. .
Smart Digital Systems

User Guide for Managers & Engineers | Managing Onsite Service
Requests

$.% ST Engineering
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USER GUIDE FOR MANAGERS & ENGINEERS | MANAGING ONSITE SERVICE REQUESTS

Agenda

Onsite Process Flow

Customer

Service Manager

Engineer

Service Report
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Onsite Process Flow

« Overview
* Processing an Onsite Service Request

$.% ST Engineering



ONSITE PROCESS FLOW | OVERVIEW

SDS 2.0

g Store Manager

Customer 1. Creates Product Egi‘;’t'l‘;i’ Engineer
Service Request

External
System
ST Store HOT Spare

3. Draw Spares Location

|
|
|
|
|
|
¥
ES SAFP @@
T

Tech Admin SR Team MO Team E;;‘:::' Engineer’s Truck 4. Maintenance Work
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ONSITE PROCESS FLOW

Processing an Onsite Service Request

‘% ‘!aa:}('

Engineer receives
o ® O
incoming job tasks : :
Accepts tasks & Arrives onsite to Completes tasks &

20
OLSDS schedules a visit work on tasks HOTO to customer

Customer submits an

Onsite service request

snszj . SDS*
= F -

Service Manager checks . ® .

for incoming requests Updates MO no. Assigns tasks to

into system engineer
5 | Co-Confidential



Customer

* Process Overview

* Request Creation

« Create Onsite Service Request
» LOB Service Request Number

$.% ST Engineering
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D
S

CUSTOMER
Process Overview
X e
Completes tasks &

' SDS™
L
—od
Arrives onsite to
HOTO to customer

work on tasks

Engineer receives .
incoming job tasks
Accepts tasks &
schedules a visit

SDS 20

SDS“J ?

Assigns tasks to
engineer

Customer submits an

Onsite service request

Service Manager checks .

for incoming requests Updates MO no.
into system

7 | Co-Confidential
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CUSTOMER 2. O1 Engineering

Request Creation

Customers can create
service requests at the e
Service Portal, Request

Creation

+ Raise service requests

+» Cancel service requests

* Monitor status of service
requests

» Download service requesis

Enter Portal

8 | Co-Confidential
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Create Onsite Service Request

0 At the Service Request page, e Customer will then fill-in the necessary details in the

the customer can trigger the service request page for submission.

© Create New Request ~

4.:STEngineering =~ SDS™  Customer Portal | . Serene Loh

dropdown button Create New on-site

© o= New Service Request

F Service Request

Request and selects On-Site.

Item is due for regular Item is not

Item is faulty, broken or showing signs of malfunction.

nnnnn g SDS"  customer Portal Serene Loh

uuuuuuuuu R — MANDAI HILL CAMP/16C41 “

pppppp ;D:::z n Address ID *
nnnnnnnnnnn 1?“ u Work Center n
o ol - | I= -
nnnnnnnnnnn oo
T e 8 For further details on request creation, please refer to

o AOELD 23012024 H

i el a8 User Guide for Customers — How to raise a Request

9 | Co-Confidential
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LOB Service Request Number

LOB Service Request
Number is automatically
generated and assigned

to a list of service

Success

request/s created for the

1 service request/s have been cre|ted for LOB Service Request Number 202403707.

customer.

It is used to track the

customer’s request.

10 |Co-Confidential




Service Manager

Process Overview « Update PO Number

Reguest Management « Update Multiple Requests with

Managing an Onsite Service Request PO Numbers at SM Portal
« Assign Tasks

Change Request Status

$.% ST Engineering
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SERVICE MANAGER

Process Overview

snszj . SDS*
= F -

Service Manager checks . ® ‘

for incoming requests Updates MO no. Assigns tasks to

into system engineer
12 | Co-Confidential
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Request Management

Service managers can
manage SerV|Ce requests Request Management
at the Service Portal,

Request Management

« Process Serice Requests

» Monitor & Edit Status of
Requests

» Task Assignments to Engineers

Enter Portal

13 |Co-Confidential
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Managing an Onsite Service Request (1)

e Service manager can search for the request ID by

its LOB Service Request Number.

4. STEngineering ~ SDS™

Q @ e Serene Loh ~

€ service manager can go to 4 STEmoor SDS”

Approve Inhouse Repairs
Onsite Repair Request x

Booking Requests

Change Product Location OnS|te Repa|r Request page Via Onsite Repair Request New [ 202403707 x|la v -

Data Admin

Milkrun HOTO Requests M e n u > Se rvi C e > R e u eStS Request ID Request Type Request Status Nature of Servicing Place ID Name
File q 202403707-1 Preventive Maintenance Open PM for airship 101 1641 MANDAI HILL CAMP/16C4 2:
Service 202403707BKG-1 Booking Request Open PM for airship 101 1641 MANDAI HILL CAMP/16C4 2;
Places
@ i STEngineering ~ SDS™ Search a @ Serene Loh ~ ——
10 v Showing 1 - 2 of 2 records €« y »

Contacts Service Manager Lobby »  Onsite Repair Request x

@ Products My Requests New alv ]~

X% Product Structure Request ID Request Type Request Status Natus Place ID Name

SUNGEI GEDONG

03766FRI-MKC Milkeun HOTO In Open Menthi CAMPSEWEST

Qs Requests

% Requests

SUNGEI GEDONG
CAMP-SBWEST

SUNGEIGEDONG (-
CAMP - SB WEST

A34890 MANDAI HILL CAMP
1641 MANDAI HILL CAMP/16C41
164! MANDA HILL i
164! MANDAI HILL CAMP/16Cal
A34850 MANDAI HILL CAMP
v
10 v|Showing 1-8 af 8 records - o] -

For further details on request management, please refer to

User Guide for Manager Portal

14 |Co-Confidential



SERVICE MANAGER

Managing an Onsite Service Request (2)

sDs*

415 ST Engineering

@ Dashboard RequeStS
'

Customer Portal

© Create New Request ~

ﬁm

2. ST Engineering

9 For new creations, service managers should select

the request ID generated from the customer portal when

viewing/ editing request page.

All Type: On Site In House @ Both
= <% ST Engineering SDs” Search Q @ e Serene Loh +
e
Onsite Repair Request x
View Request LOB Description NSN No. Serial No. Qty Type Status MO PO Created Reports . .
Onsite Repair Request New | 202403707 x|la v -
Preventive 22/03/2024
202403707-1 202403707 COMPRESSOR ()5981 1 [Complets u
O Maintenance 15:22:27 Request ID Request Type Request Status Nature of Servicing Place ID Name
2024037071 Preventive Maintenance Open PM for airship 101 1641 MANDAI HILL CAMP/16C4I 2;
202403702FR1- 29RU SERVER Preventive 11/03/2024
SEEEEEE 202403702FRI stock_13MAST_13 1 Canceled n
4 RACK Maintenance 13:46:15 202403707BKG-1 Booking Request Open PM for airship 101 1641 MANDAI HILL CAMP/16C4] 2:
202403702FRI- 29RU SERVER Preventive 202403702FRI-  202403702FRI-  11/03/2024
TS 202403702FRI H315 1 Repair Complete ﬂ 0 ~lsh 1-20f2 d
g RACK Maintenance MO PO 13:46:15 OVENEPRAO S oS ' B
- 29RU SERVER Preventive 202403702FRI-  202403702FRI-  11/03/2024
b 202403702FR1 H313 1 LD T ﬂ
2 RACK Maintenance MO PO 13:46:14
L 29RU SERVER Preventive 202403702FRI-  202403702FRI-  11/03/2024
ZO280T02FRE  o05403702FRI H308 1 S u
1 RACK Maintenance MO PO 13:46:14
Preventive Pending 28/02/2024
202402705-1 202402705 1641_DEMO_1 SER0001 i Cancelation u
Maintenance ) 17:50:46
£yl
PrTpp— Prevenfive 1410212024

Booking Request is for the engineer to make an appointment with the customer using the engineer app.

15

|Co-Confidential



ST Engineering
SERVICE MANAGER

Change Request Status

Q Service managers can
change the request status

by selecting the relevant
status from the Status saws [Open ¢ |

Owner |

[Open |
. Complete
dropdown list. priority | Rejected by STE
Pending Cancelation

servici Canceled
eVICINg | partial Complete

@ Then tap the Save Repalr Compets

Repair Performed

button to update changes.

16 |Co-Confidential




SERVICE MANAGER

Update PO Number

Depending on Team
requirements, service
manager may need to
update PO Number

Details

before engineers can

Contract ID

proceed with their tasks.

Contract Type

€ Under Details Tab,
enter the @ PO number
in the textbox and tap
Q Save to update.

17 |Co-Confidential
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Hold Condition
ECOID SS-CT1-MATRIX1
Access Group Access Group

Pick Complete

Total Price  US$0.00 .
In Warranty PO Required

Billing Allowed Currency  UNITED STATES D@ PO Number
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Update Multiple Requests with PO Numbers at SM Portal

Alternatively, service
manager can update the
PO Numbers for multiple
requests at the Service —

Portal, Export/Import

Data. e

« Inhouse & Onsite Service

Request Extraction
» Updating & Importing of

For further details on how to MO/SO/YT3 Values

export/ import data, please refer

to User Guide for SM Portal

18 |Co-Confidential




SERVICE MANAGER

Assign Tasks (1)

Service manager can
manually assign Tasks
to engineers under the
G Tasks Tab.

Tap search under the
@ Technician category
and it will open a list of

engineers for selection.

Details Task ID Type Status

@ 6294 Preventivesh Open s

19 |Co-Confidential Showing1 -1 of 1 records

Description

PM for airship 101

New Delete

Plan Start

22/03/202415:22 E

5. ST Engineering

Copy

Duration

60

B

ppt

Technician

Team

S5-C1-MATRE Q@

() ”




SERVICE MANAGER

Assign Tasks (2)

Select the dedicated
engineer from the

e Team list to work
on the task and tap

O ok.

20 |Co-Confidential

SDS*

£7% ST Engineering

Service Manager Lobby x

Team Member Lookup

Team ID
SS-C1-MATRIX 1
SS-C1-MATRIX 1
SS-C1-MATRIX 1
SS-C1-MATRIX 1
SS-C1-MATRIX 1

SS-C1-MATRIX 1

Onsite Repair Request x

Member ID
AUSTIN
BSTAN
ELDON
ELDON1
JONATHAN

JOYYANG

Showw’ng 1-10of 11 records

First Name
Austin
Beng Suang 2
Eldon
Eldon

LEE

$.& ST Engineering

Search

Last Name

Tang
Tan
Chew
Chew

JONATHAN

Yang

Cancel

Person ¢

Work Phone
Active

Active
Active
Active
Active

Active



ST Engineering

SERVICE MANAGER

Assign Tasks (3)

9 Next, change the
Status from Open to

Assigned

@ Once assigned,

tap Save to update.

5
Status Technician
Assigned 4 SERENE Q
21 |Co-Confidential %
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* Process Overview Scheduling Onsite Service Request

* Onsite Open Task Enroute Onsite Service Request

* Accepting Onsite Open Task Processing Onsite Service Request

* Onsite Assigned Task Servicing Onsite Service Request

$.% ST Engineering
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ENGINEER 2. O1 Engineering

Process Overview

s o X F

_& Engineer receives . ° ® ‘
| | incoming job tasks . :
Accepts tasks & Arrives onsite to Completes tasks &
20
o SDS schedules a visit work on tasks HOTO to customer
20 20
(Optional as per SDS J SDS

team requirements) I‘ %

23 | Co-Confidential
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Onsite Open Task

When customer submits a new onsite service

request, it will create an onsite open task.

Engineer can go to Onsite Open Task section
to accept a new task. %

ONSITE
Open Task

24 | Co-Confidential




ENGINEER

Accepting Onsite Open Task (1)

In Onsite Open Task, it will display a list of
open onsite jobs. Look for the request ID to

work on and tap on the subject to view the task.

25

Co-Confidential

411 @ -

= Hello Serene Loh!

List of Open Onsite Jobs

List of Open Onsite Jobs

Task ID:
Place Name:
Task Type:

Model:
Product Serial ID:

Task ID:

Place Name:
Task Type:
Address:

Model:

Product Serial ID:

Task ID:

Place Name:
Task Type:
Address:

Model:

Product Serial ID:

Task ID:

Place Name:
Task Type:
Address:

Model:

Product Serial ID:

Task ID:
Place Name:
Task Type:
Address:
Model:

497 Request ID:

Mandai Hill Camp
PM

Matrix 2
SERIA64

6049 Request ID:

MANDAI HILL CAMP
PM

Mandai Hill Camp
10MAST-DEMO
(08894

6050 Request ID:

MANDAI HILL CAMP
PM

Mandai Hill Camp
10MAST-DEMO
()9588

6051 Request ID:

MANDAI HILL CAMP
PM

Mandai Hill Camp
10MAST-DEMO
()9589

6194 Request ID:

MANDAI HILL CAMP/16C4l
PM

Mandai Hill Camp
10-MAST-DEMO2

863

Task Status:

2023117481

Task Status:

202311748-2

Task Status:

202311748-3

Task Status:

2024017031

Task Status:

ﬁm

2. ST Engineering

OPEN

OPEN

OPEN

OPEN

OPEN
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ST Engineering
Accepting Onsite Open Task (2)

9 Tap Accepted to assign job to self.

© sclect the Book icon [[)] ——

to open the accept window.

420 A O ~

Task 6049 (MANDAI HILL CAMP)

Choose New Status
Accepted <

MANDAIHILT CAMP
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ENGINEER 2. O1 Engineering

Accepting Onsite Open Task (3)

Task Status will change from Open to Accepted. |

can be viewed and edited by assigned engineer.

27 | Co-Confidential




ENGINEER

Onsite Assigned Task

Service manager can assign tasks to an

engineer, or engineer accepts an open task.

Assigned tasks are saved in Onsite Assigned
Task section. Engineer can view all the tasks

assigned to him/her.

28 | Co-Confidential
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Assigned Task



ENGINEER

Scheduling Onsite Service Request (1)

322 M 0

= Hello Serene Loh!

List of Assigned Jobs

List of Assigned Services Jobs

Task ID: 6231 Request ID:
Place Name: MANDAI HILL CAMP/16C4I
. . . Address: Mandai Hill Camp
Task Type: PM Task Status:
In Onsite Assigned Task, it TaskType:  PM ask status
Product Serial ID: SER0001
will display a list of assigned Scheduled On: 2/1/24 09:19 AM
Task ID: 711 Request ID:
: : Place Name: Sungei Gedong Camp - Wi
onsite jobs. Look for the Address. | Sungel Gedong West Suppy Base
Task Type: PM Task Status:
Model: CETEON 15" LCD Display
request ID to work on and tap Product Serial ID: CETEON15_00001
_ _ Scheduled On: 6/6/22 09:53 AM
on the subject to view the task. Task D 292 Request I

Place Name: BMS MANDAI HILL CAMP/11C4I BN
Address: Mandai Hill Camp

Task Type: PM Task Status:

Model: 15M MAST1

Product Serial ID: ()8530

Scheduled On: 3/22/24 12:53 AM

29 | Co-Confidential

2024027001

ACCEPTED

2022067131

ENROUTE

202403706-1

ASSIGNED

ﬁm

2. ST Engineering

Task which has been

accepted by the engineer.

Task assigned by service
manager/ team lead where
engineer can choose to

accept or reject the task.
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ENGINEER 2. O1 Engineering

Scheduling Onsite Service Request (2)

Check if there is any change to the Plan Start

Date/Time, Duration and the Description.

Engineer can modify the text fields accordingly

Plan Start
3/22/24 03:22 PM

and tap Save E to update.

PM for airship 101

30 | Co-Confidential
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2. ST Engineering
Scheduling Onsite Service Request (3)

9 Tap Scheduled to confirm schedule. ——

o Select the Schedule icon &

to open the schedule window.

142 A0

Choose New Status
= Task 6294 (MANDAI HILL CAMP/16C4l)

Rejected
Overview

Job information.

Scheduled <

Vil “\\ o
adise Hong Foindation
cr z
B GET DIRECTIONS
& Heprop
Name
MANDAIHIUTI CAMP/16C Al
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ENGINEER 2. O1 Engineering

Scheduling Onsite Service Request (4)

Task Status will change from

Accepted to Scheduled.

32 | Co-Confidential
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ST Engineering
Enroute Onsite Service Request (1)

9 Tap Enroute to change task status.

o When engineer prepares to go to

customer’s location, he can change

status to Enroute &

142 A

Choose New Status
— Task 6294 (MANDAI HILL CAMP/16C4l)

Enroute <

Overview
Job information.

Rejected

se HongjLeong,Foundation
CrimsonjWetlands]
B GET DIRECTIONS
g

ANMANDAILHKILL CAMD/T1ACAL
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ENGINEER 2. O1 Engineering

Enroute Onsite Service Request (2)

Task Status will change from

Scheduled to Enroute.

34 | Co-Confidential
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ST Engineering
Processing Onsite Service Request (1)

9 Tap In Process to change task status. —

® When engineer proceeds with the

servicing, he can change status to
In Process LB

1:43 A

= Task 6294 (MANDAI HILL CAMP/16C4l)

Overview
Job information.

Choose New Status
In Process <

se HongjLeong,Foundation
CrimsonjWetlands]
B GET DIRECTIONS
g

ANMANDAILHKILL CAMD/T1ACAL
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ENGINEER 2. O1 Engineering

Processing Onsite Service Request (2)

Task Status will change from

Enroute to In Process.

ask Status
In Process

Proceed Next . to continue with the job task.
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Servicing Onsite Service Request (1)

143 M A

= Task 6294 (MANDAI HILL CAMP/16C4l)

Parts Used
Enter parts used on this job.
Line Code
Billable Part
Part ID

w
5
Z
w
0

Location

feo)

Parts Used (Optional) allows engineer to input parts

Work Date
3/25/24

that are used when doing servicing for the customer.

Proceed Next ° to continue with the job task.

37 | Co-Confidential °
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Servicing Onsite Service Request (2)

1:46 B D
Task 6294 (MANDAI HILL CAMP/16C4l)

Remove Product
List of products at the customer site.
AIR COMPRESSOR UNIT

10698
()5981

164l

Remove Product (Optional) is when the product
cannot be repaired on the spot and need to be

removed from customer site and brought back to

depot for servicing.

Proceed Next ° to continue with the job task.
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Servicing Onsite Service Request (3)

PM for airship 101

Failed Steps

Parts Used

Customer Review is after customer has checked that the

Task Action

Complete SR

maintenance is completed and proceeds to sign off the task.

"y
e

)

m
il

ST Engineering

Fault Code

Fault Code Description

Once customer has filled in the required text fields and

Additional Fault Code

signed off, tap Save g to update.

PM Performed in accordance to manual

Actual Fault Found

PM for airship 101

Signer
Serene

NRIC (last 4 digit)

147 B D 1234

Appointment

= Task 6294 (MANDAI HILL CAMP/16C4l)

Customer Rank Code

Customer Review ;)

Sign below to acknowledge work performed.
Place Name
MANDAI HILL CAMP/16C4I
Task Type
Preventive Maintenance
Planned Start
3/22/24 03:22 PM
Plan End
3/22/24 04:22 PM
Actual End
3/25/24 01:47 PM
Fault Reported

PM for airship 101

Failed Steps

Customer Rank

Signature

Parts Used




m
il

"y
e

)

ST Engineering

ENGINEER

Servicing Onsite Service Request (4)

149 M 0

= Task 6294 (MANDAI HILL CAMP/16C4l)

$ummary ‘ ()
N:/r;:NDAI HILL CAMP/16C4I

Summary is after customer has signed off the task

and engineer does a check on the maintenance and
NA

work details are entered correctly. Serene Lon

After the engineer filled in the required text fields and %

signed off, tap Confirm ° to complete the task.
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Servicing Onsite Service Request (5)

It will prompt for a final confirmation if the

mplete this job?

engineer wants to complete the job.

Tap YES to confirm.
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Service Report

« Customer Portal
« Download Service Report
* View Service Report

$.% ST Engineering
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Customer Portal

After task completed,
C u Sto m e r Can Se | e Ct View Request Description NSN No. Serial No. Qty Type Status Created Reports
PDF under Reports E

to download the report.

AIR
Preventive 22/03/2024

202403707-1 202403707 COMPRESSOR - Complete - - E

Maintenance 15:22:27
UNIT

43 |Co-Confidential
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Download Service Report

It will open a Reports

Reports

panel for customer to

Report Name

choose the available Service Report

Request Id

reports for downloading.

202403707-1

Tap Download.
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View Service Report

e

é:::a ST Engi"eering 202403707-1_ServiceReport.pdf

%+ ST Engineering Service Report
C UStO m er WI | | be ab I e Service Request No. : 202403707-1 Work Requested : PM
LOB Service Request No. 202403707 Requester : Serene Loh
to view the details on pai
Maintenance Order No. N/A Purchase Order No. N/A
. . Service Done At : Mandai Hill Camp, 465 Mandai Rd, 729756 Singapore
the SerVICe report In Work Center : N/A Cost Center: N/A
Storage Location : N/A

Nature of Servicing :

PDF format.

Equipments
Model Name Serial No. NSN Number Quantity
AIR COMPRESSOR UNIT AIR COMPRESSOR UNIT ()s981 N/A 1

Services Performed

Task ID Status
6294 Completed
Accepted On Responded On Arrived On Completed On
22/03/2024 03:22:27 PM 25/03/2024 01:42:36 PM 25/03/2024 01:43:16 PM 25/03/2024 01:49:00 PM
Fault Reported : PM for airship 101
Actual Fault Found : N/A

45 ICO_Confldentlal :al:lt Code ;:a:lt Code Description

e
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Thank You




