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Introduction

Customer Service Plugiives your customer Service Department the resourcepiitkly respond to
problems and provide the tools to easily monitor to mletion. Insures customer satisfaction and helps
enhance the "Quality Image" of your homebuilding compbayyroviding timely reports and inquiries. It is
designed to run on your existing Windows based computemsyste

CUSTOMER SERVICE PLUS FLOWCHART

From
Sales Manager Plus
- - SERVICE REQUEST

Homeowners Lot Information *  ° Walkthrough
® Service

® Construction

W

W Work Order
Subcontractor &

MANAGEMENT REPORTING BASE

. Service
Representative

|
-

® Subcontractor Performance Analysis

® Open Work Order by Home Owner
® Service Representative Performance
AND MANY MORE

Homeowner Lot Information

All pertinent details are maintained in a master r@édor easy access, and future reference to key
data.

Walkthrough / Service Requests

All Homeowner Service Requests are logged into the reyfte accurate records and to ensure
important homeowner problems are properly tracked.
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Tracks multiple types of service calls to pinpoint quatityitrol problems and improve customer
satisfaction

Homeowner Outstanding / Work Order Report
List all open work orders and tracks by subcontractostserrepresentatives for work not
completed.

Prints all work orders by homeowner.

Work Orders

Prints work orders for subcontractors and service reptasves. This eliminates the manual
typing effort involved with work orders, which speeds up @omr service response time.

Work Order Aging Report
Lists outstanding work orders by subcontractor or sergpeesentative and indicates elapsed time
since issue date. This provides management with efficieporting.

Tracks work orders with the touch of a button, providinguick update of every customer
problem and its status.

Work Order Report
Eliminates need to maintain manual control log.

Subcontractors

Tracks subcontractor performance, through analysis efntimber of call backs, work order
completion, and gives you the ability to isolate probéerncontractors.

Subcontractor Reports
Subcontractor performance analysis gives you the irdbom needed to negotiate more effectively
with your subcontractors.

Service Representatives
Track work orders by service representatives.

Performance reporting by service representatives @ldpsed time to completion of each work
order.

Identify potential problems through analysis of Work Orélging Report.
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Customer Service Specific Setup

This section will review setup items required specificthhe Customer Service module. Information on
setting up the common database files can be found iG¢heral Set-up & Configuratiormanual. This
manual will also walk you through creating and processingcgerequests and provide information on the

reports provided.

Setting-up Customer Service Representatives

In IBSWINyou can create a database of customer service refases that work with the buyers to
resolve service requests. Each representative irddbebase will appear in a drop down list when

inputting Service Requests (see page 14).

To add, change, delete, or print a list of t o=

representatives, choo§&etup: Customer Service: [[Ree  [Name

Phone

Fax [;

JHN Jon Nemus

(949)652 3312

(949)652 8744

(949)661-2888

(949)532 7788

Service Repsfrom the main menu. To add a ne [ Mark H Karmen

representative, selebstew.

Enter some identifying initials for the ne\

representative in the space provided. Then se

Add to create the new entry and to return

opening screen. Here you will now be able to en

any additional information includingNdame Phone

< |

Mew Service Rep:

Fax, andCell. A list of Customer Service Reps ar

their contact details can also be printed using sove | mew []

Print button.

Setting-up Request Types

Add Exit

The system defaults to three types of Service Requsiwice
Request, Walk Throughand Emergency If you need to categorize
your service requests in more detail then you may ada tybes of
service requests to the list. Each request type thah ile will
appear in a drop down list of available request types wiperting
service requests.

To review the service request types sel&stup: Customer
Service: Request Typedrom the Main Menu. ClickNew to add a
new request type and enter thgpe code when prompted. The ne
entry will appear in the screen to the right where wdllthen be

|Request Types

Type

Description

E

EMERGENCY

R

Service Request

W

Walk Thru

e

Hew | Delete

Exit |

able to enter ®escription
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Setting-up Service Discrepancies

IBSWIN provides a way to classify problem types by usj [customerserics Discrey o
. . . . . « . Discrepancy |Description Trade =
descriptive categories. A list of service discrepandie=s come| [Taret  [applonce notwaring arvL
by default with the system. These can easily be neadifi AUD | Rt aymam fnsal problom [ AUDI
_ o _ CaB2—[Cabinate ropant o —
To review the Service Discrepancy categories ch&@etap: Cer1___[Ceramic Tile - Grout Problem cERA
Customer Service: Service Discrepanciesrom the main GEn [Gom-gomeral__ ara
menu. This will display the current list of categoriedse the | ez —comet-seom o e care
.. . . . ustomer Service repairs
New button to add additional service discrepancies. Theofe [fooor (oot repais
DRY2 Drywall - redo area DRYW
the buttons are self-explanatory. DRYW [ Drywall general DRYW
ELEC Electric wiring problem ELEC -
| [ o]
Note: You can attach a trade to each service discrepancy. T ] tom | note | P | o |
This will create ashort list during service request item == == = =

entry.

Setting Up Room Descriptions

Found undeiSetup: Customer Service: Room Descriptionghis screen is a master list of all the rooms
that can potentially have a problem or service disecrgpar his will allow you to select the room where a
particular service item is located (see page 16).

f L

Note: This list ties in directly with our Designer Center [Rooms For San Juan Estates
(Flooring and Window Covering) modules. If you have either Seq# __[Room Description B
of these modules then it is recommended that you coymudt gg; Bl“““w“ﬂ
designers firsbefore making changes and/or additions to this 003 Bathroom 1
list. 004 Dining Room

005 Living Room

006 Family Room

To add new rooms, selebtew and enter a sequence number || |07 [Kitchen

oos Mook Area

insert the room in the correct location. It is neroeended that you o Stairs
use a numbering system that is in increments of teneXample: [ 212 Feoron

010, 020, 030, etc. Then specify the type of room inRhem |[(oz |MasierBearoom
Descriptioncolumn. 013 |Master Bathroom

014 Bonus Room
015 Study *
Once completed hit thBavebutton to save your changesExit |7 2 -

if you do not want to save your changes. To changedhe of
an existing room, select the room you would like to geaand
delete or type over the room description.

Exit

|| Replace
| Segi

gelm‘ Copy ‘ Print

The Copy button allows you to copy room descriptions from oneqmtojo another. ThReplace Seq#
button allows you to change the sequence of the rooths anfunction necessary for those with/using any
of the Designer Center modules (please see note above).
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Merge Letters and Documents

IBSWIN can use your existing or newly created letters and/curdents which have been created in
Microsoft Word to generate a customizédrm letter for either one or more of your Buyers,
Subcontractors, or Prospects with a click of a bufttws can be done simply by inserting IBSWitNerge
fields that are made available from within Word so that gan create a genenmgerge templatdor each
type of letter or document you use. Each time you print yoerge templatérom within our system, at
specified locations, any personalized information (eegipient/subcontractor name and contact details,
any project/phase information, etc) will be insertatbenatically into youmerge templatand yourform
letter will be created ready for printing.

Creating your initial document

Using Microsoft Word create your template letter or doenimas you normally would leaving blank
spaces or place holders for any areas where informé&ton IBSWIN can be inserted once ydorm
letter is generated. As this is a normal Word document youfaamat this with any fonts or features
available to you in Word.

Inserting IBSWIN merge fields to create a merge template

To insert the merge fields to be populated by IBSWINt digrselecting f R
Setup: Merge Documents & Templateghen Buyer Merge, Prospect, Find A Document
Subcontractor or Contracts Documents depending on the type o | _Find |
document you wish to create. The window pictured will opésing the

Find button, browse and select the document you wish to windiért e | e |

merge fields into and then select #rnt button.

Depending on the document, the version of Word, and etihgronmental factors Word will open either
once or twice and you may even get an error messdgSWIN.

If Word opens once, then please go to the next subhedieging Merge Fields If you go back
to IBSWIN and see an error message then just sigleote. This is normal and is no cause for
concern.

If Word opens twice, then first instance will be teenplate document you created and the second
instance will be an attempt for Word to geneffaren letter (which it will call Form Letter 1). As

we are not generatingfarm letterand there is no data for it to insert you can justngifor close)
that form letter or second instance of Word and retiuyour template. If you go back to IBSWIN
and see an error message then just sgleote. This is normal and is no cause for concern.
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Inserting the actual merge fields

Wh(_an viewing your template_ you will see a new _m(?nu/m_othat IS now D nsert Word Fisld = | 2
available to you in Word. This toolbar will assistuym inserting the merge

fields into your document. To do this you will use theert Merge Fields L
button which, depending on your version of word, will apfesaeither a picture (see above) or as a button
visibly namedinsert Merge Fields similar to the Insert Word Field button pictured. Gergrthle Insert
Merge Field button will be located to the immediate défthelnsert Word Field button.

1 [

When you select thimsert Merge Fields button the list of merge fields available to you (frtBsWIN)

will appear ready to be inserted into your template. Tahikis as simple as pointing your cursor to a
specific location where you would like a merge field, gamghelnsert Merge Field button and selecting
the appropriate field. A merge field will then be inséri@o your document which will automatically fill in
with your data when you generate your letters. Keeptingesls many merge fields as you need and save
this newmerge templatelocument for future use. (Examples of merge letter teagptan be found in the
IBSWINfolder).

Note: If you wanted to insert today’'s date into your docunyent will need to go, in Word, to Insert: Date
and Time and then you can select how you would like theetdadippear in your document when it is created.

Processing and generating custom form letters & documents

There are three (3) ways that you can generate fatendevithin the IBSWIN System:

1. One letter at a time

This is done from within th&ervice: Buyers and Service Requesicreen once you have selected the
relevant buyer. With this screen open sekomt: Form Letters which will allow prompt you to select a
specific document which can be generated for the bugerytiu have already selected. This can used to
create follow up letters acknowledging a request that &éas processed, fax headers, etc. The Sales Plus
module also has a similar function which can be don@fospects and Buyers.

2. Multiple letters

There are two locations from where you can generatgerbe

Please Provide The Name Of The Form Letter

letters/documents in IBSWIN. The first is froBustomer Service: Buyer I

B Lot [Address [Sale Date
VERELST 01 [5141 OAK BLUFF

Letters where you can choose to print from a selection oetzuyithin a

FREEDMAN 11 |5168 OAK BLUFF
WHITE 12 |5170 OAK BLUFF

phase and within specified sale date range or by sedisceepancy. Thefis o -
other location is from thé&eports: Form Letters menu where you carfim™ e -
choose from eitheBuyer or Subcontractor Letters. No matter which Hame——r o s

location you choose to create your form letter frafter selecting any
criteria required to narrow down the buyers you wish teate
letters/documents for a window will open displaying teedif buyers.

10
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Using theFind button begin looking for your desired merge template usimg ube browse window that
opened. By default it will always open to the last doegcobpened and/or the IBSWIN directory.

Note: If this folder doesiot contain your merge template then you will need to beawwshe original folder
where you saved it.

Once you have found and selected your file, clicloOth You will then be returned to the main buyer list.
Now using thePrint checkbox column you can select the buyers that areceive your desired letter.
You can also use th8elect All button to select all buyers. TH&int button will automatically open
Microsoft Word and create your a personalized form letter/documenedch of the buyers that were
selected. Before printing you can scan through the $ested edit them individually if necessary. When you
are ready to print select the print icon & (in Wor

Note: If edits are made to the individual form letters tia¢ly not affect the merge template. If you would
like to do so then you will have to modify the templs¢parately. To save the form letter/s useSaee As
function under theife menu (in Word) and give it a unique file name.

After you have printed your letters IBSWIN will therkagu if you wish to print mailing labels for these
buyers. If you choose to do so, you will be asked if yshwo use the lot address, in most cases you
would selectresand using the Avery 5160 (3 x10) label sheet you can aut@thapdnt your labels.

3. Automated Lettergcustomer service & sales modules orh§ee below.

Automated Letters

'Warranty Letters For San Juan Villas

The Automated Letter feature provides an easy way —
schedule letters to be sent out t0O NEW OF ProSPEQ s Jrmme = i
homebuyers (depending on the module). In the custo
service module the scheduled send date is calculated by
number of days from actuelose of escrow

Setting up your Automated Letters ; — g
To setup your automated letters sel@gtup: Customer s | =

Service: Automated Lettersand select the project in which you would like to set -
your document.

SelectNew, and find the merge letter/document that you wish tedwle with your clients (as pictured).
You can select your desired letter by highlighting the dasummame and clicking oSelect The
document name and path will automatically be inserteadl thé first column of the Automated Letter
screen (Above). Enter a description for that lettdlofved by the number of days after the Close of
Escrow (C.O.E.) that the letter should be sent.

Note: Any letter set up as an automated letter should notdadnfrom its designated location otherwise
your letter will not be able to print because the hvik be broken. If you do, you must remember to create a

11
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new entry in the Automated Letters screen, and ddieteld one. The same applies if you change the name
of the file/document. Also not that it is our recommigtion that your letter/documents, especially automated
one, be stored on the same drive/server as you |IBSifiWare.

Processing Automated Letters

1

There are two (2) ways to process your automated lefthesfirst is when you
first login to IBSWIN.

Select Letters You Wish To
Process Now

Prospect Letters (I

1) If any letters are due to be sent (or are past sbhkeduled date but hayv
not yet been sent) you will be reminded to do so eawhyou login. This is via
a small popup window that shows you if you have any prospeger, and/or
warranty letters (or even any scheduled telephonesesipage 25) that are du
to be sent. These notifications will appear only twmse users with the
appropriate security settings.

Warranty Letters [1
Buyer Call Follow Up [J

If you are choosing to process any or all lettersa@s lggin then you can choose which category/s of
letters you wish to process (or send) by checking theopppte box/s. Sele@K and a window listing all
the letters scheduled to be sent will appear.

Note: If you choose not to process any letters or calthia time then do not check any of the options and
selectOK to continue logging into IBSWIN.

:Scheduled Service Letters for All Projects

S G e L This automated letter processing screen provides you
Type Buyer Buyer Letter Scheduled Send It! |Delete It ~ . R R
SLS__|CHRISSY & PAUL SIMMERS |30 Day loter wenons || with the option to eitherSend All or Delete All
SLS JON & MARY HARRIS 30 Day letier 05/14i200F [ - .
SLs[FRED GREEN 0 Day leter CEEN S letters or you can checkmark the letters you wish to
SLS JIM GREEN 30 Day letter 04/23i2003 [ I . « . .
SLS  |JON & MARY HARRIS 90 Day letier W | - send or delete |nd|V|dua"y. Deletlng a letter will
b e e e L remove it permanently from the scheduled list and you
N Ty B 1 will no longer be prompted to send that selected letter
SLS  |JON & MARY HARRIS 5 day followup 04/102003 | N - to the buyer_

Print Exit S;::d D‘:I.ﬁle

After you have selected one or more letter®timt Microsoft Word will open twice. The first instance
will be the actuaimerge templateand the second will be your newligrm letter with all the custom
information populated from IBSWIN. You can now eithertgaiur letter even further (if needed) or just
print it using the print button.

After you have generated your letters IBSWIN will thesk you if you wish to print mailing labels for
these buyers. If you choose to do so, you will be aglkgxiiwish to use the lot address, in most cases you
would selectresand using the Avery 5160 (3 x10) label sheet you can aut@thapidant your labels.

2) The second way to process automated letters is thrgctly to Service: Auto Warranty Letters
and the same screen pictured above will appear whereayosetect the letters you wish to process.

12
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Processing Customer Service Requests

You can find buyers and their service requests in a nuoftdifferent ways; by last name, by project-lot
number, by phase-lot number, by street address, omigeseequest number. However, if you're entering
the initial service request for a new homebuyer yolfwgt have to enter the new buyer. This can be done
by selectingCustomer Service: Buyers and Service Requests: New Homefau.

Find By Buyer Last Mame
Find By Project - Lot Mumber
Find By Phase - Lot Murmber
Find By Street Address

Buyers And Service Requests
Print Buyer Request Detail
Print Buyer Request Sheet
Print Buyer's Subcontractor Listing

Buyer Letters ¥| Find By Service Request Mumber
Buyer Mailing Labels Mew Homebuyer

Purchase Orders 4

Back Charges 4

Auko Warranty Letters

Batch Fax Work Orders

Buyer Listing 4
Scheduled Calls

Scheduling  Purchasing  Punch List Reports  Setup  Tools  “WebWiew Edit Exit

Buyer Information and Service Request Screen

The New Homebuyerselection allows
you to add a new homebuyer and make
their options selections. You will only be
able to edit the projects you have been
given access to through the security
setup. Select the desired phase by
clicking on the side arrow.

Note: by typing a portion of the
phase name and/or using the
down arrow key, you can
quickly get to the phase desired.

The Buyer Information Screen
(pictured) shows all service requests.
that have been made by that buyer. =
The top portion of the screen provideg:
all the pertinent information about thg;;d

buyer including: address, phongam

numbers, color scheme, and the wor’#éf.‘.‘l.’;s

order expiration date. Other than th

contact details you will notice specifi

information in regards to the buyers

purchase. Each buyer can have @&

unlimited number of Service Requests:
Each Service Request can have an

STEDL ESTATES -FHASEL Div 0l Pharach Homes - Soltal
03 Tract 51663 Seq 03 Proj 301 Ban Juan Estates
b Home Phone () - Fax ) -
LastMame  [EMITH Work Phnl v -zl cemif 3 -
F [FRED & JE41 SMITH Work Phn2 (5 - = eemzf ) -
[5145 OAK BLUFF
[BAN JATH CAFISTRANO CA 91571
Color Scheme oDz
m Elew:[B | SqFt[ 3650
/1 5z ired  [04/15/200% Call Alternate
Expire Followlp Address
RegDate  [Type [Rep [Enter |liems |SchedDt [Complete [Notes |C Commitie Rpt|
04302002 W  [JHN [N 2r s I uces
000076 |04/14/2003 R |JHN 1]i 7 04/25/2003) e
000081 |05719/2003R  |JHN F I ez
K
D
| | 2
Pl - * | New | Delete ‘ Items ‘gme wio ‘ B | LT | g ‘

unlimited number of Items. There are a few things yamukhknow:

1. When theClosed(Escrow) date is entered, tBgpired date will automatically be one yeatter the
closed date. This is the default warranty period whiah loa changed visetup: Company

Config: CustSrv.

2. TheCall FollowUp button allows you to keep a historical record of thenghcalls made to this
buyer and even schedule them. (Please refer to Traakth§&heduling Phone calls on page 25)

13
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3. TheAlternative Address button is the same as tl&urrent addressin the Sales Module. It is
where you can enter an alternative address for ther.bliythis field was entered by the sales
people then it would represent the buyer’s previous addresst@rmoving into their new home,
or it can be their current address if the buyer idgrigatie house or does not reside in it. You can
print letters and labels based on the address enterechédever you will need a different merge
letter template for the address to appear correcthg iSlassuming that your merge template was
setup for the lot address.

4. The Color Schemefield ties directly into the color column in the sequersheet. By double
clicking on this field,a note window will open showing any color scheme or paint sotihat have
been used for the home placed on this lot. If itaslblyou can enter it in here. This information
will appear on selected reports. This will allow youbtdter assist buyers by having the paint code
information handy for any requests.

5. Anyone with the appropriate security rights may editBlyer Information area (in any module).
These edits will transfer globally throughdBSWIN.

Creating Service Requests

1. To create a work order/service request seleddwebutton from the bottom of the screen. Using
the column definition chart below (as a guide) entethal pertinent information for the specified
buyers request/service order.

Buyer Service Request Screen columns defined

Req # Request NumberThis a global variable automatically assigned by §stesn using
the next available number upon creatingesv service request.

Note: The first WO number used can be chosenSetup: Company Config:
CustSrv

Req Date | Automatically defaults to today’s date however it carclhenged if desired. This date
is important and determines the aging of a request.

Type Categorizes the work order byWjalkthrough, §)ervice, E)mergency, or any other
type of request that you have created (see page 7 to addwouivou will be able
to create certain reports by using this type code.

Rep The Service Representative who is responsible forwbek order which can bg
selected from the drop-down list.

Note: The Service Reps shown in the list were entered dgsehg. See Page 7.

Enter Type either & or N to indicate whether or not the homeowner has givemipsion
to enter the property.

14
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Items Will automatically fill with the number of items irhé work order. This is derived
from the number of items entered. To enter items guage 16.

Sched Dt Schedule Datas the estimatedompletion datehat the representative has scheduled
the work to be completed by the subcontractor.

Complete | Theactual datewhen all of the items in the work order have beengleted.
Notes Can be used to make specific notations concerning thie evder.
Comments | Notes to the Subcontractattsat are printed on the work order.

Committee | Allows you to isolate specific problem requests for cbenmittee report. Entex in
Report the Committee Rep column to flag each specific itero. pfiint select from the mai
menuReports: Customer Service Reports: Committee Report

>

2. Once the request date has been entered you will i tee@additems to your work order. Select
the Iltems button to do this. For detailed instructions refer to pegje

3. Use theByr Note (Buyer Note) button to record any notes that pertaithéohomeowner. Select
this button to either view or to add new notes.

Note: This button will turnred if any buyer notes exist.

4. By highlighting a particular service request and selgctime W/O button you can print
Subcontractors’ Work Order. Upon selection the follgnsereen will appear:

Select how you want the WO to print. Firstly selene @r all  Suboontiastor Work Ordoss

Sub:

subcontractors. Then select whether you wislnttude Item cEizEr [ B

" One Sub

Notes or Exclude Item Notes The Work Order Types allow Work Order Type
you to select which notice you would like to print at Hogtom o Moty Custamer Service

O 72 Hour Notice..

of the work order. Th€ustomize option allows you to changg  © instuetions: When work has been conpleted. sian.
the verbiage. Select tBrint, Display, or Fax the work order. EEM - okl totes
Faxing will not work unless you have fax software seRipase

call Pharaoh Customer Support for more details.

114 | Exit | Cuslumize|

Finally click OK to print orExit to cancel and return to tiBiyer Service Requestreen.

5. SelectingPrint provides the user with the ability to print seve i S

different reports including buyer follow up letters. These
listed on the screen to the right. Select your desepdrt.

Choose A Customer Service Report

«Buye eport
" Buyers Request Sheet

Each type of report comes with its own set of choiaed [ Sence npection Form
. . . . C tems
selections as to what information you would like yoysom to © Form Letters
InC|Ude " Lot/Unit Work Order History
0K Exit

15
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6. ThelLetter Trak button displays the letters that have already beentsetihe homeowner. An
actual date can be entered when the letters are médedalso have the option sendone again

if required.

7. To save new entries in the Buyer Service RequestiscpresSave To erase a work order, select
it and press thB®eletebutton.Exit will close the Buyer Service Request screen and promptgy
save any changes. Sel&@sto save and exit ddo to exit without saving.

Note: Deleteshould be used with caution. No requests should be deletedaomork order has been issued

for that request.

If all the items have been given a completion date, updimg, the system will prompt you to enter a

completion date for the request.

keying in a date in th€ompletecolumn on the service request screen.

Adding ITEMS to a Service Request

All the items for smevice request can be marked as completed by

T0 add SPECIfiC ILeMS 10 & Se I VIC Fryry ey
request which will then genera

your work order you must selec
the Items buttonfrom theBuyer
Service Request Screefpage
13). The following Item Entry

Screenwill appear.

SelectNew to add a new item to
the service request number on tl
bottom right of the screen. Usin
the Columns Defined chart

below as a guide enter th

Job

Tract

ERO1 Shelby Rel #1

93151

Div

03~

0. E. Parsley

Proi [BRD

[Shelby Township

Lot [ Ses [02 Cost [0 Home Phone  [(040)332-1838
uyer [NOWIPROS Work Phml  [213ee5-2441 X[
Full Name  [MR NOWIPROS WorkPhn2 [ - [
Address [456 Skyigw L Fax () -
[Cota de Casa CA 91433 Cell 1 () -
Plan i Elev: [ SqFt [ 2EED Cell 2 i - Call
Closed [omAss20on Expired  [M/15/2000 Color Scheme Followlp
Ttem #|Trade Sub Discrepancy Room B/Chrg|Amount [Recy'd On  |Sched Int ComplIx |SBES00 Itele;
Gl APPL (GEODDO1 |APPL Picture| 2nd Room 0.00 |12/21/1999|/ / I . This is
002 (CARR (ABCOD3 (CAEl Picture| 3rd Room Y -350.00 |01/20/2000)/ / ir . Youco
003 |ACCE |JJB CAB2 Picture| 5th Room 0.00 |01/20/2000|/ / I I This is
< | o[
Request #:
Save ‘ New | Deleie | MNotes | Add Sul:‘ W0 ‘ Add PO ‘ Edit PO ‘ Iiﬁt':;]ﬂ ‘ Exit ‘ 000031 -

pertinent information for eack _

item in the respective columns.

The information in these columns will appear in yourcsuibractors work order.

Item entry columns defined

ltem #

Incrementally increases as each item is added toettpgest.

Trade

Select a trade for the item by clicking theade field and selecting it from the
drop-down list. The trade codes found here can be edited fhe Setup:
Subcontractor Trade Codes: Subcontractor Trade Codemenu.
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Sub

If a subcontractor is assigned to the selected tradesuhcontractor code w

automatically appear in this field. Otherwise, selestilecontractor from the drop
down list. This field can be changed if the subcontraistoot correct or another

one will be used fothis work order. This list should also include any intefnal

people that for some reason may require a work order.

Discrepancy

Here you will find the drop-down list of discrepanciestiade. This will be use

for further analysis and reporting for each phase. Yoy ada or edit a categoty

in the customer service setup menu. (see page 8)

L

-

D

[
all

Picture This function allows you to insert a picture of the peabitem to store in you
database as reference.

Room From the dropdown list select the room where the ceriéem is located. T
setup the list of rooms go to page 8.

B/Chrg If the subcontractor selected for the work order isthetsubcontractor that d
the original work in the project, or if they were regpible for the problem,
Backchargemay be required. (please refer to page 20 for detailediatistns). A
backcharge is a credit purchase order.

Amount If there was a charge from the subcontractor to donk you would enter i
here. AnyBackcharge totals/entries as per previous column will automatig
appear here.

Recv'd On | Defaults to the date of entry of the line item, tlkighe date that this item wg
received as part of the current service request. Thisadat be changed.

Sched Dt This is the date the subcontractor is scheduled to dadhie This will be used
to print a Scheduling Report for each subcontractor assign

Compl Dt Subcontractors date of completion. This field is @ltio any aging reports ar
determines whether or not items are still open dvect

SB800 Allows you the flag a service request item as an SB80@ iféis will allow you
to track this item to comply with the SB800 regulationsr (Californian
homebuilders only). For more information please redekppendix 1 on page 25

Item A short description of the work to be performed. This loa up to 100 characte

Description | in length and is used to describe the nature of a proflam.will print on the

work order and other detail level reports.

S

d

-

S

There are also other buttons in ttemsscreen that you need to be aware of.

Call Located above the SB800 column this button gives you atmelss call history/follow ug

FollowUp screen as described on page 25 under Tracking and Schedulirgg@ilsn

Delete Allows you to delete the highlighted/selected line iteomf the request and returns you
theBuyer Service Requestcreen.

Notes Use this to record any information pertinent to amit

17
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ms

bee

Add Sub Allows you to add a new subcontractor on the fly.
Note: only personnel with the appropriate security settingada subcontractors will be
able to access this screen.
wW/O Allows you to print a single work order for the specifem that you have highlightet
(Normally you will print work orders from the servicequest screen so that all the ite
for the same sub will be included on the same work grder.
All Work Order Typesprint the same Work  ReauestltemWok Ovder
Order however with the verbiage of yo
ChOICG Work Order Type
@ Motify Customer Service within 24 hours of receipt:
Q 72 Hour Motice..
Se|eCt Whether tOInC|Ude Item NOteS or Q Instructions: When work has been completed, sign.
Exclude Items Notesand whether or not you —
want toPrint or Display the work order. After |« pispiay ;. nclude ltem Notes
the report has been printed cligkit to return - Fex
to theltem Entry Screen ok | Ea | Customize |
Add PO This button will generate a purchase order referencimgehvice item that is selected. S
section below for details.
Edit PO This button allows you to edit an existing purchase order.
Exit You will be prompted to save before exiting. Eithertefse will take you back to the ma

Buyer Service Requestcreen.

1y

Upon exiting theltems window you will be returned to the ma8ervice Requesicreen. Here you will
notice that the number of items will have automdtidaéen tallied for the service request in thems

column.

18
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Purchase Orders

Within the Customer Service module you can now createspecific types of Purchase Orders (or Back
Charges). One is a standard lot specific or non lotifgpédirect/indirect) purchase order, and the other is
tied directly to a service request item and is creatau fvithin the Items screen as described on page 16.
Below is an image depicting the menu system for thedatdnPurchasing Orders section of the Customer
Service Module. Each menu item will be defined in tHieiong section.

Purchase Orders add a Purchase Crder Lot Specific Purchase Orders
Auko Warranky Letters Find a Purchase Order Mon Lot Specific Purchase Orders
Batch Fax Work Crders Purchase Orders by Phase

Buwer Lisking ¥ Purchase Order Cosk Detail

Purchase Qrders by Subcontractor

Adding a Standard Purchase Order

Pharach Homes - SoCal

There are two categories of Purchase Orders thatec

. Purchase Order #: 002570 2::. 21m S o Juis E states
created. These arépt Specific— for PO’s that relate  LotSpedific T
to only one specific lot, andNon Lot Specific— for |" ™ b = o ——
PO's that relate tall lots in a particular phase. I [T Fac T o
SR A ST N O EGETE T

Select Service: Purchase Orders: Add a Purchasg P cost (Tl An
Order from the main menu. Once you have selected
phase and lot (if non lot specific do not choose alto
this time) the above screen will appear.

Note: Both the lot specific and non lot specific v | sew [owen | £om [mea] 0 | T

screens are identical.

1. To add an item to the P.O. it is best to start salecting the appropriatendor or subcontractor.
This is done using the pull down list at the top left-heodher of the screen. Selddew from the
bottom of the screen to begin adding your Purchase Qedas from this particular vendor. You
will notice that theQty, Cost and Total Amount columns will automatically fill with ‘O’ value.
Enter all the pertinent information for each spediierchase Order item that you want to order
through this vendor. Use the chart below as a guide.

Purchase Order main screen columns defined

Qty The number of items you wish to order.

Unit The unit of measurement for the particular item.

Item/Product | A description of the item and/or product you are ordering.

Cost The cost per unit or item.

Total Amount | This is filed in automatically and is calculated by npling the quantity of items
purchased by the total cost per unit.
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Notes To add additional notes or information regarding that @aet item. The field will be
highlighted in red if any notes are entered.

Cost Code This is used to accurately assign this item to the apiptepcategory for exporting
purposes to your back office accounting software (if apgpéga

2. To print or display your PO select thant button

3. A backcharge is a credit purchase order. To backchargenarselect tha8k Chrg button. A
window similar to the main PO screen will open. Relithe same procedures to add items and/or
products to backcharge as is outlined in section 1 abtheftthe page.

4. To save new PO'’s or backcharges séeste To erase a particular item select it and then phess t
Delete button. Exit will close the PO screen but will always prompt youstwe any changes.
SelectYesto save and exit ddo to exit without saving.

Miscellaneous PO Menu Items

There are several menu items found undeiSewice: Purchase Ordemenu which are briefly described
below.

1. Find a Purchase Order: Allows you to find your desired purchase order by PO numbés view
a list of all PO’s from all phases and projects. Pwelarders by Phase: Speaks for itself.

2. Purchase Orders by PhasePrint or display aPurchase Order Summary Repofisting and
totaling the cost of each lot or non-lot specific passhorder and back charge per phase. You can
also narrow down your selection by choosing eitherdsted or service PO’s only.

3. Purchase Orders Cost Detail: This selection prints (or =iy Fo
displays) a report showing purchase orders sorted by CANSubs A Casine [
subcontractor trade code (cost code). © AlPos

e T

4. Purchase Order by Subcontractor: To print a selection of - orandard PO<
purchase orders sorted by either one or all subcontsadibe o
various PO options can be see in the screen below. * Display

Customer Service Purchase Orders

The main difference between a standard PO and the cerssemvice PO is that customer service PO’s will
reference the service request and item number on thal &urchase Order whereas the standard PO’s do
not. Service PO’s can also only be created frominvitie items screen of a buyer from where you cam als
edit them.

20
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Back Charging a Subcontractor

Back Charges can either be made fromltbm Entry Screen(Page 16) by selecting(es) in theB/CHG
column or from any purchase order screen viaBtieChg button. Selecting either of these will open the
main back charge window and is pictured on the next page.

The Project Phase andLot information will already be prefilled from tHeems Entrywindow. Click on
the down arrow in th&ubcontractor to Backchargefield (on the top left) to select the subcontractor
from the drop-down list. The subcontractors detailsautomatically be displayed.

Note: The list of subcontractors to back charge consisti subcontractors in your subcontractor database.

SelectNew to add the line items applicablg

to the back charge specifying tley, Unit, =5 - Charge# [003423

Item Description andUnit Cost The total TR e Div [ [DE Pasky
amount will automatically be calculated as Sj;nli‘;ﬁcf””*‘”"“ o byt
negative amount. ThBlotes column allows | rewrorrsesca [ca [o321 ;r.::ﬂ 32191 Seq 5 Plan T
you to enter an extended description and | e mvemms—— I

Cost Codecolumn to chose the cost code | Trde: ArPLisnces —
WhICh the Ilne Item W|" be accounted Oty Unit Item Description Cost Total Am

Using thePrint button to print or display
either thelntent to Backchargenotice or
the Actual Backcharge If the backcharge is
being created from within thikems screen (g | j—‘
or a Customer Service purchase order tt
the service request and item numbers will
referenced on to top right hand corner of each document.

Save | New |De|ete| Print ‘ Exit |

After saving and exiting you will return be returned tinei the mairitem Entry Screenor the purchase
order from where you generated the back charge.

Batch Fax Work Orders

If you have the batch faxing add-on activated thenfibis theBatch
Fax Work Orders menu item that you will be able to bulk fax yo :

work orders to your subcontractors. Please refer tdaheh fax user|  phase |Big Ranch Pha: 01 |
guide for details.

" Include All Work Drders
" Include Work Drders Mot Previously Sent

[ Toggle ALL Work Orders for Batch Faxing!

L Exit
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Other Customer Service Menu ltems

The following will explain some of the other itemaif@ in the Customer Service menu.

Print Buyer Request Detail

The Buyer Request Detail Report shows the list ofeerw

requests for a specific buyer. Some of the informat GB;re':ela_i'H;wt :

included is the description of the request, t EP S s [o00013 ~]
subcontractor, the scheduled and completion dates, ani

date of the request. * Completed Items

+ With Buyer Hotes

" 'Without Buver Notes

[+ With Request Item Motes

" Without Request Item Notes
* Print

" Display

Print Buyer Request Sheet

The Buyer Request Sheet is similar to the Buyer RequasbriRabove, and although not as detailed it
does include the biling amount.

Print Buyers’ Subcontractor Listings

This is a very simple list showing the subcontractesponsible for any service request submitted by a
specific buyer. This report is a warranty contact W$tich can be given to the buyer so that they can
contact the subcontractor during the warranty period.

Buyer Letters

This menu item allows you to primerge templatdetters or documents that you created previously (see
page 9). For detailed information about creating custam fetters or documents to your buyers please
refer to page 10 under the subheading of Multiple Letters.

Buyer Mailing Labels

This menu item allows you to print mailing labels adiag to your selection criteria. Initially you will be
able to narrow down your desired buyersiyision, Project Phase andLot and then finally by visit
date. Then, like in the Buyer Letters, you will be ahle check which buyers you would like to print labels
for.
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Back Charges

This menu item does not allow you to create back chatgesly allows you to view, display, modify, or
change existing ones. You can also print a back chargeatymeport. To create a back charge please see
page 20.

Auto Warranty Letters

This option allows you to print any automated letteeg Hre remaining to be serfiIEEEEEr-
but were not processed upon logging in. Please refer to pag®r further
instructions and details. e o TTr———

#One Project " All Projects

101t [ Big Ranch -
oK Exit

Buyer Listing

Prints a list of buyers sorted by project or by phases report includes all relevant contact details along
with the sale and close of escrow dates.

Scheduled Calls

This menu item allows you to process any scheduled phalisetbat were not previously processed.
Please refer to page 25 for further instructions and sletail

23



IBSWIN Customer Service Plus — User Guide

APPENDIX #1 - SB800 Service Request Items

The SB800 legislation has been effective since Janué&903 and establishes a mandatory process prior
to the filing of certain types of construction suit$isThill currently applies to California only. Wheneve
there are defects alleged by a homeowner in new résideonstruction it ensures that any action against
a builder, subcontractor, product manufacturer, or desigressiohal is governed by a set of standards
that has been set forth in the SB800. These standangwrise of a timetable set over a 300 day period
which requires certain notification via letters, pharadls etc., with appropriate action to be taken at
specific points during the timeline. In IBSWIN we haveated a simplified yet effective way to handle
these types of requestor more information please talk to your management.

Tracking and Scheduling Phone Calls

From the main service request screen (and items 3greercan track and schedule telephone calls to your
buyers, thereby ensuring you maintain contact with thémn you need to and creating a history of calls
made to them. To access this function in either ®ftireens use ti@all FollowUp button.

| Service Calls For

p——— TDate To CalllDate Called [Call ComploteDialog From the screen pictured you Wi|| see that this
¥ Rhng regarding service request #45// / 04/23/2003 [ Dialog screen handles both the scheduling of calls to be
Call regarding SB800 item # 23 05/04/2003 |7 / [ Dialog

made in the future and where you can log calls as
you make them. To do either you begin by
selectingNew and entering a brief description of
the call that was made (or is to be made) and
! | j—‘ using theDialog button enter in any extended
information about the call.

New ‘Qelete | gn'm‘ Exit ‘

Scheduling Calls

Following from the previous paragraph, if the call youemtering is to be scheduled enter a date in
the Date To Callcolumn. This will trigger a popup window similar to theautted letters letting
you know that you have a call to be made. If you chdoserocess these then the system wiill
generate &all Worksheetlisting all the calls that need to be made. This wioeks includes who

to call, their contact details (including phone numbefat the call is about, and the extended
dialog information. As each call is completed you wéked to go back into the buyer record and
into theCall FollowUp screen and put a checkmark in @&l Completefield, otherwise you will
continue to be prompted to make this call each time ggaor.

If you just made a call and wish to log it then once lyave entered the details pertaining to it all you need
to do is check th€all Completecolumn. Doing so will automatically update tbate Calledfield with
today’'s date. This date can be overridden if need be.

The Delete button will delete the selected call/item and Bvent button will allow you to print the call
history for this buyer.
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Flagging a Service Request item as an SB800 request

In the item screen (which lists all the iten
pertaining to a service request — see page

Call
Followlip

there is an SB_800 column thqt can be che .o T ed Dt ComplDt |SB800|Tiem Dercription
marked to flag it as an SB800 item. 1520027 7 I, —  |FIX MICROWAVE

_ _ f15/2002|/ | L v REPAINT CABINETS
Doing so will allow you to track all SB80(;z2gp2l; 7 I, |— wires cut
items using the Print button from the ma

service request screen. This report can &asu

be printed by phase from tiReports: Customer Service Reports: SB800 Items Report

SB800 Automated Letters

Automated letters for SB800 items can now be setup sitoilaow you would with the standard warranty
letters as described on page 11. The main differenceishénat it will only be sent for the items check
marked as SB800 (see previous section) and these lettehsacked separately and can be viewed from
the items screen using ti8B800 Lettersbutton. The associated screen will list all SB800 autedha

letters that have been sent for this buyer.

During the setup of your SB800 letters found underSéip: Customer Service: Automated Letters:
SB800 Lettersmenu you will schedule your letters according to the tireadr correspondence outlined in

the SB8O0O legislation. Please talk to your supervisor tmenmformation.

Note: Make sure that when you schedule your letters that yoouat for post/shipping time.
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Warranty Surveys

| Warranty Survey Questions For San Juan Estats Customer  Service Warranty  Surveys
TR o oo ol o s Gy o [ Py P |L| information for your homebuyers can be
02 |How quickly were the walk thru items resolved? | Menu Only Menu | Service tracked and recorded from within IBSWIN.
03  |How has ielephone supporibeen? Menu Only Menu | Service H H H
00 TOmsoemlsof1 04— kow do purem 7 T e The questions/information that you want to

05 _|Da you like your service rep Menu Only Men | Service use can be setup from the Surveys menu item
underSetup: Customer Service

In this screen you will be entering your
homebuyer survey questions. Simply by
selectingNew enter theQuestion Textand
then select thdkesponse TypeYou have 3

0 | f options to choose from: Menu + User Entry,
= | tow | potte | pim | et || Menu Only, User Entry Only. Menu means
that you have menu items to select from and
User Entry menus that there is an extended answecanabt be defined by a menu option. Select the
appropriate option for the type of answers or respohgeguestion requires.

If you selected a Request Type with Menu iR suer uestos For Son unEsaes

. Seqit [Question Text [Response Type System [-]
then select the Menu button in th8 dolumn  [{o v me v i iess ot Moy Only Jnem | Service
. 02 |How quickdy were the walk thru jlems resolved? Menu Only Menu | Service
and you will now be able to enter the Mel[ju |mmias o saportbennz Ve Only o [Service
items (answers). Using a Menu response allCi o o e e T i
you to do a better analysis of your homebuyer
The print button a will allow you to print you pme e Bl e e -
list of questions and the associated me R 55 ran ¥ e |
responses. B[ e 30 s
<
Queeans Hew ‘
I 3 < | o

| New | Deletel Save ”

On the homebuyer side, in the buyer service request
entry screen, you will see a button “Warranty Survey”
that will display the questions and answer menu that
you have entered in the setup area above. For each
homebuyer you can enter their responses to you
customer service survey.

In the Reports — Customer Service Reports selection,

you now print out the Warranty Survey reports for
the desired phase or project.
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