLS ~*  STORE VISITS B
—— MY ACCOUNT 2 ENTER ORDER 2| Please dick any "Alert” items you see below to deal with the orders appropriately,

DISPATCH BOARD [ = DOWNLOAD/PRINTORIERSS Alerts / Notifications

IS (o. have 2 canceled orders withn the @st 3 days

ob Numee: ¥ AND2 | ® New Orders

NOTE: Any new orders unnaccepted wthin 12

]
ned to another nstaler.

Reports

Freguct Retum F oo - Cshyasher nstafatorn i A
» J - — il vewnow View your closed escalations and create 3 dispute

Note: This displays the My Orders screen.

The hyperlinked number that appears below each color-coded status indicates the number of orders
currently in that status. In the example below, there are 88 orders in the status of “Scheduled.”

Figure 86
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) —
xj Logged In - INSTALLER > Logout < June 18, 2012 = 12:43 PM
Home | Download ! Print Orders | New Workorders | Create Custom Orders
All Clients v|rhone v | _FNDR
You have 7303 installation orders in your account
Clients Order Statuses
CLIEMT: INSTALLS inc
Prescheduled Unschedulgdf Scheduled gWaiting Customer Action Need INSTALLS inc Action Completed Cancelled TOTAL
[} 3 88 12 0 6526 674 7303
w
2. To view orders in a specific status, click the hyperlinked number below the status.
Note: This opens the Status screen.
Figure 87
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI)
Sﬁ Logged In - INSTALLER > Logout < June 18, 2012 > 12:45 PM
Home | My Account | Download ! Print Orders | New Workorders | Create Custom Orders| Job Mumbsr VI | FIND £ ]
Select from the criteria below to 2earch the SCHEDULED =tatus.
Filter By Filter By Filter By Sort By: Mz
Client; & hd Campaign: Comment: FIND 2 |
~ ~
Please click Find button. Then Select each name on order list to update.
w
v < >

3. To further refine your orders search, perform the following steps:

iNstalls.




a. From the Filter by Client drop-down list, select the client for which you want to see orders.
b. From the Filter by Campaign drop-down list, select the campaign for which you want to see orders.
Note: In order to filter by Campaign, you must first filter by Client.

c. From the Filter By Comment drop-down list, select the specific orders status comment for which you
wish to search.

Note: To view all orders within a status without filtering, select the “- ALL ## - Status” option from the
Filter By Comment drop-down list.

d. From the Sort By drop-down list, select the desired sort criteria for your search results.
Note: Sort options include Names Alphabetically, Oldest to Newest Date, and Newest to Oldest Date.
Figure 88

Filter By Filter By Filter By Sort By:| Names spnanetically | W

Client:lﬁ W Campaign:| % Comment:| AL 1 - Scheddied

e. Click the FIND button.
Note: This displays the orders meeting your search criteria on the right side of the screen.

f. Toview a summary of an order in the main panel of the screen, click the hyperlinked customer name on
the order in the list on the right side of the screen.

Figure 89
DIGITAL ON LINE INTERPACE SYATEM (DOLY)
» . yP—
TPy SR & —
At CUSIUMIR ACTIY
- (TP T T—— TN o eyl et Aprereees | IR
A h Neaatts
AL G
182910 ot Buies [ W8 -
s horegy - 1V Seive Niated Sates SN MG (M DOM Y e doees
CORATE EARTON | PRI VIREN, METINY ATATIR / MITER MGAPE G WEMIR RGUAPVENT | PR UPLHAR, en, NRLAALMER.A L)

S Tt Wkt Clietietier AcKiet & ol unt Ie8 irmansde - Vol ablernat
Change S -

TR B MR S S MR T e R RO R T B SRR e Al
AT | G IR | (AR wrhmra (] e wEE 38 I ER A 0 I8 () (8 b ord ey

Aot @ o ¢
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Download/Print Orders: Downloading and Printing Multiple Orders

Note: Use the DOWNLOAD/PRINT ORDERS feature to view or save a .txt file containing data about your orders.
You can view or print current orders assigned to you or past completed work.

The DOWNLOAD/PRINT ORDERS function can be accessed via the Main Navigation bar on the DOLI
homepage or from the navigation menu within MY TOOLS.

From the DOLI homepage or from MY TOOLS, click the DOWNLOAD/PRINT ORDERS button.

1.
Figure 90
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) .
Welcome May 1, 2012 = 11:52 AN
Logout
- Account Condition - Your account is in good standing
MY TOOLS +~* | STOREVISITS =

MY ACCOUNT =} Please click any "Alert” items you see below to deal with the orders appropriately.

DOWNLOAD / PRINT ORDERS & Alerts / Notifications

cancelle N vou have 2 cancelled orders within the last 3 days
@ cancelled Orders !

Search (select ong)
Job Mumber % I:I FIND = R New Orders You have new orders - NOTE: Any new orders unnaccepted within 12
hours will be reassigned to another installer.

Reports

Resources

Product Return Form - F ) ) ’
Appliances View your closed escalations and create 2 dispute
A =

lews! Product Beturn

OR
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _

BMay 18, 2013 > &AM

k‘ Home | Logout
My Information:

ntalbar I Installar Phone

Email Alt Phone

S5M 5 Text-Capable Phons

I [ racEive job ofles Dy tad

Note: This opens the Download/Print Orders screen.
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Figure 91

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) —
« Logged In - Welcome: > Logout < November &, 2010 > 03:10 PM
L'J INSTALLER

Home | My Account | Hew Workorders | Create Custom Orders

Select your option:
Toview All Orders by Job Statuses, Go to "MY ACCOUNT",

Option 1:
Select all RECENTLY ACCEPTED orders.

PRINT VERSION | or EXPORT VERSION &

Option 2:
Select your Date Range:;
From: W W | 2008 w
To: v w | 2009 w

PRINT VERSION | or EXPORT VERSION 5

ow 3 few moments for the application to process

reguest.

Option 3:
Download All Custom Orders:
When you click the "EXFORT VERSICN™ button below, vour browser will ask you
o Open ar Save atah deliminated file which contains a header row as the first
row of data and each custom order as a following row. You can open this file in
Access, Excel or other spreadsheet/database programs.
EXPORT VERSION 5 w

2. This screen offers three options for obtaining orders:

a. Option 1: Click the PRINT VERSION button to print all recently accepted orders; click the EXPORT
VERSION button to download and export a file outlining all recently accepted orders.

i. Follow the prompts to save the downloaded file.
b. Option 2: Obtain orders within a specific date range:

i. Inthe From section, specify the starting Month, Date, and Year of the desired range using the
fields provided.

ii. Inthe To section, specify the ending Month, Date, and Year of the desired range using the fields
provided.

iii. To print the orders within the specified date range, click the PRINT VERSION button; to download
and export a file outlining orders within the specified date range, click the EXPORT VERSION
button.

e Follow the prompts to save the downloaded file.

c. Option 3: Click the EXPORT VERSION button to download a tab delimited .txt file outlining all custom
orders.

i. Follow the prompts to save the downloaded file.
ii. Save the file to the desired location on your computer/network.

Note: You can then open the saved file using Microsoft Excel, Access, or other
spreadsheet/database program.
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Print Version: Printing a Single Work Order

Note: Use the PRINT VERSION function to print a single work order. This is the paperwork that should be signed by
the customer upon completion of the installation.

1. Locate the desired order.
2. Click the PRINT VERSION button on the Order Tool Bar.

Figure 92
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _
» Logoed 1 « NSTALLER » LOQouys «

Home | My Account | Download ( Print Orders | New Workorders | Create Custorn Orders 435 Nember | m

< Home No. ISTALLS Job # > Order (D> e - L
Email Address >
Othar No Created Date > 05/28/2011 Completion Date > 06032011
AR, hhgregg Applances - Appilances install Date> 06032011 - 1200pm4:59pm  Pre-Scheduted Date> nia

€104 Dshwasher

History 5 PayRate /7 Change Status 5.5 Scope of Work JEquipment ) Form Upload Dispatch Basrd

Curront Stats: Completed > Complate per Installer ol

Add [ Edit Notes : (Notes sntered here will not appaar on the printed workorder

Account #; SUBMIT v |

v

Note: This displays the client-specific paperwork which may include forms and a questionnaire in addition to the
Installs Installation Work Order for the job.

Figure 93
.S
INSTALLS inc Installation Workorder (888) 490-4321 (888) 655-8621 « Fax
Customer Information Job Number: "y s B
RLLIL I R L geg R W < Phone Account #
nene < Other Phone
nene < Alt. Phone
Tracking #: Client:
SONY » Store #G67
Installer Information
Sched Date: Installer: Phone:
Presched Date: il M S = iy s
Promise Time: w* Fax:
ETA: Unavailable
Tech:
Order Information
Qty SKU Description
1 5955 Basic TV Installation (stand mount)
1 5965 Sony Internet TV Add on

3. Use the browser’s print functions to print the work order.
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History: Viewing the History of a Single Order

Note: Use the HISTORY function to review all notes associated with the selected order.

1. Locate the desired order.
2. Click the HISTORY button on the Order Tool Bar.
Figure 94

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) I—
N Logged 1 - NSTALLER » LOQOUS «
Home | My Account | Download ( Print Orders | lew Workorders | Create Customn Orders <35 Nember 8| _MEJ
<Home lo INSTALLS Job # > Order D> & A
Email Address >
Othar No Created Date > 052872011 Completion Date > 06032011
MAF, ..'l'f“.':‘:‘,’ :‘,"_","“' 0en - APpvances natall Date> 06032011 - 12:00pm4:59pm  Pre-Scheduted Date> nia
Sils U w ©
— - S PayRate 7 Change States 5.5 Scope of Work JEquipment ) Form Upload Dispatch Baard
v
Curront Stats: Completed > Complate per Installer A
Add ( Edit Notes : (Notes sntered here will not appear on e printed workorder
Account #; SUBMIT /|
v

Note: This displays the history of the order in the bottom portion of the screen, including all notes and status
changes that have been made on the work order.

Figure 95

CAGITAL ON-LINE INTERFACE SYSTEM (DOLI) B ——————

L-I Lagged = - NSTALLER . it =
Shoemies | Wy AoCount | Do osd | Pring Onders | Bew VWorkonders | Cresse Cusiom Ondeng Jo8 Morbe & | !EJ
Seisct from e orisris belaw o seacch the SDMPLETED ststus
Filbar By Chank ™59 w Fillar By Campaignd TV w Fillar 8y Commen: S Comg g i o) St By
< Home Ho. INSTALLS Job = > Order 10> - i
Emal Address >
Crosted Date = DSAAH0 Completion Daie > 05T
war o0 e erstall Dates 05ATI2001 - 12:00pmed:5omm Pre-Scheduled Dales i
D Crasts Contom 2 Prink Warsios Wistery 5 Pay mats ¥ Change Stabun 5} Scope of wark Lqupmant |~ Ferm Uploesd Dinpartch Doard
s

< Standard Comment -
Cantacind Mathod

HOTES - N CALL MTIATED

Stalus: Complaied Comment Complete per installer
05T 33 pm User Type; BISTALLER: Mg

» Cornpieton date 0BT
St3lus: Complered Comment Complete per installer
05T 1:45pm User Type: BISTALLER U

Wobe addest TECH OM SITE

Status: Schadubed Commant Accaptad
L_;rn 1-%Eopn TN ST T i )
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Pay Rate: Viewing SKU Rates on a Job

Note: This feature allows you to view the rates for SKUs on a specific job by pulling up the job in DOLI. See the

“Download SKU List: Viewing SKU Rates and Scopes of Work” section of this document for more information
on viewing SKU rates at the administrative level.

Rates are not visible in the Technician view of DOLI; only users logging in with your administrative DOLI
username and password will be able to view rates in DOLI.

Note: The rates displayed in this document are for demonstration purposes only, and do not reflect the actual
rate paid on any SKU to any installer.

1. In DOLI, locate the job for which you wish to view rates.
2. Click the Pay Rate button on the Order Tool Bar.

Figure 96
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _
I~ Logged 1 « NSTALLER > LOGOL «
Home | My Account | Download ( Print Orders | New Workorders | Create Custom Orgers 430 Nemoer 3 _m&
< Home No ISTALLS Job 2> Order ID > A
Email Address >
Othar No Created Date > 057282011 Completion Date > 06032011
MR, :,':'Tq_':??:"{‘jf'“°°’ *Applisnces inatall Date> 06032011 - 1200pm4:59pm  Pre-Schedubed Date> nia
i — _,-' Change States & 5 Scope of Work touipment o) Form Upload Dispatch Baard
v
Curront Statwus: Completed > Complate per Installer o
Add [ Edit Notes : (Notes sntered here will not appaar on the printed workorder
Account #; SUBMIT v
v
Note: This displays your pay rate for each SKU on the job and the combined total.
Figure 97
DMGITAL ON-LINE INTERFACE SYSTEM (DOLI) E—
.Il-. =gged & - HSTALLER - Lo
Home | My Acoount | Downioad | Pried Oroers | Hew Workoroers | Cresie Cusiom Oroers -8 Hemter |8 _FMD
ct from the crier b i ssarce fe | SENEIUIED stwous
Filter By Chank "% w Fifer By Campaign: w Fiffier By Comrmard: -ALL 8 - Socies w St By
< Homa Ho IHSTALLE Job & = rder 10> a
Email Address > Ha
Created Dwie > 022501F Completion Date > nia
WA,
wratall Date> DJDBZ0E - 08:00amA 1 :S8am Pre-Seheduled Dae> nia
ﬂr:u-..- Cimtam - Prirk Waruon Hivdory Py Rats _,"'l.'hm.:.l- Siakus i Soops of Werk [ cpiiaresat & Form Uplaad = Appaisbmant Inio Duapatch Bosrd b
5158,99
s 53056
e 519,99

Totalk $359.97




Status/Notes: Updating Status/Notes on a Single Order

Note: Use the STATUS/NOTES function to update a work order to the proper status and enter any necessary
comments.

1. Locate the desired order.
2. To change the status of an order, perform the following steps:

Note: There are several statuses and status comments available in DOLI, but installers and technicians should
only use the ones outlined below:

a. From the Change Status drop-down list, select the desired new status.
Figure 98

- Completed
- Hold
- Need INSTALLS inc Action
- Prezcheduled
- scheduled
- Unscheduled
- YWaiting Customer Action
b. From the Comment drop-down list, select the comment that best describes the current status of the
order.
Note: The status and status comments installers should use are:

e Status = Completed, Comment = Completed per SOW: You completed the Scope of Work
(SOW); the job is done.

Figure 99

Change Status: | Complsted W
The Scheduled =tatuz = not avalla ere. In order o =chedu 2 |ob, pleaze u=e Appointment Info
The cancelied status iz not available. In order to cancel a job, please contact INSTALLS inc.
Comment: Complste per SOW ompletion date: | 08 % |04 | 3012 (v

dd TEdit Notes T iNotes entered here will not appear on the printed workorder.)

Account #: SUBMIT

gl S |

Note: Use the Completed status with the Completed per SOW comment ONLY if you
completed the ENTIRE Scope of Work (SOW) for the job. If you performed PART of the
SOW on a job, but are not able to complete the entire SOW for any reason, you MUST
call Installs from onsite to have an agent enter notes on the situation and update the job
with the appropriate status and status comment. This applies to jobs for all clients.
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e Status = Need INSTALLS inc Action, Comment = Declining Job — see Notes: Use this
status if you have accepted a job that you now cannot perform. Provide details in Notes
window. Ifitis less than 24 hours before the scheduled appointment, also call Installs so we
can reset expectations with the customer.

Figure 100
>| Change Status: | Mesd INSTALLS inc Acticn W '
The Scheduled statuz 12 not aval ere. In order o =chedu 2 ok, pleaze uze Appointment Info.

The cancelied status iz not available In arder to cancel a job, please contact INSTALLS inc.

Comment: | - Declining Job - ==& notez w

not appear on the printed woarkorder

Account #: SUBMIT v |

e Status = Need INSTALLS inc Action, Comment = Job Description Issue: Use this status if
the customer presents any issues that prevent you from completing the job as outlined (e.g.,
customer misunderstood SOW; customer expectations) or as scheduled (e.g., customer wants
to move appointment). Provide details in Notes window. If the issue is brought to your
attention less than 24 hours before the scheduled appointment or while onsite, also call Installs
so we can immediately address the issue.

Figure 101

Change Status: | Mesd INSTALLS inc Action W

The Scheduled status 12 not available here. In order to =chedule thiz pb phs:ase use Appointment Info.

NETALLS inc.

Account #: SUBMIT + |

e Status = Scheduled, Comment = Service Confirmed: Use this status when you confirm an
accepted job the day before the scheduled appointment.

Figure 102

Change Status:

The Scheduled =tatuz 1= not available here. In order to 2chedule thiz job, pleaze uze Appointment Info.

Comment: || - Service Confirmed

arder to cancel a job, please contact INSTALLS inc.
Add | Edit Notes : (Motes entered here will not appear on the printed workorder. )

Account #: SUBMIT + |
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e Status = Scheduled, Comment = Accepted: Use this status when you confirm an accepted
job after dispatch time, up through the scheduled appointment time.

Figure 103

Change Status: | Scheduled L
The Scheduled =statuz 1= net avalla £re. In order to 2chedu = 00, pleaze use Appointment Info.
The cancell=d status iz not available. In ordsr to cancel a job, pleass contact INSTALLS inc.

Comment: || - Accepted] v

I'edit Notes » (Motes entered here will not appear on the printed workorder.)

Account # SUBMIT +

SRS T

c. If applicable, from the Completion Date drop-down lists, select the month, date, and year you are
updating the status.

d. Enter any comments related to the status change in the Add/Edit Notes field.

Note: You can enter notes on a work order without changing the status of the order. Installs
recommends that you document all pertinent information related to the order, even when you are
not updating the status.

Installs has a liberal viewing policy regarding work order notes and history. Installs clients, their
management, and Installs personnel have access to read the comments you enter. Data integrity is
important; all comments should be documented in a complete and professional manner.

e. Click the SUBMIT button to save the status change and/or notes.
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Scope of Work: Viewing the Scope of Work for a Single Order

Note: Use the SCOPE OF WORK function to view the detailed description of the job. This function also allows you to
add instructions to be printed on the work order.

1. Locate the desired order.
2. Click the SCOPE OF WORK button on the Order Tool Bar.
Figure 104

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) !—
I Logged 1 « NSTALLER » LOGOUS «
Home | My Account | Download ( Print Orders | New Workorders | Create Custorn Orgers 435 Namber W _[!9_ {2
< Home No INSTALLS Job # > Order ID > A
Email Address >
Dty Mo Created Date > 05/28/2011 Completion Date > 06032011
MAR :,"_'f",':?‘_' fﬁf‘(""“’ - Appliances install Date> 001032011 - 12:00pm4:59pm  Pre-Schedubed Date> nVa
= — — Sowpment [ Form Uplead  |-]] Dispatch Besrd
v
Curront Status: Completed > Complate per Installer o
Add ( Edit Notes : (Notes sntered here will not appear on !e printed workorder
Account #; SUBMIT /
v

Note: This displays the scope of work for the order in the bottom portion of the screen.
Figure 105

77 30UTH TO RT 81 AMD THEN GO EAST OM RT 81. BIG CHURCH OMN THE
LEFT, STOP LIGHT SUMMER ST. TAKE LEFT ONTQ DEAD EMD, DRIVE I3 THE

Additional Instructions: 2ND ON THE RIGHT.

SUBMIT « | To add additional instructions, type them below and click "Submit

Description; Special Instructions:
6107 Microhood, Ducted or Ductless

Pre-installation activities:

Description: Special Instructions:
6107 Microhood, Ducted or Ductless

Pre-installation activities:

ice includes delivery of equipment to customer, and hauk-away of old untt from customer's

ig for direct replacement of
an performs a pre
chnician attains
chnician unpac

existing similar appliance only.

y to determing if the installation can be completed.

rmit, if necessary. Customer iz responsible for price of permit.

inspects, and prepares spacemaker microwave for installation

chnician 2urveys and decumentz, en Centrol Form, any exizting damages, blemizhes and/or

defects on surrcunding property including, but not limited to, plumbing and electrical services,

walle, flooring, cabinets, countertop, ceilings and appliances

Any necessary charges for additienal labor, parts, resulting from findings are reviewed and

signed off by customer on CONTROL FORM prior to beginning installation

8. Prior to beginning the inztallation, technician ensures area iz adequately protected from inadvertent
damage, and ensures the area. The custemer iz alzo advized that service may need fo be shut
down, as necessary.

3. To enter Additional Instructions on the Scope of Work (e.g., driving directions), perform the following steps:
a. Type the additional instructions in the lower text box.
b. Click the SUBMIT button to save the additional instructions.
Note: The text you submitted now appears in the Additional Instructions box on the work order.
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Equipment: Viewing Equipment for a Single Order

Note: If a client provides Installs information about the product(s) the customer bought when they purchased the

service, it is displayed in the EQUIPMENT feature. A limited number of clients are currently providing this
information to Installs.

1. Locate the desired order.
2. Click the EQUIPMENT button on the Order Tool Bar.

Figure 106
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) ﬂ—
‘. Logoed 1 « NSTALLER » LOQouS «
Home | My Account | Download ( Print Orders | New Workorders | Create Custom Orders 35 Nomoer 3 m&
<Home lo INSTALLS Job # > Order D> A
Email Address >
Othar No Created Date > 05/28/2011 Completion Date > 06:03/2011
MAR B ,"_’f"f;‘?‘_' :‘ﬁ‘_"{"‘"“’ +Applisnces install Date> 00032011 - 12:00pm4:59pm  Pre-Schedubed Date> nVa
P ™ s [T ¢ T
v
Curront Stats: Completed > Complate per Installer o
Add [ Edit Notes : (Notes sntered here will not appear on e printed workorder
Account #; SUBMIT ¢ |
v

Note: This displays the equipment information in the bottom portion of the screen. If the client does not provide
equipment information, you will see the message “No Equipment has been found for this job.”
Figure 107

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI)
p Logged In - INSTALLER ohim - L

> Logout <

Home | My Account | Download / Print Orders | New Workorders | Create Custom Orders)

Job Mumbsr |w I |

' ' Ve S S < Home No. INSTALLS Job #=> w " Order D> o= ¥ty 25
t Email Address >
Created Date > 10/M5/2010 Completion Date> npia

MAR, SONY - Retail HT/Flat Panel Installations

5853 Premium TV Inztallation {wall mount) Install Date> Pre-Scheduled Date> nia
5950 Add a TV (Stand)

CREATE CUSTOM | PRINT VERSION | HISTORY STATUS/ NOTES, SCOPE OF WORK| EQUIPMENT A FORM UPLOAD  ZIP / ZONE / REGION |

W
Mo Equipment has been found for this job. e
Select a Category: | Please choose below. V | B
If the client provides equipment information, you will see a list of the products purchased.
Figure 108
ihharegol -
MODEL: SERIAL:
Editi Dl §5° TELEVISION IN CUSTOMER HOME
Edit Dely COMMENT TV INSTALL GONG ABOVE BRICK
Editl Dmld ot BT

Selact a Category Please choose Beow b

3. You are not required to add any equipment to a job unless specified in the order's Scope of Work.
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Form Upload: Uploading a Paperwork to a Single Order

Note: Use the FORM UPLOAD function to upload scanned pre-installation consultation or site survey forms. Pre-
installation consultation and site survey forms must be uploaded the SAME DAY the consult is completed.

Also use the FORM UPLOAD feature to upload scanned accounting paperwork for payment.

The
XIs,

maximum size per individual file is 8 MB. The system will accept files in many common formats (e.g., .doc,
.jpg, .pdf) unless you have been instructed to use a specific file type. DOLI does not currently accept

Microsoft Office 2007 files (e.g., .docx, .xlIsx, etc.).

1. Click the FORM UPLOAD button on the Order Tool Bar.

Figure 109
DIGITAL ON-LINE l"T ERFACE SYSTEM (DOLI) B ——
3 900 NSTALLER » LOQous «
Home | My Account | Download ( Print Orders | New Workorders | Create Custormn Orders 435 Nember 8 M‘Q_‘
<Home lo INSTALLS Job # > Order D> A
Email Address >
Othar No Created Date > 05:28/2011 Completion Date > 06032011
Mar, ..':'fqr:?‘_'_:‘f'f""“’ Appliances install Date> 06032011 - 12:00pm4:59pm  Pre-Scheduted Date> na
P—
E——— 3 = »' "3 Form Upload I Dispatch Baard
S— v
Curront Staws: Completed > Complate per Installer -~
Add ( Edit Notes : (Notes sntered here will not appear on e printed workorder
Account #; SUBMIT v
v
Note: This displays the Form Upload screen.
Figure 110
DIGITAL ON-LINE INTERFACE SYSTEM {DOLIY E—
i Lowed =l > Lot <
Home | My Account | Downioad | Pring Qwders | Few Workorders | Creste Custom Orgers <20 Mombe (a | AKDC
Select from the Griena belerw to ssarch e SEHEINER stotes
Filter By Cligni: A w Filter By Campaigne |% Fitter By Cornim ety - ALL B - Betadeld W S0 By: Ma—un A
“ Home Ra. INSTALLS Job ¥ = Ordar i) = .
Emiml Address = Ha
Created Date >  QIQ52012 Completion Date > g
Nan ,h?q::“;”?"'f‘: ':'f;'ﬂ:““’ Install Dete= OFOB2012 - 0B008MS:C0pm Pre.Scheduied Date= VD
ﬂr.-mh- Custam (=% Prnt Varsios Highaey Pay Bade -"'rh:.m;.p States 3 F Soope of Work Eogpd e it o Foems Lipload ‘_"9: Appoiakraprdt T
~
7~
Choose a file to upload
» Saleet Type Select Here w
\J )

2. Click the Browse button.

Note:
3. Using

This opens the Choose File to Upload dialog box.
the Choose File to Upload dialog box, locate and select the file you wish to upload to DOLI.

4. Click the Open button on the Choose File to Upload dialog box.
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Note: This closes the Choose File to Upload dialog box and enters the path to the selected file in the Choose a
file to upload field in DOLI.

5. From the Select Type drop-down list, select the appropriate type for the paperwork you are uploading:
e Select Accounting Paperwork if you are uploading job paperwork for payment.

e Select Consultation Form — MUST BE PDF if you are uploading pre-installation consultation or site
survey forms.

e Select Delivery Receipt if you are uploading a Delivery Receipt (DR) Form for an Estes Level 2
Logistics job.
6. Click the Upload File button.
Note: This uploads the file and displays a link to the uploaded file.

Figure 111
A@
W N
Choose a file to upload Browse
Select Type Select Here v
peaare ]
Name: Modifs ate: ; . ; Remove File
— Fie Name pdf ,lﬁ%ﬁ:i?;ﬁ File Label Click here for file or nght chick and Save As ]L,ﬁ:_“_J

7. If you do not see a list if links to each uploaded file (you may need to scroll down), click the FORM UPLOAD
button again to refresh the screen.

L Installs.




Appointment Info: Reassigning an Installs Order to a Different
Technician BEFORE Dispatch Time

Note: All initial appointment scheduling and rescheduling to different dates and arrival windows for Installs orders
should be processed by Installs. If you need to reschedule an Installs job, please call Installs at 1-888-490-
4321, option 4.

Use the APPOINTMENT INFO function BEFORE the 3:00pm local dispatch time to reassign a job to a different
technician at your company for the SAME date and appointment arrival window.

To reassign a job to a different technician AFTER the 3:00pm local dispatch time, see the procedure for
Reassigning an Installs Order for the Same or Next Day via the Dispatch Board.

To reassign a job to a different date or time, call Installs at 1-888-490-4321, option 4.

1. Click the APPOINTMENT INFO button on the Order Tool Bar.

Figure 112
DIGITAL ON-LINE INTERFACE SYSTEM (DOL) _
{ Logge STALLER > Logout <
>
e | My Account | Dowwioad ’ Print Orders | New Jlorkorders | Create Custom Ordery +36 Nevier w0 D O |
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Fiter By Chent: & v Fter By Campagn: ¥ Filter By Camment: = Ak B« Sooeins v Sart By? “aves Ag
Home & ms rde -
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Created Date > 102902010 Completion Date > n'p
hhgregg Troutieshoot
wag Troutiesnogt tall Dater $4/412012 - 12pm - fpm Pre-Scheduind Date> N2
Fay . i . I Aopoutment [afo Duspatch Bowrd
~
Clarant Status: > noc mt)
Change Status b
The Schecksed 533158 15 20! avalaSie here. ¥ o7der is schedule tha 0%, plesse Use Apooniment nfc
The catceles v acalee . )
Acd | EGR Notes : (Noes anterad hace will N0t ppear on Ihe primed workaeder
ACCOUNt ¥: SUBMIT /

Note: This displays the appointment options in the lower portion of the screen.

Figure 113
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End Date y
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2. Toggle the Technician radio button to Mandatory.

3. From the Choose a Technician drop-down menu, select the name of the technician to whom you wish to
reassign the job.

4. Click the UPDATE SEARCH CRITERIA NOW button.
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Figure 114

o Standerd inatell Teme: 2 Shrs Booked Court 1
» Y Lnchucse - 2
Teme Exdension: - » hvs dok Order id
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Note: This refreshes the list of Available Dates & Times based on the selected technician.
5. Click the Book/Rebook link next to the same date and time originally scheduled.
Note: This displays the appointment confirmation screen.
Figure 115

Please confirm the following date and installation information. A
Installation Date:

November 11, 2010 > 12:00pm - 5:00pm

Typee of Installation:
hhgrgd Trouldeshoot

Job Duration Time(s):
ACCEPT BOOKING » CANCEL BOOKINGX

1 hour
W
6. Click the ACCEPT BOOKING button on the appointment confirmation screen.
Note: This reassigns the job to the new technician for the same date and time originally scheduled. This also
displays the order history, indicating that the order has been scheduled to the new technician.
Figure 116
)
11032010 09:41am User Type: INSTALLER Hame: Sahams. S - e e
Order Booked
Tech Hame !
Installer
Install Date 1171172010 PM
Start Time 12:00 M
200 PM
Status: Scheduled l Comment (scheduted no comment)
11032010 09:41am User Type: INSTALLER HAM@: W chmm - e— socas -
Email to: Subject:
ACYE ~HGRECGSASHIAIL COM Scheduled Order for
Message:
A ceger for NRgregy Nas been screduled with the customer for November 11, 2010, Plasse log mto your DOLI sccount 1o scoapt this orser If yoo
heve QueIicns conoaming this won oroer plasse call Fielo Servioes ot *-080.450-4221
Status: Scheduled Comment (scheduted no comment) J
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Adding Installation Time to a Single Order

Note: All initial appointment scheduling and rescheduling to different dates and arrival windows for Installs orders
should be processed by Installs. If you need to reschedule an Installs job, please call Installs at 1-888-490-
4321, option 4.

Use the Time Extension function BEFORE the 3:00pm local dispatch time to add necessary time to a job that
may take longer than usual to complete (e.g., customer wants additional work done). Note that modifying the
time required to complete a job may affect the date, arrival window, and technician that are available.

Do not add time to an order AFTER the 3:00pm local dispatch time.
1. Determine how much time it would take an average technician to complete the additional work.

2. Locate the desired order.
3. Click the APPOINTMENT INFO button on the Order Tool Bar.

Figure 117
I Legges - NSTALLER » Logous «
Home | My Account | Dowrioad ’ Print Orders | New Jlorkorders | Create Custom Orders +36 Nevier w0 M
Sedact from the crtens below to search e SCHEDUEED st>tus
Fitter By Chent: ~ v Fiter By Campagn: ¥ Filter Dy Comment: SRR T Sooaine v Sart By: “aves Ag
Home rde -
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way Troutiesrogt rontall Dates 54442042 - 12pm - Spm Pre-Schedulnd Date> N2
- — > T Appomutment Lafo Urspatch Bowrd
Clarant Status: Scheduled > (scheduled no comment)
Change Status: b
The Scheckied 33158 15 20! avalasie here. = o7der is schedule tha 03, plesse use Apooniment nfc
The caTcaMed Sl 5 207 a8l e 10 cancel # o8, please careact NSTALLS nc
AGD | EGH NOBES ; (14o8as anterad hace ail NO1 3DPEATr 0N e primed workaeder
ACCOUNt ¥: SUBMIT /|
Note: This displays the appointment options in the lower portion of the screen.
Figure 118
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4. From the Time Extension drop-down list, select the amount of time you wish to add to the job.
5. Click the UPDATE SEARCH CRITERIA NOW button.
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Figure 119

Techescian Standant Instad Teme Booked Court 1
D) Mandstory () Dxchude

Teme Exte 22 »hrs Dol Orderid ™
Chezee & Tecomcos W
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Note: This displays an updated list of Available Dates & Times based on the criteria you specified.
7. To schedule an appointment, click the Book/Rebook link next to the desired date and time.
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Forcing an Installs Job to a Specific Date and Time

Note: All initial appointment scheduling and rescheduling to different dates and arrival windows for Installs orders

should be processed by Installs. If you need to reschedule an Installs job, please call Installs at 1-888-490-
4321, option 4.

Use the FORCE/DATE TIME function BEFORE the 3:00pm local dispatch time to reassign a job to a different
technician at your company for the SAME date and appointment arrival window.

This feature differs from the one outlined in Appointment Info: Reassigning an Installs Order Before
Dispatch Time. When you reassign an order using FORCE/DATE TIME, you can reassign to a technician who
may not otherwise be available for scheduling for one of the following reasons:

e The job is outside of the technician’s coverage area
e The technician does not have the skill set required for the job documented in the system
e The technician is not available for the scheduled job date/time (e.qg., day off)

You cannot force an appointment to the next day after the 3:00pm local dispatch time the night before.

Locate the desired order.
Click the APPOINTMENT INFO button on the Order Tool Bar.
Figure 120

[DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _
. STALLER > Logout <
> Lo
Home | My Account | Dowrsoad ’ Print Orders | New Florkorders | Create Custom Ordery 96 Nevier D O
Selact from the orieng be to search e SCMEDULED status
Fifter By Chent: & v Fter By Campagn: ¥ Filter By Comment: = Ak B - Sooeies v Sart By: “aves A
Home WSTAL LS Job # d A
1 Created Date > 10202010 na
hhgregg Troutieshoot
Wz Treutiesnost ratall Dater 54412012 - 12pm - Spm Pre na
- - T Aopoutment Lafo Despatch Bowrd
Clarant Status: § d > no nty
Change Status s
The Scheckfied 53918 15 70! avalatie here. ¥ ovder is schedule 1N 0%, plesse Use Apgoniment nfo
Add | Edn ’lo(es"‘l.'_!e: antarad hace wil not appear zrl' ;'v: primed w v»u'-r
ACCOUNt #: SUBMIT /|
Note: This displays the appointment options in the lower portion of the screen.
Click the FORCE DATE/TIME button below the Available Dates & Times list.
Figure 121
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Note: This displays the Force Appointment screen.
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Figure 122

DIGITAL ON-LIME INTERFACE SYSTEM (D OL1) CEIN
Legged n - RSTALLER * Logoan =
i
Home | My ficcount | Dowriosd | Print Grders | Bew Workorders | Create Custom Orders Job Hemie |& Finah E
S fewia Bk 12 search B UHSCHEDRILED stalia.
Filber By Client] & w Filter By Campaign; Filter By Comments - 8k T - Urachaesied e Sowt By e 4
< Homse No INETALLE Job &> DrderI> 1049297 s
Email Ackdras s =
Crested Date =  [@ZER012 Comgletion Dale > W
HAR, install Datee Pre-Scheduled Date> Wa
ﬂ.’luhﬁ Cuzham = Print Verokan Hafnry Pay Bats _/;i.'-.'-r\.:- SEatun Ent Soops of Wark Fagiilpmisat * Farm Uglnsd “1' Appninbmsnk [nfn
Denatch Dossd e
— -
Technician
Chegies & Techsisian W
Select Appointment
Tima of Day
BAN-BAM |
Start Data
D8 W20 | 2012 &
Add Duration
Standard Time: 20
Tima Extension: =05 % hrs
FORCE APPOINTMENT HOW
Capymgei B 2001 INSTALLS mc, LLE. Al nghin mmeraec Booked Count: 0~

4. From the Technician drop-down list, select the technician to whom you want to force the job.

From the Time of Day drop-down list, select the appointment time to which you want to force the job.

6. From the Start Date drop-down menus, select the month, date, and year of the desired appointment.
Note: You cannot force an appointment for the following day after dispatch the night before.

7. If you need to add more time to the job, select the number of additional hours needed from the Time Extension
drop-down list.
8. Click the FORCE APPOINTMENT NOW button.
Note: Because forcing appointments can affect other already routed jobs, you must immediately contact the
Installs Field Relations Department at 1-888-490-4321 to have them manually update the job as
scheduled.

o
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_* DISPATCH BOARD [V

Dispatch Board

Viewing Assigned Orders on the Dispatch Board
Note: All appointment scheduling and rescheduling for Installs orders should be processed by Installs. If you need to
reschedule an Installs job, please call Installs at 1-888-490-4321, option 4.

The DISPATCH BOARD function can be accessed via the Main Navigation bar on the DOLI homepage or from
the Order Tool Bar on the order.

1. From the DOLI homepage or from the Order Tool Bar on the order, click the DISPATCH BOARD button.

Figure 123
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) I
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Note: This displays the blank Dispatch Board.
2. From the Go to a Region jump menu, select the desired region.

Figure 124

Monday, 11M15/2010 (0 Orders displayed)

== Previouz Day | Select | Mext Day ==

Frint all dispatched INSTALLS inc. orders. Or custom orders.

Goto a Region » Filter For Store w

. Find atech v| | Find a last name vl | Find a Job Mumber v|

Note: This displays the dispatch board for the selected region.
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Figure 125
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Or custom orders.

Goto a Region v| |FilteanrStnre v|

Find atech

v| |Finc| alastname

v | |FindaJob Number

8:00-11:59 AM

12:00-5:00 PM

Last Dwurf Add
HName Job
Pramiurn On Ws 280
33in to S0in hrs iNo
City, State Zip ETA
HARRISEURG, Ra  [17122 ;;‘j“ TV Sakes 20| |HARRISEURE, Fa 17122 = v s 20
SPID o EHENT Date. startiEnd Time | | 5P 1D o T
3 gsih Wi [ 1041445 |1
wmin
Dur/ Add| Status  Re- Duri Add
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Note: The following information is visible on each order on the Dispatch Board:

Figure 126
Last Dur/ Add
Premium On Wall ' 2.50
33in to 50in . hrs /No |
City, State Zip ETA Campaign Store
HARRISBURG, PA| 17122 iﬁjloo TV Sales 201
P ID D CLIENT |Date- Start/End
1D Time

- e 11/04/2010

—— ne. " 108:00AM/11:59AM

e First Block: Purchased Service
e Last Name: Customer’s Last Name
e Dur/Add Job: Expected duration of the job/Extra time added to job (Yes or No)
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e Status: Color-coded status

Cancelled (gray)

Complete (blue)

Hold (pink)

Needs Installs Action (orange)

Prescheduled (tan)

Scheduled (green)

Scheduled-Accepted (neon green)

Scheduled-Dispatched (yellow)

Unscheduled (tan)

Waiting Customer Action (red)

e City, State: Customer’s City and State

e Zip: Customer’s ZIP Code

e ETA: Technician arrival window start time AM (8:00am-11:59am) or PM (12:00pm-4:59pm or
5:00-8:59pm)

e Campaign: Category to which scheduled service corresponds; varies by client

e Store: Client Store Number from which customer purchased service

e SPID: Installs Order Number

e |D: Installs Order Number

e Client ID: Client’s order number

o Date- Start/End Time: Date and arrival window technician is expected at the customer’s location

O

O 0O O O 0O O O O O
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Reassigning an Installs Order for the Same Day or Next Day via the Dispatch Board
Note: Use the DISPATCH BOARD function to schedule or reroute an Installs order for the same day. You can also
use this feature to schedule or reroute an order AFTER the 3:00pm local dispatch time for the following day.

1. Locate the desired order in DOLI.
2. Click the Dispatch Board button on the order tool bar on the order.

Figure 127
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Note: This displays the selected order on the dispatch board. A flashing triangle icon appears on the order.

Figure 128
Saectes BETHLEHEM  Friday, 11/12/2010 (1 Orders displayed
Date Controls Previous Day | Select | Next Day

Print orcens Print all disp

patched INSTALLS inc. orders. Of custom orders.

GotoaRegion & | |Filter For Store

Jump menys re——————

Find a tech v Find alastname w Find 3 Job Number w
8.00-11.59 AM Booxk 12.00-5:00 PM  Book 5:00-9:00 PM
Se Surve X
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3. Click the Book link in the arrival window heading above the order you wish to reassign.
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Figure 129

BETHLEHEM

Saectes

Previous Day | Select | Next Day

o P amisn
Ve Controls

Friday, 11/12/2010 (1 Orders displayed

[ custom orders.

Frmt orzeny Prntall dispatched INSTALLS inc. orders.
GotoaRegion v | |Filter For Store
<W™Mp Mmerys ’ A e e
Find atech ¥ |Findalastname ¥ | Find a Job Number »
—_— 5.00-9:00 PM
5P 1D 0 CLIENT 1p| Date- StartEnd
209804 898N
Note: This displays the Re-book link on the order.
Figure 130
Date Controls: == Previcuz Day | Select | Mext Day ==
Print ordars: Frint all dizpatched INSTALLS inc. orders. O custom orders.
o G0 to a Region v| |Filter For Store v|
B Find atech v| |Find alastname v| | Find a Job Mumber v|
Up
12:00-5:00 PM 5:00-2:00 FM

8:00-11:59 AM

W-H*[ Re-book

Scheduled-Dispatched

Site Survey

City, State Zip
KINTMERSVILLE, PA | 185330
5P ID lIn}

4. Click the Re-book link on the order.
Note: This displays a confirmation dialog box.

Figure 131
Message from webpage b__<
€ | Areyou sure you want bo Re-book the following order?
\tf) Last marme: SR
Job number:
[ (04 ] [ Cancel

5. Click the OK button on the confirmation dialog box.
Note: This removes the order from the Dispatch Board.
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6. On the Dispatch Board, locate the technician to whom you want to reassign the job for the same date and arrival

window.
Note: You may need to use the Jump Menus to locate the new technician.

7. Click the Book link in the correct arrival window timeslot under the new technician.

Figure 132

Ssizctsd: BETHLEHEN  Friday, 11/12/2010 (0 Orders displayed)

Diate Controls: == Previcuz Day | Select | Mext Day ==

Print orders: Print all dispatched INSTALLS inc. orders.  Or custom orders.

o Gotoa Region v| | Filter For Store v|
T Find atech v| | Find alast name v| | Find a Job Mumber
Up ——
— — — .w»l Book 5:00-9:00 PM

4

Note: This places the order in the selected timeslot under the new technician. The job is now reassigned to the
new technician.

Figure 133
Seectes | BETHLEHEM  Friday, 11/12/2010 (1 Orders displayed)
Date Commals | << Previcus Day | Select | NextDay >>
Snnt orders Print all dispatched INSTALLS inc, orders. Or custom orders.
' Goto aRegion » | | Filter For Store (v
JUMp Menue
Find atech v Find alastname v Find a Job Number w
8.00-11:59 AM 12.:00-5:00 PM 5.00-9:00 PM
Lasttiame |S4499 gy Re-book
Sze Survey _.' e |Sehecces-Dapatones
City, State Zip ETA Campaign Store
NTNERSVILLE BA 12930 200 my |Commensal
higeann o 7 evel 3
$P 1D 10 CLIENT 1D | Date- StartEnd Time
| 11/12/2010
{ 12 00P1004 558
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Closing out an Order in DOLI

There are multiple ways of closing out an order in DOLI. The correct method depends on the type of order and the
circumstances of the completion.

Closing out a PC Order — Real-Time Closeout

The Real-Time Closeout website (http://closeout.installs.com/) allows technicians to quickly and easily close PC
workorders, verify that the customer’s systems are working, and provide details of the services performed.

All PC installation orders with available customer internet access are to be closed from the customer location through the
Real-Time Closeout web site. When closing out an order from the customer’s computer, you will be prompted to test
email and printers before closing the order to ensure that they are working correctly. If they were not set up properly, you
will be prompted to re-evaluate the installation or set-up.

You will need your DOLI username and password, as well as the job number to use the close out site. If you need your
DOLI ID, please call 1-888-490-4321.

If you are not able to access the Real-Time Closeout site to close a PC installation order (e.g., customer does not have
internet access), you must call Installs’ Field Service Department at 1-888-490-4321 from the customer’s site to have the
order closed out.

1. Using the customer’s PC, navigate to the following website: http://closeout.installs.com/
Note: This displays the Real-Time Closeout login page.
Figure 134

INSTALLS .)n

“We're Everywhere”

» LLC

Real-Time Order Gloseout
Enter Your DOLI Login and Job Number

Job Number:

Username:

Password:
Login

2. Log in to complete the Real-Time Closeout form:
a. Inthe Job Number field, type the job number you are closing out.
b. Inthe Username field, type your DOLI username.
c. Inthe Password field, type your DOLI password.
d. Click Login.
Note: This displays the Order Closeout page for the job.
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Figure 135

Order Closeout Form

Customer Name: 18 & 1 Job Number: S s

Time On site Computer Information
Completion Date: (07 + | 24 2012 Operating System
Arrival Time b Service Tag

Departure Time ¥ ISP/ Network Information
Job Information ISP

Scope Complated Connection Type

W/ 0 Signed By Network Type
Technician Mame Email

Hardware/Peripherals Installed
Add Peripheral

Work Performed

Submit Closeout

3. Complete the Order Closeout Form:
a. Time on Site:

i. From the Completion Date drop-down lists, select the month, date, and year the job was

completed. The date displayed will default to the scheduled date; adjust to the actual completion
date, if necessary.

ii. From the Arrival Time drop-down lists, select the hour and minute you arrived for the job. Be
sure to select AM or PM from the last drop-down list.

iii. From the Departure Time drop-down lists, select the hour and minute you will be leaving the job.
Be sure to select AM or PM from the last drop-down list.
b. Job Information:
i. From the Scope Completed drop-down list, select Yes to indicate that the entire scope of work
was completed; select No if the entire scope of work was not completed.
ii. Document the details of the work performed in the Work Performed field at the bottom of the
form (outlined below).

Note: If you have any problems completing the scope of work on any order, you must contact
Installs Field Services at 1-888-490-4321. Documenting the issues you experienced with
the scope of work on the Real-Time Closeout form does not replace the need to contact
INSTALLS inc Field Services directly; You must perform both actions.

iii. Inthe W/O Signed By field, type the first and last name of the person (customer) who signed the
workorder.

iv. Inthe Technician Name field, type your first and last name.
c. Computer Information:

i. From the Operating System drop-down list, select operating system running on the customer’s
PC.

Note: If the customer’s operating system is not listed, select Other from the drop-down list. Type
the name of the operating system in the Enter OS pop-up box, and click Add Option.
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Figure 136

Time On site
Completion Date: (07 % [|24 v |(2012 &

Computer Information

Enter O5: [X]

Arrival Time: V w b

Departure Time: w il h Add Option on
Job Information v
Scope Completed: Yes v Connection Type: b
W /O Signed By: Metwork Type: W
Technician Name: Email: b

In the Service Tag field, type the service tag number or product ID provided by the manufacturer

on the customer’s equipment.

Note: This allows easy identification of the hardware in the event of any future issues.
d. ISP/Network Information:
From the ISP drop-down list, select the name of the customer’s Internet Service Provider.

Note: If the scope of work did not require you to set up an ISP or network peripherals, select
None from the drop-down list and note in the Comments field at the bottom of the form

(outlined below).

If the customer’s ISP is not listed, select Other from the drop-down list. Type the name of
the ISP in the Enter OS pop-up box, and click Add Option.

Figure 137

Time On site
Completion Date: (07 » [|24 »|(2012 &

Arrival Time: v v W
Departure Time: w w v

Job Information
Scope Completed: Yes v

Computer Information
Operating System: w
Service Tag:

ISP/ MNetwork Information

ISP: Other b
Enter ISP: [X]
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W/ O Signed By:

Technician Name:

Add Option

From the Connection Type drop-down list, select the type of internet connection used.
From the Network Type drop-down list, select the method by which the computers on the

network are connected.

From the Email drop-down list, select the method the customer uses to access email.

e Select Web if the customer access email via a web-based service (e.g., Yahoo! Mail,

Hotmail, Gmalil, etc.).

e Select Client if the customer gets their email through an installed email application (.e.g.,

Outlook, Thunderbird, Eudora, etc.).

o When you select Client, you will be prompted to test the email set-up; click the
Send Test Email link that appears. This opens the customer’s email client and
sends an email from the customer’s computer to a verification server, which in
turn sends a response back to the customer’s email account. This verification is
very important, as it confirms that the service was completed properly.




Figure 138

Time On site Computer Information
Completion Date: |07 % | |24 | 2012 » Operating System: b
Arrival Time: hd b e Service Tag:
Departure Time: ~ v A ISP/ Network Information
Job Information ISP: L E
Scope Completed: Yes v Connection Type: w
W/ 0O Signed By: Network Type: hd
Technician Name: Email: Client »

’[Test Email: Send Test Email ]

e. Data Migration
Note: The Data Migration section appears on the Order Closeout form only if the job includes a data
migration service.
Figure 139

Real-Time Order Closeout

| Customer Name:

Job Number:

Time On site

Computer Information
Completion Date: | 06 % | 18 +| 2009 +

Qperating system:

Arrival Time: i il hd Service Tag:

Ceparture Time: v b b
Job Information
Scope Completed:

WO Signed By

ISP /Network Information
I=P:

Caonnection Type:

Metwark Type:

Technician Mame: Ernail:

_-f__ __E-_

Data Migration

Amount Transferred: CE Transfer Dewvice:

ardware/Peripherals Installed
A ipheral

Work Performed Comments

Submit Closeout

In the Amount Transferred field, type the amount of data transferred in gigabytes.
.

In the Transfer Device field, type the tool or software that was used to transfer data.
f. Hardware/Peripherals Installed:

Note: Perform the following steps for each piece of hardware you installed. For example, if you

installed a printer, a digital camera, and two (2) MP3 players, you would perform the following steps
four (4) times, once for each peripheral.

i. Click the Add Peripheral link.

Note: This displays fields for documenting the hardware/peripherals installed.
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Figure 140

Hardware/Peripherals Installed
Type: w | Make /Model: Connection: w [ [X]
Add Peripheral

ii. From the Type drop-down list, select the type of peripheral you installed.

e When you select Printer from the Type drop-down list, the Test Printer pop-up is
displayed.
Figure 141

Hardware/Peripherals Installed

ake / Model: Connection: [ [X]

L5128 Printer

| Test Printer: [x]
Test Printer

Click the Test Printer link to print a test page to test the functionality of the customer’s
printer. The test page printout contains useful information for the customer’s future
reference.

iii. Inthe Make/Model field, type the make and model of the installed peripheral.

iv. From the Connection field, select the method by which the peripheral is connected to the
computer or network.

v. Repeat the steps above for each peripheral you installed.
g. Work Performed:
i. Inthe Work Performed field, type the details of the work you performed to complete the job.

Example: Unpacked computer and monitor, connected keyboard, speakers, and mouse. Set up
the internet with Time Warner ISP and transferred 3 GB of data.

Note: If you have any problems completing the scope of work on any order, you must contact
Installs Field Services at 1-888-490-4321. Documenting the issues you experienced with
the scope of work on the Real-Time Closeout form does not replace the need to contact
Installs Field Services department directly; you must perform both actions.

h. Comments:
i. Inthe Comments field, type any additional information related to the job.
Example: Customer stated that he is very happy with the installation.

Note: If you have any problems completing the scope of work on any order, you must contact
Installs Field Services at 1-888-490-4321. Documenting the issues you experienced with
the scope of work on the Real-Time Closeout form does not replace the need to contact
Installs Field Services department directly; you must perform both actions.

4. Click the Submit Closeout link at the bottom of the form.

Note: This uploads all the data you entered on the Real-Time Closeout form to DOLI, and closes the job in DOLI.
You do not need to perform any actions on this job in DOLI.

Note: If you are unable to access the Real-Time Closeout form from the customer’'s computer or call Installs from the
customer’s site, you can access the form via DOLI:

e Locate the PC job in DOLI.
e From the Change Status drop-down list in DOLI, select Completed.
e Click the SUBMIT button in DOLI to save the status change.
Note: This displays the Real-Time Closeout form in a new window. Your browser must allow pop-ups in
order for the form to be displayed.
e Complete and submit the Real-Time Closeout form as described above.

Note: This method should be used as a last resort only if you cannot close out the order by accessing
http://closeout.installs.com/ or calling Installs from the customer’s site. Using this method may impact
your quality rating.
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Closing out an In-Home Consultation Order

Complete and upload the appropriate scanned (PDF) In-Home Consultation Form(s) to the job using the full version of
DOLI, then close the job. You cannot close out a consultation order without uploading the consultation form. You must
upload completed Consultation Forms to DOLI the SAME DAY you perform the consult.

1. Locate the desired order in DOLI.
2. Click the FORM UPLOAD button on the Order Tool Bar.

Figure 142
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _
5 Logged i - NSTALLER » LOGOUS «
Home | My Account | Download | Print Orders | New Workorders | Create Custorn Orders 439 Norber W M‘Q_‘
<Home lo INSTALLS Job # > Order D> A
Email Address >
Othar No Created Date > 05/28/2011 Completion Date > 06032011
nar, UG ASERC e install Date> 06032011 - 12:00pm4:59pm  Pre-Schedubed Date> nia
——
—— - »' 3 Form Upload ' Dispatch Basrd
— v
Curront Staws: Completed > Complate per Installer A

Add ( Edit Notes : (Notes sntered here will not appear on e printed workorder

Account #; SUBMIT /
v
Note: This displays the Form Upload screen.
Figure 143
DIGITAL ON-LINE L'IJERFHEI SYSTEM {DOLIy E—
g Loweed ol > Logouf <
Homne | My Accownt | Dowsnload | Pring Drdens | Bew Workorders | Creste Cusiom Orders Jo0 Menbe W | FI!I:IE
Talact from ihe criens beiow o ssanch he | SCHEDULED sistes
Filier By Cligmits & b Fileer By Campaigne | Filter By Cornim ety - ALL B4 - Betadeled o S04 By Mamai A
= Home la INSTALLS Joby @ = Circiar 10 = ~
Emul Address > HA
Created Date > QF0OS2012 Completion Date > i
. -|:h?g;gg:;p?u':“:; ':':':::is:““’ Iretall Dste= DRORZ0AZ - ED0@mM S 00pm PreScheduled Date= 03
ﬂr.-mh- Custom (=% Print Version Higtaey Pay Eate -"rh:.m;,p Stabes 3} Sonp of Work Eipad prast it o Feem Upload ‘_‘1: Agppoistaant Trifo
'y
7
Choose a file to upload
> Salect Type Select Here i
I L

3. Click the Browse button.
Note: This opens the Choose File to Upload dialog box.
4. Using the Choose File to Upload dialog box, locate and select the file you wish to upload to DOLI.
5. Click the Open button on the Choose File to Upload dialog box.
Note: This closes the Choose File to Upload dialog box and enters the path to the selected file in the Choose a

file to upload field in DOLI.

6. From the Select Type drop-down list, select the appropriate type for the paperwork you are uploading:
7. Select Consultation Form — MUST BE PDF.
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8. Click the Upload File button.
Note: This uploads the file and displays a link to the uploaded file.

Figure 144
& INstalls.
Choose a file to upload Browse. |
Select Type Select Here v
e
Name: Modifs ate: oo : Remove Fil
— bl pdf *.;01(%.: c‘l_Eiue File Label: Click here for file or right click and Save As ] o e )

9. If you do not see a list if links to each uploaded file (you may need to scroll down), click the FORM UPLOAD

button again to refresh the screen.
10. Click the Change Status button on the order tool bar.

Figure 145
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI} e ——————
I Logged in - MSTALLER > Logout <
Home | My Accownt | Doesnload [ Pring Drders | Bew Workorders | Cresde Custom Orders 200 Momie (8 |
St from the oriberia beserer to search e SCHENER stotes
Filter By Cligmiy & L Filter By Campaigne | Filier By Cosmnimeis - AL B - Beseduies L
< Home o INSTALLS Job @ = Cirder ID

Emmil Adcress > H&
Created Date > DR52012

MAR Fihgregy Applanees - Appliances
E107 Wicraheod, Dwcied or Ductiess

vfn.mgp states [ % Soope of Work [

Q Installs.

Choose a file to upload
Seleet Type Salect Here W

Lipload File

Inestall Dpte= DHPRZ0MZ - (E00@MEO0pm

o Foem Upload

Completion Date > nia

Pre-Scheduled Date= i

= Appoistmeent Tnio

N, PN
Soit By= Mi=as A

e

11. From the Change Status drop-down list, select the desired new status.
Figure 146

- Completed

- Hold

- Need INSTALLS inc Action

- Prescheduled

- scheduled

- Unscheduled

- Waiting Customer Action

12. From the Comment drop-down list, select the comment that best describes the current status of the order.

Note: The status and status comments installers should use are:
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e Status = Completed, Comment = Completed per SOW: You completed the Scope of Work

(SOW); the job is done.

Figure 147
Change Status: lm

The Scheduled =tatuz iz net availa ere. In order to 2chedu Iz ok, pleaze u=ze Appointment Info.

The cancelled status iz not available. In order to cancel a job, pleaze contact INSTALLS inc.

Comment: Complete per SOW ompletion clate:| 05 + | 04 I 2013 V|

BT Notes T (Motes entered here will not appear an the printed workarder.)

Account #: SUBMIT + |

Note: Use the Completed status with the Completed per SOW comment ONLY if you
completed the ENTIRE Scope of Work (SOW) for the job. If you performed PART of the
SOW on a job, but are not able to complete the entire SOW for any reason, you MUST
call Installs from onsite to have an agent enter notes on the situation and update the job
with the appropriate status and status comment. This applies to jobs for all clients.

You cannot change the status of an In-Home Consultation job to Complete until
you upload the consultation form(s).

e Status = Need INSTALLS inc Action, Comment = Declining Job — see Notes: Use this
status if you have accepted a job that you now cannot perform. Provide details in Notes
window. Ifitis less than 24 hours before the scheduled appointment, also call Installs so we
can reset expectations with the customer.

Figure 148
Change Status:

The Scheduled =tatuz iz net availa ere. In order to =chedu 1z job, pleaze u=ze Appointment Info.

he cancelled =tatus iz not available. In order to cancel a job, pleass contact INSTALLS inc.
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e Status = Need INSTALLS inc Action, Comment = Job Description Issue: Use this status if
the customer presents any issues that prevent you from completing the job as outlined (e.g.,
customer misunderstood SOW; customer expectations) or as scheduled (e.g., customer wants
to move appointment). Provide details in Notes window. If the issue is brought to your
attention less than 24 hours before the scheduled appointment or while onsite, also call Installs
so we can immediately address the issue.

Figure 149
Change Status: | Mesd INSTALLS inc Action A
12 job, pleaze uze Appointment Info.
T INSTALLS inc.
Account # SUBMIT + |

e Status = Scheduled, Comment = Service Confirmed: Use this status when you confirm an
accepted job the day before the scheduled appointment.

Figure 150

Change Status:

The Scheduled =tatuz iz not availa ere. In order to =chedu 1z job, pleaze u=ze Appointment Info.

= caneelled 2faty= j= pot availabl= o order to cancel a job, pleaze contact INSTALLS inc.

Comment: || - =ervice Confirmed

Add [ Edit Motes : (Motes entered here will not appear on the printed workarder.)

Account #: SUBMIT + |

e Status = Scheduled, Comment = Accepted: Use this status when you confirm an accepted
job after dispatch time, up through the scheduled appointment time.

Figure 151

Change Status: | Scheduled e
The Scheduled =tatus = not avala Ere. In order to 2chedu 1z )00, pleaze u=e Appointment Info.
The canecelled statu= = not avagilable. In order to cancel a job, please contact INSTALLS inc.

Account # SUBMIT « |

13. If applicable, from the Completion Date drop-down lists, select the month, date, and year you are updating the
status.

14. Enter any comments related to the status change in the Add/Edit Notes field.
15. Click the SUBMIT button to save the status change and notes.
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Closing out a Standard Order

For TV, Home Theater, and Security Camera jobs, close out the order in DOLI when the job is complete. You are
expected to close out completed jobs in DOLI within 24 hours of the scheduled date.

1. Locate the desired order in DOLI.
2. From the Change Status drop-down list, select Completed.
3. From the Comment drop-down list, select the comment that best describes the current status of the order.
Note: The status and status comments installers should use are:
Status = Completed, Comment = Completed per SOW: You completed the Scope of Work (SOW); the

job is done.
Figure 152
Change Status: | Completsd w
The Scheduled status 12 not avalla ere. In order o =chedu 2 |ob, pleaze u=e Appointment Info
The cancelied status i not available. In order to cancel a job, please contact INSTALLS inc

Comment: Complste per SOW Completion date: | 08 » | 04 v | 2013 »

dd rEdit HMotes > MNotes entered here will not appear on the printed workorder.)

Account #: SUBMIT

Note: Use the Completed status with the Completed per SOW comment ONLY if you completed the
ENTIRE Scope of Work (SOW) for the job. If you performed PART of the SOW on a job, but are not
able to complete the entire SOW for any reason, you MUST call Installs from onsite to have an agent
enter notes on the situation and update the job with the appropriate status and status comment. This
applies to jobs for all clients.

a. From the Completion Date drop-down lists, select the month, date, and year you are closing out
the order.
b. Enter any comments related to the order closeout in the Add/Edit Notes field.
Note: Installs has a liberal viewing policy regarding work order notes and history. Installs clients,
their management, and Installs personnel have access to read the comments you enter.
Data integrity is important; all comments should be documented in a complete and
professional manner.

c. Click the SUBMIT button to save the status change and notes.
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MANAGING NON-INSTALLS ORDERS USING DOLI

As an installer company you have the opportunity to use DOLI to enter, schedule, route, and manage work from any non-
Installs line of business the same way you manage Installs orders.

Entering a Non-Installs Order in DOLI

Note: Use the ENTER ORDER feature to create a work order from any non-Installs line of business and route it to

your technicians.

1. On the DOLI homepage, click the ENTER ORDER button.

Figure 153
DIGITAL ON-LINE INTERFACE SYSTEN (DL 1) N
Uay 1,2012 > 1152 AM

Vislcome

Logout " te d :
Account Condition — Your account is in good standing
Please cick any "Alert”™ items you see below to deal with the orders appropriately,

Alerts / Notifications

FE T P e vou have 2 canceled orders withn the Bst 3 davs

Search (selc one

b NumBer ¥ FND 2 | ® New Orders You have new orders - NOTE: Any new order
hours wi De reassgned 10 another nstate

Reports
Links

st I8 vewnow View your closed escaiations and create a dispute

Note: This displays the client screen.
Figure 154
-~

Resources

Choose an Existing Client or Add New Client
Select a Client

Select an Existing Client:  Select 3 Client w | Submit

Enter Company Name to Create a New Client

Company Name:

Client Sku | opecnan :

Create a New Client
v

2. If you need to create a new client, perform the following steps:
a. Inthe Company Name field, type the name of the new client.
b. If required, type the new client SKU in the Client SKU field.
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c. Click the Create a New Client button.

3. To enter an order for an existing client or the new client you just created, perform the following steps:

a.
b. Click the Submit button.

Note: This displays the order screen.
Figure 155

From the Select an Existing Client drop-down list, select the desired client.

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI)

Welcome

Owctober 20, 2010

Job Type
10 B DATA TRANSFER

Region; CEMTRAL W

Customer Information

First Name Last Hame O

.............

Email Addrass

Order Information

f
-l -
Sl MU L

Client / Store
TEST =

Additional Instructicns

Create QOrder

c. Use the fields provided to enter the new order.
d. Click the Create Order button.

Note: This creates the order and displays an “Order Submitted” confirmation message.
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Viewing Non-Installs Orders in DOLI

Note: Use this procedure to view non-Installs orders you created in DOLI.

1. On the DOLI homepage, click the MY ACCOUNT button.

Note: This displays the My Orders screen. The order you created is visible under specified client.
Figure 156

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) E
L-J Logged In - INSTALLER > Logout < November 4, 2010 = 11:36 Al

Home | Download / Print Orders | News Workorders | Create Custom Orders

Al Clients ~ [ Pnone ~| | FnD 2

You have 434 installation orders in your account

Clients

CLIEMT: INSTALLS inc

Prescheduled Unscheduled Scheduled Waiting Customer Action MNeed INSTALLS inc Action Completed Cancelled TOTAL
2 66 286 2 3 63 8 430

Order Statuses

— Prescheduled Unscheduled Scheduled Waiting Customer Action Waiting Client Action Completed Cancelled TOTAL

2

CLIENT; il S oo . -
= 2

CLIENT:

Prescheduled Unscheduled Scheduled Waiting Customer Action  Waiting Client Action Completed Cancelled TOTAL
1 1 2

2. Click the hyperlinked number under the Unscheduled status on the My Orders screen.
Note: This opens the status screen.

Figure 157
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) A~
p Logged In - INSTALLER XYZ Installation Services > Logout < October 19, 2010 > 03:47 PM
Home | My Account | Download / Print Orders | New Workorders | Create Custom Urclers| Jok Mumear Vl | FIND .2
Select from the criteria below to search the JWAITING CUSTOMER ACTION =tatus
Filter By Client| & ~ Filter By Cﬁmpaigm Filter By Comment:{ = ALL 4T - Waiting Customer Action Vl Sort By:l Names Alphabatically V‘ FIND O

~ ~

Please click Find button, Then Select each name on order list to update.

3. Click the FIND button.

Note: This displays a list, on the right side of the screen, of orders for the selected client.

4. Click the name on the order in the list on the right side of the screen to view a summary of the order in the main
panel of the screen.
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Digital Online Interface System (DOLI): Installer Company Manual

Figure 158
[OIGITAL ON-LINE N TR AC B S ST M (DO L1 ) N
p Lopoed I - NSTALLIN - A —— —— > Logout « Wovember 4, 2010 » 1202 PI
ot | My Account | Downlond | Print Grders | hew Workorders | Create Custom Orders] s Mumte &) o
Select from Be crieca beow to search Me UNMSCHEDULED status
Filter By Chient| e L L W rter Dy Comemant] - ALl T - Uassratond v Soet Byt Mamas Assawnney | IINDEY
B aidiadied XL L A« Home o, Job ® > N . a Search Resunts:
IR « AR No Emall Aodress » o:-;-
« Other Ne Crosted Date » 11042010

A 4 e
Ot > Premium TV Mount 27 10 40in

nstComplation Date » ./

Current Statuw: o A «Tobe culed

Change Stats: AssiQn Access Card:

1 Belest 8 NEW siatus brom I"l.:f" Agcens Cord Ne Sacnl e \psel Ho D No

L B2l 00 Il |

DR T

L
Curromt Accoos Cardis)
Aconss Card No Serui No Nadel s RO No Actveles? o
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Scheduling Installations for Non-Installs Orders in DOLI

Note: Use this procedure to schedule installation appointments for non-Installs orders you created in DOLI.

1. Locate the desired order.
2. Click the APPOINTMENT INFO link on the Order Tool Bar.
Note: This displays the appointment screen.

November 4, 2010 > 12202 PM

no O
v _moo |

Figure 159
DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) ﬂ_ﬂﬁ
; pgged in - NETALLER » Logonst «
Home | My Account | Download | Print Orders | New Workorders | Create Custom Orders o0 Namzer &
Select from the croena Deldw 1o search ine UNSCHEDULED status
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o e —
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-
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2} - ’ Doli Order id
moose A Techncian W Time Extension | ~00 v hrs
Select Search Parameters -
Available Dates & Times: Viewng1.60f20 NEXT o
Time of Day Days ) : -
’ . = Mon Thu 182010 18:008m - 12:00pm BookRe ook
Al -PM W o4 ‘ Fri 11192010 C 12:00pm BookFe-book
“ Tue. rn 11119/2010 1 00pm
Start Date ] Wed. Tue 11232010 )8:008m - 12:00pm
11 88| 05 8] 2010 & Tue 11232010 1 2:000pm - 500pm
[~ Thu. Book® L
End Date = e wed 117242010 08:00am - 12:00pm DookRe-book
3 I - vl Fri.
12 9] O3 Bej 2010 i x UPDATE SEARCH CRITERIA NOW [, FORCE DATE/TIME O |
7] Sat

[¥] Sun. ) S

Search Results
1-2

of <2>

VIEW CALL SHEEY » »

Joh ® Ssares
110472010

»

Job # seassew

11042010

Note: The appointment options on the screen are listed in order from best option to worst option for

routing purposes. It is important to always offer the first appointment.

3. If no appointments on the first page of Available Dates & Times are acceptable to the customer, perform the

following steps:

a. Use the Select Search Parameters fields on the left side of the screen to modify date and time

requirements.
b. Click the UPDATE SEARCH CRITERIA NOW button.

Note: This displays a new list of available appointments based on your specified criteria. Again, offer

appointments from the top of the list for the best routing options.
4. To schedule an appointment, click the Book/Rebook link next to the desired date and time.
5. Click the ACCEPT BOOKING button on the appointment confirmation screen.
Figure 160

Plaase confirm the following date and installation information.

Installation Date

MNovember 18, 2010 > 08:00am - 12:00pm

Type of Installation:

Pramium TV Mount 27 to 40in

Job Duration Tima{a):
ACCEPT BOOKING » | CANCEL BOOKING A

Z hours, 15 minutes

Note: This schedules the appointment and displays the history screen, indicating that the order has been

scheduled.
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Appointment Info: Optimizing Scheduling for Non-Installs Orders

Note: If you choose to manage your non-Installs orders in DOLI, you can use the APPOINTMENT INFO function to

optimize routing of jobs. Using this feature allows you to have your non-Installs jobs appear on the schedule
alongside Installs jobs, increasing technician routing efficiency.

Use the APPOINTMENT INFO function BEFORE the 3:00pm local dispatch time to reassign a non-Installs job
to a different technician at your company for the SAME date and appointment arrival window.

To reassign a job to a different technician, or to reassign a job AFTER the 3:00pm local dispatch time, see the
procedure for Reassigning a Non-Installs Order for the Same or Next Day via the Dispatch Board.

Locate the desired order.
Click the APPOINTMENT INFO button on the Order Tool Bar.
Figure 161

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI)

B —————————— e e e e

s:l Logged In - INSTALLER . > Logout <
Home | My Account | Download / Print Orders | New Workorders | Create Custom Clrders| Job Numbsr Vl

Select from the criteria below to search the UNSCHEDULED =tatus.

Filter By Client: T‘ Filter By Comment:| - ALL Z - Un=chedulzs V|
e Rl - # < Home Ho. Job#=> "
= Alt No. Email Address >
< Other No. Created Date >  11/04/2010
Map — - — InstalliCompletion Date > -/

A\ fim
(Wiew

1= Premium TV Mount 27 to 40in

ﬂ;—i-!——**ﬁﬂu—bl Appointment Info l

Dispatch Board

Current Status: Unscheduled * Accepted - To Be Scheduled
Change Status: Assign Access Card:

1. Select 3 NEVW status from dropdown.

Access Card No.

Serial No. Model No. RID Mo. Activated?
o — V| |EG || || || | (1 ¥es () No
age will refres
SUBMIT |
Current Access Card(s):
Access Card No. Serial No. Model No. RID Mo. Activated?
Note: This displays the appointment screen.
Figure 162
Technicien Standard Install Time: 2,26hrs Booked Count 0
() Mandatory () Exclude
| ’ =
Choose A Technician M Time Extension: <00 v hrs Dol Order Id
Select Search Parameters .
Available Dates & Times: Viewng 1-80f20 NEXT o
Time of Day Days
- @ Mon Thu 1118/2010 08:00am - 12:00pm Book/Re-book
AM - PM i * Fni 11/19/2010 08:00am - 12:00pm BookRe-book
¥ Tue. ¢n 11/19/2010 12:00pm - 5:00pm Book/Re-book
sun.o.te ¥ Wed. Tue 1172372010 06:00am - 12:00pm Book Re-book
11 | 05 v] 2010 @ Thu. Tue 11/23/2010 12:00pm - 5:00pm Book Re-book
End Date © Fri Wed 11/24/2010 08:00am - 12:00pm Book/Re-book
p re | an1n v r.
12 i3] 05 9} 2010 e S UPDATE SEARCH CRITERIA NOW 2 FORCE DATE/TIME O |
[“] Sat.
[¥] Sun.

3. Toggle the Technician radio button to Mandatory.
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4. From the Choose a Technician drop-down menu, select the name of the technician to whom you wish to

reassign the job.
5. Click the UPDATE SEARCH CRITERIA NOW button.

Figure 163
Tectreciaen Standerd insisl Time: 2 Shrs Booked Court 1
— D Mancatory () Eaclude .
Time Extensiors -2 3 v Ivs DOk UxGer ia
Incose A Techmces W
Select Search Parameters Avatatée Dates & Tunes: e 1-6'4 L L
Teme of Doy O Sat Gpem Book Re ook
— Sa B0k Re-Dook
ay.Pa - i Mon. Wed = Jeohfe o
2 Tue. gq Bock Re-book
Start Date =1 Wed. 5= o8 Bock e boce
a2~ T . - 7 Thu. g 12 ook Re-bock
————— - GPORTE SEARCH CRITERA NOW -, O -
nNMeinw xew =
7 Sat
=~ Sun.

Note: This refreshes the list of Available Dates & Times based on the selected technician.
6. Click the Book/Rebook link next to the date and time same date and time originally scheduled.

Note: This displays the appointment confirmation screen.

Figure 164
Please confirm the following date and installation information. "
Installation Date
November 11, 2010 > 12:00pm - 5:00pm
Typar of Inatallation;
hhgregg Troubleshoot
Job Duration Time(s):
ACCEPT BOOKING » CANCEL BOOKING X
1 hour
b
7. Click the ACCEPT BOOKING button on the appointment confirmation screen.
Note: This reassigns the job and displays the order history, indicating that the order has been scheduled to the
new technician.
Figure 165
~
110372010 0%:41am User Typet INSTALLER Hame: ssoanms.  a—— .- -
Order Booked
Tech Hame
Installer
Install Date 11/912010 PM
Start Time 1200 P
£00 PM
ﬁ»l Scheduled I Comment (scheduled no comment)
11032010 09:41am User Type! INSTALLER Hame: - e - - -
Emall toc Subject:
ACYE HHORESOEINMAIL COt Scheduled Order for
Message:
AN srdet 1o¢ HRgragy MNes Leen schedules with the custamaes far Nevember 11, 2010 Plasse log ints your DOLI ssetunt te seompt (Mis arser I you
PavE QUEILEAE SONORMNINg 1Mk won oraer clesse 2ol Fiale Sarvioss at *-858.490.4221
Status. Scheduted Comment (scheduted no comment) -
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_%I Appointment Info l Dispatch Board

Forcing a Non-Installs Job to a Specific Date and Time

Note: Use the FORCE/DATE TIME function BEFORE the 3:00pm local dispatch time to reassign a non-Installs job to
a different technician at your company for the SAME date and appointment arrival window.

This feature differs from the one outlined in Appointment Info: Optimizing Scheduling of Non-Installs
Orders. When you reassign an order using FORCE/DATE TIME, you can reassign to a technician who may
not otherwise be available for scheduling for one of the following reasons:

e The job is outside of the technician’s coverage area
e The technician does not have the skill set required for the job documented in the system
e The technician is not available for the scheduled job date/time (e.qg., day off)

You cannot force an appointment to the next day after the 3:00pm local dispatch time the night before.

1. Locate the desired order.
2. Click the APPOINTMENT INFO button on the Order Tool Bar.
Figure 166

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) R ———

p Logged In - INSTALLER . > Logout <
Home | My Account | Download ! Print Orders | New Workorders | Create Custom Clrclersl Job Number Vl
Select from the criteria below to zearch the UNSCHEDULED status.
Filter By Client: T‘ Filter By Comment: - ALL Z - Unzchadules V|
e B0 . & < Home No. Job#>
= Alt No. Email Address >
< Other No. Created Date =  11/04/2010

P il -

’ InstalliC letion Date >
(Wiew } > Premium TV Mount 27 to 40in nstali-omplstion Bats

Map

Current Status: Unscheduled > Accepted - To Be Scheduled

Change Status: Assign Access Card:
1. Select 3 NEWW status from dropdown. Access Card No. Serial No. Moded No. BID Mo, P —
4w I ] ] | Oes Oto
rFage will rafres
SUBMIT |

Current Access Card(s):

Access Card Na. Serial No. Model Mo. RID No. Activated?

Note: This displays the appointment screen.

Figure 167
Technician Standard Install Time: 2.25hrs Booked Count 0
) Mandatory () Exclude Doli Order Id
Choose A Technician (W Time Extension:  +00 v hrs ol Qrder
Select Search Parameoters .
Available Dates & Times: Viewng1-80f20 NEXT o |
Time of Day Days
M Thu 1118/2010 08:00am - 12:00pm BookRe -book
AM - PM 8 = on. Fri 11/19/2010 08:00am - 12:00pm BookRe-book
[¥] Tue. Frn 11192010 12:00pm - 5:00pm Hook Re-book
Start Dat.\ [¥] Wed. Tue 11/23/2010 08:00am - 12:00pm BookRe-book
11 & oS ¥ |2010 W © Thu Tue 11/23/2010 12:00pm - 5:00pm Book/Re -book
End Date © Fri * Wed 11/24/2010 08:00am - 12:00pm BookRe-book
~ [~ = v %
12 IN6] 05 [84] 2010 (e UPDATE SEARCH CRITERIA NOW /)| FORCE DATE/TIME O |
[v] Sat.
[¥] Sun.
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3. Click the FORCE DATE/TIME button below the Available Dates & Times list.

Figure 168
Technician Standard Install Time: 2.25hrs Booked Count: 0
() Mandatory () Exclude
. Doli Order Id
Choose A Technician |V Time Extension: <00 w hrs
Select Search Parameters
Available Dates & Times: Viewing 1 -6 0f 20 NEXT & |
Time of Day Days - s -
, @ Mon Thu 111822010 08:00am - 12:00pm Book Re-book
AM - PH 8 " Fri 1119/2010 08:00am - 12:00pm Book /Re-book
Tue. i 111192010 12:00pm - 5:00pm Book/Re-book
Start Datel [¥] Wed. Tue 1123/2010 08:00am - 12:00pm Book/Re-book
" VICS V| 2010 v ] Thu Tue 11/23/2010 12:00pm - 5:00pm Book/Re-book
End Date Eri " Wed 11/24/2010 08:00am - 12:00pm Book/Re-book
it L UPOARORARO-SREAMNOWD] FORCE DATE/TIME O
Sat.
[v] Sun.
Note: This displays the Force Appointment screen.
Figure 169
echrecian \ Standard Imstall Teme: ¥ Shrs Beaked Caunt 1
(3 Mandatory () Exchude Tirme Extensions | +50 % g - e
Choase & Techrscan &

Lalact Saarch Faramabars

Time of Day

Al w

Start Daie

16 | X sl IS W

— y.
& — 4

4. Inthe Technician section, perform the following steps:

a. To schedule the appointment to a specific technician, toggle the Technician radio button to Mandatory;
to exclude a specific technician from the available pool, toggle the Technician radio button to Exclude.

b. From the Choose a Technician drop-down menu, select the name of the technician you wish to utilize or
exclude.

5. Inthe Select Search Parameters section, perform the following steps:
a. From the Time of Day drop-down menu, select AM or PM.
b. From the Start Date drop-down menus, select the month, date, and year of the desired appointment.
Note: You cannot force an appointment for the following day after dispatch the night before.
6. Click the FORCE APPOINTMENT NOW button.
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Reassigning a Non-Installs Order for the Same Day or Next Day via the Dispatch Board

Note: Use the DISPATCH BOARD function to schedule or reroute an order for the same day. You can also use this
feature to schedule or reroute an order AFTER the 3:00pm local time dispatch for the following day.

1. Locate the desired order in DOLI.
2. Click the Dispatch Board button on the order tool bar on the order.
Figure 170

DIGITAL ON-LINE INTERFACE SYSTEM (DOLI) _

p Logged In - INSTALLER > Logout <
Home | My Account | Download [ Print Orders | New Workorders | Create Custom Orders| Job Numbsr Vl

Select from the criteria below to search the UNSCHEDULED =tatus.

Filter By Client: T‘ Filter By Comment| - ALL 2 - Unschedulzs V|
wid o SLIRE S Mdadess < Home No. Job #> e
= Alt No. Email Address >
< Other No. Created Date > 11/04/2010
Map — - — InstalliCompletion Date > -/

Wigw = Premium TV Mount 27 to 40in

%l Dispatch Board I

Current Status: Unscheduled > Accepted - To Be Scheduled

Change Status: Assign Access Card:
S elect AT <t afiy=lhoom dmpd"""l'"' Access Card No. Serial No. Model No. RID No. Activated?
“
e T |':'E' || || || | ) ¥es O o
ag= will refrash,

SUBMIT |

Current Access Card(s):

Ac

Access Card No. Serial No. Model No. RID No. Activated?

Note: This displays the selected order on the dispatch board. A flashing triangle icon appears on the order.

Figure 171
Salectsd: BETHLEHEM  Friday, 11/12/2010 (1 Orders displayed) _
Diate: Controls: == Previcuz Day | Select | Next Day ==
Frint orders: Print all dispatched INSTALLS inc. orders. Or custom orders.
e Goto a Reqgion v| |FilterFUrStDre v|
T Find a tech | |Findalastname | |FindaJob Number
Up
8:00-11:59 AM  Beock 12:00-5:00 PM_ Beck 5:00-9:00 PM

st Name

Sitz Survzy MARCHESE

City, State Zip

KINTNERSVILLE, FA

SPID o CLIENT ID ':':““: HEDLELE

11/12/2010

12-00FW04 53RN

& =R

3. Click the Book link in the arrival window heading above the order you wish to reassign.
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Figure 172

Sslected: BETHLEHEM  Friday, 11/12/2010 {1 Qrders displayed) A
Diatz Controts: == Previcuz Day | Select | MNext Day ==
Frint ordars: Frint all dispatched INSTALLS inc. orders.  Or custom orders,
e Goto a Region v| |Fi|terFDrStore v|
R Find a tech v| |Finc| alastname v| |Finc| aJob Number
Up
. —— —— . 'ﬁm 5:00-9:00 PM
Job
Site Survzy warchese [ !
City, State Zip
KINTNEREVILLE, Fa| 15230 1Z00PM | 0
5FID o CLIENT 1p| D2te- StartiEnd
me
W

Note: This displays the Rebook link on the order.

Figure 173
Dat= Cantrols: == Previcuz Day | Select | Mext Day == 2
Print orders: Print all dispatched INSTALLS inc. orders.  Or custom orders.
o Goto a Region v| |Fi|terFDrStore v|
T Find atech v| |Finc| alastname v| |Finc| a Job Number v|
Up
8:00-11:59 AM 12:00-5:00 PM 5:00-9:00 PM
Rileiiiaepd Re-book |
Sitz Survay hrs ::I\:- Scheduled-Dispatched
City, State Zip ETA Campszign Store
KINTMEREVILLE, PA |1E230 0
EP 1D 1D B
St

4. Click the Re-book link on the order.
Note: This displays a confirmation dialog box.
Figure 174

Message from webpage [Z|
Are you sure vou want bo Re-book the Following order?

?)
\'Qj Lask name; 0

Job number:

[ Ok l [ Cancel

5. Click the OK button on the confirmation dialog box.
Note: This removes the order from the Dispatch Board.

6. On the Dispatch Board, locate the technician to whom you want to reassign the job for the same date and arrival
window.

7. Click the Book link in the correct arrival window timeslot under the new technician.
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Digital Online Interface System (DOLI): Installer Company Manual

Figure 175
Sglected: BETHLEHEM  Friday, 11/12/2010 (0 Crders displayed)
Diate Controls: == Previcuz Day | Select | NextDay ==
Frint ordars: Frint all dispatched INSTALLS inc. orders.  Or custom orders.

GotoaRegion v | |Filter For Store v
Jump menus:

Find atech ' |Find alastname ' Find a Job Mumber '
Up 1 + o

Book 5:00-2:00 FM
W

Note: This places the order in the selected timeslot under the new technician

. The job is now reassigned to the

new technician.

Figure 176

Sclected: BETHLEHEM  Friday, 11/12/2010 (1 Orders displayed)

Date Controls: == Previcus Day | Select | Next Day ==

Print ordars: Frint all dizpatched INSTALLS inc. orders.  Or custom orders.
Lo s Goto a Region ' | Filter For Store |

Find atech ' |Finda|astnamei| |FindaJobNumberi|

=

KINTNERSVILLE, PA [18330 12:00 FM N [+]
Level 2
11122010
12:00PIW04:-ESPM
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APPENDIX |: JOB SKILLS DEFINITIONS

projection screens, concealed projection screens

Job Skill Definition Job Types Skill Applies to
e Appliance (Residential)
Service Call Technician is capable of performing follow-up work e Home Theater (Residential)
on a previous installation e Personal Computer (Residential)
e Commercial
Technician is capable of installing projectors; ceiling-
Projector mounted projectors, free-standing screens, mounted | Audio Visual (Residential)

Level 2 Certification

No longer used

No longer used

Starband

No longer used

No longer used

Custom Home Theater

Technician is capable of providing customized Home
Theater (Residential) solutions; wire concealment,
cutting into walls for wiring or speaker/surround
sound installation

Home Theater (Residential)

UltimateTV

No longer used

No longer used

Plasma Installs

Technician is capable of performing on-wall TV
mounts

Home Theater (Residential)

Technician is capable of performing satellite radio

XM/Sirius installations; antennae, head units, speakers Audio Visual (Commercial)

2 Man Crew Technician is available for jobs that require two e Appliance (Residential)
installers at once e Home Theater (Residential)

Custom 3 No longer used No longer used

Basic PC Install

Technician is capable of performing basic PC set-
ups; setting up hardware/peripherals, email, wired
internet connection, installing software (including
security software)

Personal Computer (Residential)

Calibration

Technician is capable of performing basic TV
calibrations; DVD calibrations, Spyder 3 calibrations

Home Theater (Residential)

Commercial Flat Panel

Technician is capable of installing flat panel TVs in
commercial settings (offices, restaurants, hospitals,
etc.)

Audio Visual (Commercial)

Commercial Server

Technician is capable of installing servers in
commercial setting; installing server hardware,
installing server software, configuring server
software, repairing server software

Personal Computer (Commercial)
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Job Skill

Definition

Job Types Skill Applies to

Appliance Installation

Technician is capable of performing basic electric
(non-gas) appliance installations; microwaves,
disposals, dishwashers, electric dryers, washing
machines, refrigerators, electric ranges, electric
ovens

Appliance (Residential)

Gas Permit

Technician meets all local requirements for
performing installations that require a gas permit to
be issued to the customer

Appliance (Residential)

Commercial AV
Survey

Technician is capable of performing site surveys for
commercial AV installations

Audio Visual (Commercial)

Fitness Equipment
Assembly

Technician is capable of picking up, delivering, and
assembling home fithess equipment. Requires
proper vehicle (cargo van, box van, box truck, or
covered trailer) and the “Large Delivery” Job Skill.

Home Services (Fitness)

Basic Furniture

Technician is capable of performing basic furniture
assembly (e.g., TV stands, computer workstations,

Home Theater (Residential)

Assembly etc.). e Personal Computer (Residential)
e Appliance (Residential)
Uninstall Technician is capable of de-installing previously e Home Theater (Residential)
installed equipment e Personal Computer (Residential)
e Commercial
e Appliance (Residential)
Technician is capable of performing checks on the H . .
. . X . . ome Theater (Residential
QC Job quality of other installers' installation and reporting * ( ) ) )
results to Installs; at client's request * Personal Computer (Residential)
e Commercial
Dish 500 No longer used No longer used
Direcway No longer used No longer used
Prime No longer used No longer used
e Appliance (Residential)
- . Home Theater (Residential
40 ft. Ladder Technician has access to a 40 ft. extension ladder * ( ! ial

Personal Computer (Residential)
Commercial

Pegasus 2 way

No longer used

No longer used

Large Delivery

Technician is capable of performing delivery of
equipment; has cargo van, box truck, enclosed trailer,
transport ("Sprinter") van

Appliance (Residential)

Home Theater (Residential)
Personal Computer (Residential)
Commercial
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Job Skill

Definition

Job Types Skill Applies to

Custom 1

No longer used

No longer used

Off Air Antenna

Technician is capable of installing antennae for over-
the-air TV signals; indoor or outdoor

Home Theater (Residential)

Basic PC with Data

Technician is capable of performing basic PC set-
ups; setting up hardware/peripherals, parts
replacement, email, wired internet connection,
software installation (including security software),
data migration, data back-up, virus and spyware
removal

Personal Computer (Residential)

PowerBridge

Technician has completed PowerBridge training
course and passed PowerBridge exam on Installs
elearning website

Home Theater (Residential)

Commercial PC and
Printer

Technician is capable of performing basic PC set-ups
at a commercial site; setting up hardware/peripherals,
email, wired internet connection

Personal Computer (Commercial)

Commercial Software

Technician is capable installing software at a
commercial site

Personal Computer (Commercial)

Electrician

Technician is a licensed electrician

e Appliance (Residential)

e Home Theater (Residential)

e Personal Computer (Residential)
e Commercial

Security Camera

Technician is capable of installing CCTV security
camera systems; DVR set-up, remote IP access

e Audio Visual (Residential)
e Audio Visual (Commercial)

In Home Consultation

Technician is capable of performing a consultation in
the customer's home to determine product needs and
installment feasibility

e Appliance (Residential)
e Home Theater (Residential)

Dishwasher Permit

Technician has met any local regulatory requirements
for installing dishwashers and is capable of obtaining
permits for dishwasher installations.

e Appliance (Residential)
e Commercial

Flat Panel TV Repair

Technician is capable of flat panel TV diagnostic and
part replacement jobs.

Flat Panel TV Repair

Mattress Delivery

Technician is capable of picking-up, transporting,
delivering, and setting up mattresses, box springs,
and bed frames of all sizes, from twin to California
King.

Home Services (Mattresses)

Level 1 Certification

No longer used

No longer used

DirecPc

No longer used

No longer used

Home Theater A/V

Technician is capable of performing basic home
theater installations; on-stand TV set-up, basic sound
system set-up, no concealment

Home Theater (Residential)
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Job Skill

Definition

Job Types Skill Applies to

Commercial

Technician is capable of performing commercial
installations; AV, PC, IT, Security

Commercial

Fulfillment Capable

Technician is capable of storing product for future
installations

e Appliance (Residential)

e Home Theater (Residential)

e Personal Computer (Residential)
e Commercial

Digital Jukebox

No longer used

No longer used

Small Delivery

Technician is capable of delivering small products;
TVs under 32", PCs, components

e Appliance (Residential)

e Home Theater (Residential)

e Personal Computer (Residential)
e Commercial

Custom 2 No longer used No longer used
- Technician is capable of running cable in walls; cable | ¢ Home Theater (Residential)
Wall Fishing . o ) X ]
TV, satellite, whole-house wiring, commercial cabling | ¢ Commercial
Technician is capable of setting up wireless ) : :
. : . ! ersonal Computer (Residential
PC Wireless networking; wireless networks, routers, basic network * P ( . )
security o Personal Computer (Commercial)
3 Man Crew Technician is available for jobs that require three e Appliance (Residential)

installers at once

e Home Theater (Residential)

Commercial Projector

Technician is capable of installing projectors; ceiling-
mounted projectors, free-standing screens, mounted
projection screens, concealed projection screens in a
commercial setting

Audio Visual (Commercial)

Commercial Telecom

Technician is capable of installing commercial phone
systems; call routing, voice-over IP

Commercial

Gas Appliance

Technician is capable of performing gas appliance
installations

Appliance (Residential)

Commercial IT Survey

Technician is capable of performing an IT site survey
in the customer’s commercial setting to determine
product needs and installment feasibility; tech has
advanced IT skills

Information Technology (Commercial)

Waterline Permit

Technician has met any local regulatory requirements
for installing waterlines and is capable of obtaining
permits for waterline installations.

e Appliance (Residential)
e Commercial

Major Appliance Repair

Technician is capable of major appliance diagnostic
and part replacement jobs

Major Appliance Repair
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APPENDIX |I: ESCALATION STATUS DEFINITIONS AND ASSESSMENTS

Penalties

Expectation: Installs expects that you will arrive for each accepted job as scheduled and perform the job as outlined.
When those expectations are not met, you may be assessed a financial penalty.

Closed Reason for Escalation | Penalty Charged if Assessment
- You did not show up for the accepted job as scheduled AND

;ﬁgfxuuan — Tech No Call No you did not notify Installs that you were not going to make SKU rate

the appointment.

You declined a previously accepted job (via DOLI or phone
Technician — Short Notice call to Installs) after 4:00pm local time the day before the job | $25

was scheduled.
Technician — Missed Customer reports that you arrived for a job after the $15
Appointment Window appointment window end time.

e You did not upload completed Consultation Forms to

] DOLI the SAME DAY you performed the consult.

Tech Company — Failure to OR $25
Update DOLI _ _ . o

e You did not update or close out jobs in DOLI within

THREE (3) DAYS of the appointment.
Other Closed Escalation Reasons

Closed Reason for Escalation | Definition Assessment

Tech Company — Refusal To
Warranty

Installer company refuses to warranty their installation (1
Year).

Costs to correct issue

Tech Company — Provided
Defective Equipment

Installer company refuses to replace defective equipment
within warranty period; excludes equipment provided by
client or Installs.

Costs to correct issue

Technician — Damage To
Property

Technician caused damage to customer’s property/product.

Costs to correct issue

Technician — Substandard
Installation

Technician's installation was not completed to professional
standards of quality.

Costs to correct issue

Technician — Unprofessional —
DID NOT FOLLOW PROCESS

Technician did not follow process

(Did not give an estimated time of arrival, tech collected
monies from customer without prior approval from Installs,
took equipment offsite when not outlined in SOW, etc.).

Costs to correct issue

Unresponsive

You did not respond to Installs within 24 business hours of

the initial message from Installs about an opened escalation.

Contract Review

Technician — Unprofessional —
BEHAVIOR

Technician did not demonstrate professional behavior while
onsite.

Contract Review
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APPENDIX |ll: FREQUENTLY ASKED QUESTIONS

1. What software do | need in order to run DOLI?

DOLI operates best on Internet Explorer 5.5 and above, preferably version 7 or higher. If you do not have a
current version of Internet Explorer, click the link provided on the DOLI login screen to download a free version
from www.microsoft.com.

Figure 177
INST,
ERFACE -
-i
LOGIN £
-
Usermname
Your browser is: MSIE version: 8.0
Passwora oy must have WSE 5.5 or higher, in onder 1o utilze
our gite. if you do not, click hers
LOGIN =

F

2. What happens to my orders if my computer crashes?

Orders reside in the web-based DOLI system, not on your computer. If your computer crashes, your orders are
still in DOLI. You may simply log in to DOLI using another computer.

You are expected to maintain your equipment, including your PC, in order to continue to receive work from
Installs. It is your responsibility to maintain access to a back-up computer, if your primary PC becomes
inoperable.

3. Who do I contact if my technicians are having technical problems accessing the system that | cannot
resolve?

Contact the Installs Field Relations Department at 1-888-490-4321, option 3 for assistance.

4, Can | get my work orders via email or fax?
No, all work orders are routed exclusively through the DOLI system.

5. How will | know when work orders have been assigned to me?

Work orders will appear in DOLI on the “My Orders” screen in the category “Scheduled — Dispatched.” It is good
practice to check DOLI frequently, especially when you are first getting established with Installs.

6. How do | know if there is a problem with an installation after one of my technicians has completed the
order that may affect my getting paid for the job?

If such a problem is reported to Installs, you will see it as an Escalation, and/or you may be contacted by an
Installs representative to discuss.

7. Am |l responsible for acquiring my own equipment, or will Installs provide it to me?
You are responsible for acquiring all the tools you need to do work for Installs.

L installs.
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