Account Request Management
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Pathway: Accounts > Accounts Request Management
The Account Request Management tool exhibits both customer-initiated and customer service-added account

requests for all accounts. Upon entry, all open requests are displayed by default. To narrow down the displayed

requests and review closed requests, you can utilize the filtering options located at the top of the screen.

ACCOUNT REQUEST MANAGEMENT ACCOUNTS > ACCOUNT REQUEST MANAGEMENT

DIVISION DEPARTMENT ASSIGNED TO TYPE STATUS START DATE END DATE

All v Al ~ | Lori Jones - Al ~  Completed in Date Range ~ 050123 i 07224224 i Q C

D TYPE ASSIGNED TO DATE ACCOUNT/ SITE CONTACT NOTE 'COMPLETION NOTE COMPLETED BY COMPLETED ON

+ 1512 Billing Error Lori Jones Tue 07/11/23 09:07 am 48954 Test -Leads Analysis / Charged for an extra pi... Lori Jones Tue 07/18/23 09:07 am L
48954001 Site 1 Test

+ 1546 Billing Error Aliena Somers 24353 LARRY B/ 24353001 BERAN  Lori§ This is a request create... Aliena Somers (-]
LARRY

+ 1533 Damage Aliena Somers 41898 Navusoft Premier Waste Aliena Somers SO
And Recycling /41898001 Navusoft
-Demo

¥ 1523 Customer Request  Lori Jones Thu 10/26/23 10:10 am 18553 Example Account 3/ Paul G Replace Bin This was resolved. Lori Jones Tue 05/14/24 03:05 pm .-"‘ Q
18553002 NEWLAND DONNA &
LARRY EE

Permissions

The following permissions are required to read, add, edit and delete account requests.

Permission ID
383

384

Permission Name Description

Add/ Edit Account Request  Necessary to edit the requests displayed on the screen.
Account Request Necessary to view the Account Request Management
Management screen.

Filter and Field Descriptions

The following filter and field descriptions apply to the Account Request Management screen.

Filter/Field
Filters

Division

Department

Assigned To

Type

Status

Fields

ID

Type

Assigned To

Description

Filters to display requests for the selected Division.

Filters to display the requests for the selected Department.

Filters to display requests assigned to the selected user.

Filters to display requests matching the selected Type.

Filters to display requests by their Status. Find completed requests by selecting from the

options.

Displays the system generated ID assigned to the request.

Displays the customer selected reason for the request.

Displays the name of the user the request has been assigned to.




Displays the date the request was created.

Date
. Displays the Account/Site ID and name.
Account/Site
Contact Displays the name of the contact for the account. An email displays when the contacts
email address was entered in the name field of the Add Contact tool for the account.
Not Displays the note the customer entered in the request from the Customer Portal.
ote

Completion Note Displays the note that was entered in the Completion Note field of the Account Request.

Displays the name of the user who resolved the request and changed it to a Completed
Completed By status.

Displays the date a request was completed.
Completed On piay . P

Edit or Delete an Account Request

Edit Account Request

Using red, yellow, and green status indicators, users can quickly identify the status of an account request.
Clicking on the icon will open the account request details.

o Green: Request is Closed

o Yellow: Request is Open

o Red: Request is on Hold

ACCOUNTS > ACCOUNT REQUEST MANAGEMENT

(o] TYPE STATUS START DATE END DATE
* Al - Col « 05/01/23 i 07/2424 &5 Q C

ACCOUNT/ SITE CONTACT NOTE COMPLETION NOTE COMPLETED BY COMPLETED ON
48954 Test -Leads Charged foran ... Lori Jones Tue 07/18/23 09:07 am 5“ Q
Analysis / 48954001 Site 1
Test
24353 LARRY B/ Lori§ This is a request ... Aliena Somers °
24353001 BERAN LARRY

41898 Navusoft Premier Aliena Somers 2@
Waste And Recyding /

41898001 Navusoft -

Demo
18553 Example Account 3 Paul G Replace Bin This was resolved. Lori Jones Tue 05/14/24 03:05 pm 5“ c
/18553002 NEWLAND

DONNA & LARRY EE

Delete Account Request

When the Delete icon is selected and the deletion is confirmed in the Confirmation popup, the account request
will be permanently deleted and will not be accessible in the future.



ACCOUNTS > ACCOUNT REQUEST MANAGEMENT
TYPE STATUS START DATE END DATE
* Al v Compl ~ 05/01/23 IE 07/24/24 EE Q
ACCOUNT/ SITE CONTACT NOTE COMPLETION NOTE COMPLETED BY COMPLETED ON
48954 Test -Leads Analysis Charged for ane... Lori Jones Tue 07/18/23 09:07 am P —)
/48954001 Site 1 Test
24353 LARRY B /24353001 Lori$ This is a request ... Lori Jones Wed 03/20/24 10:03 am P —)
BERAN LARRY
41898 Navusoft Premier Lori Jones Thu 04/18/24 01:04 pm ;‘ Q
Waste And Recycling /
41898001 Navusoft -
Demo
18553 Example Account3 Paul G Replace Bin This was resolved.  Lori Jones Tue 05/14/24 03:05 pm 5“ Q
/18553002 NEWLAND
DONNA & LARRY EE

Complete an Account Request

The following section applies to the individual account requests.

ACCOUNT REQUEST MANAGEMENT

DIVISION DEPARTMENT ASSIGNED TO TYPE STATUS START DATE END DATE
Al - Al ~  LoriJones - Al ~  Completed in Date Range ~  05/01/23 I 07/24/24 %
D TYPE ASSIGNED TO DATE ACCOUNT/ SITE CONTACT NOTE COMPLETION NOTH
+ 1512 Billing Error Lori Jones Tue 07/11/23 09:07 am 48954 Test -Leads Analysis / 48954001 Site 1 Charged for an extra pickup but...
Test

+ 1546 Billing Error Lori Jones Tue 03/19/24 02:03 pm 24353 LARRY B /24353001 BERAN LARRY Lori S This is a request created in core.

+ 1533 Damage Lori Jones Tue 0 ACCOUNT REQUEST

+ 1523 Customer Request Lori Jones Thu d|

Details Linked Items

CREATED ON 01/30/24 12:33 pm
CREATED BY John Doe
TYPE Damage .
STATUS Closed - By Lori Jones on 04/18/24 1:27 pm
ASSIGNED TO Lori Jones - Admin-NS (Admin) -
CONTACT v
REASON CODE v
NOTE
COMPLETION
NOTE

Details Tab

The Details tab provides comprehensive information about the request, including its current status.

Field Descriptions

Fields Descriptions

Timestamped with the date the Request was received.
Created On



Fields

Created By

Type

Status

Assigned To

Contact

Reason Code

Note

Completion Note

Descriptions
Displays the name of the account contact who made the request. An email displays when
the contact's email address was entered in the name field of the Add Contact tool for the
account.
Indicates the reason for the request and helps in identifying next steps (i.e. who the request
should be assigned to). Set up these Types in Set Up > Account > Account Request Type.
Indicates the current status of a request. All new requests display as Open and will remain
open until changed by a system user. Status' include:

e Open-Therequestis new or is actively being worked.

e Hold - The request has been reviewed and additional information is needed.

e Completed - The request has been resolved. Completed requests can be reviewed

using the Status filter on the Account Request Management screen.

The user assigned to the request.

Displays the name of the site contact. In some cases, an email displays if an email was
entered in the name field of the Add/Edit Contact screen.

Identifies the request for internal purposes. Reason codes are created in Set Up > System >
Reason Code.

Displays the note entered by the customer.

Option to add a Completion Note detailing how the request was resolved for future
referencing.

Complete a Request

Completed requests can still be reviewed using the Status filter on the Account Request Management

screen.

1. Double click on request you would like to review.

2. Review the Status, Reason Code and Note.

3. Select Complete from the Status drop down AFTER the request has beenresolved. 4 If the
request is not resolved, it should be kept in either an 'Open’ or 'Hold' status.

4. Include a Completion Note to record the resolution and any other notes relating to how the
request was completed.

5. Click Save when finished.

Photos Tab

Select the Photos tab to upload and attach photos to the request.



ACCOUNT REQUEST

Photos Linked Items

DISPLAY IN CUSTOMER PORTAL

UPLOAD

DISPLAY IN CUSTOMER PORTAL DELETE

DESCRIPTIO| CREATED ON
ADD PHOTO ?
ADD PHOTO BROWSE...
DESCRIPTION

(%)

(X

Linked Items Tab

Linked Items offers the option to associate or link appointments, tasks, service records, invoices, and credit
memos with an account request, streamlining the process for its completion. The Linked Items tab only displays

after the request has been created.

ACC! EQUEST

o -
Add Task
Add Appointment
Link Task
Link Appointment
Link Service Record

Link Invoice

Link Credit Memo




Linked Item

Add Task

Add Appointment

Link Task

Link Appointment

Descriptions

If the request can not be immediately resolved and requires additional steps or resources
to getinvolved, a task can be created to record what is needed and assigned to another
user if necessary. Upon selection, the 'Add Task' window displays to create the task.
Additional information about Tasks can be found here: Add Task

If the request requires future follow-up, an appointment should be created. Upon
selection, the 'Add Appointment' window displays to create the appointment. Additional
information about creating appointments can be found here: Add Appointment

Option to link an existing task on the account to the request. Upon selection, a listing of
open tasks assigned to the account will display. Select the task(s) you would like linked to
the request and then click save.

Option to link an existing appointment on the account to the request. Upon selection, a
listing of pending appointments for the account will display. Select the appointment(s) you
would like linked to the request and then click save.

Link Service Option to link a Service Record from the account to the request. Upon selection, a listing of
Record service records for the account are displayed. Select the service record(s) you would like
linked to the request and then click save.

Link Invoice Option to link an available invoice for the account to the request. Upon selection, a listing
of available invoices created for the account are displayed. Select the invoice(s) you would
like linked to the request and then click save.

Link CreditMemo  Option to link a credit memo on the account to the request. Upon selection, a listing of
Credit Memos created for the account are displayed. Select which credit memo(s) you
would like linked to the request and then click save.

Related Articles

Account Request Type Setup

Add Task
Add Appointment


http://help.navusoft.net/docs/add-task-2215379127
http://help.navusoft.net/docs/add-appointment-2215379093
https://help.navusoft.net/docs/account-request-type-setup
https://help.navusoft.net/docs/add-task-2215379127
https://help.navusoft.net/docs/add-appointment-2215379093

