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Summary.

Your home office will dispatch you a specific
Service Appointment (SA) that you will use
to access your BUNN Work Order.

The Parent WO is simply a container for
Children WQO's.

* Asingle service request will be one Parent WO
and one or more Children.

Nearly all activity is completed directly from
the child work order, except for starting
travel and completing the Field Service
Report (FSR).

Note: Completing a Field Service Report with a customer signature is required.

Use the Field Service mobile app to alert us when you start travel,

Service

Appointment

Access the
Parent WO

arrive and when you have finished the work.

Start Travel

N—

)

Sign FSR

~———

Check In

Add/Edit
WOLI’s

Add Files

)

Submit
Concession

)

Check Out

~——

)

Launch

| Virtual Tech




1. Locate and install the Salesforce Field @% @ g%

Service mobile app from your app .n.
store and tap the app icon to open it. °
@ Done @AT&T‘-?-‘

Ta p t h e + I CO n I n th e to p rl g ht . bunnportal.force.com/Partners ;_o:; T: ’ 45:;5

2. From the Log In screen, tap the gear
icon in the top right.

4. Inthe top field, enter
bunnportal.force.com/Partners and
then tap Done in the top right.

This field is case sensitive, so be sure to use the capital P on Partners.

5. Enter your username (home office)
and password, click Log In.

Continued on next page....



First Login - Conuinbes;

6. If prompted for a Validation Code, © iy D
please contact your office as it will be

Salesforce account is secure, we have to verify your identity.
* Access your basic information

in the inbox associated with the login

jarreseeesenn @**nn.com. * Access and manage your data

t h e y p rOV i d e d . e Perform requests on your behalf at any time
(Not you?)

7. Click Allow.
8. If prompted, pick a 4-digit passcode.

This passcode will be used to open the
app should you not opt to enable the
optional touch or face ID features. (®

Do you want to allow access for bill.mills@bunn.com fslqa?

Create Passcode @ Touch ID

9. If prompted, you may Enable Touch ID
to allow quick access without e e S wrn o s e &
passcode. Some newer devices may 0000
replace the touch ID option with Face
|d. These options are individual D

preferences and can be enabled or

skipped. e



Field Service Mobile
App Navigation



Schedule

Service Appointments

After launching the app, you land on the s e S
Schedule by default. " GLENARTHUR | e
| é’; it Q“TH ST ;
Each appointment lists a start and end apé
time at the top. The start time is the ETA Tomorrow - Tuesday, Feb 15
your office entered when accepting the Ve B2 B Rl e it
work. Additionally, you’ll see the service
appointment number (SA#), the status 9:00 Am - 10:00 am
of the work, the time zone and the site <1> SA-489907
Accepted - Southeast - Eastern Time - false
a d d reSS . 1301 South Charles Boulevard, Greenville, NC
27858 US
1. Tap an appointment to open the
Work Order. 11:00 am - 12:00 pMm
_ _ SA-489898
2. Tap the Calendar |Con In the top Accepted - Southeast - Eastern Time - false
right to move forward or backward sresaUs e Greenile NG
by up to 45 days in either direction.
¥ Actions
Gz i a




Managing a Work Order

e Start Travel e Add Files
e Check In e Checkout
 Add WOLI - Parts * Field Service Report

 Add WOLI — Expenses



Start Travel

1. From the Schedule, select

Service Apprint

the Service Appointmentto ™ 7T K
O p e n t h e Pa re nt WO r k merLEN ARTHUR o . \\;\;)OF}:1{)3R3[);R2457
Order. *

2. From the Parent Work

Start Travel
X Step 2

START TRAVEL

5 OVERVIEW DETAILS RELATED FEED
_ &Maps’

the start time if required.

A new Travel WOLI has been created. Update

Start Til
Order screen, tap the oy~ : o
. R — N St Louis \\wv Washingto! February 14, 2022 11:15 AM Q
Actions button at bottom. e s
@ SA-489907 . =0 C| Servicer Rates *
Accepted - Southeast - Et gftans Coaia -
. wo- Regul
Ta p Sta rt Tra Ve | . 1237215:062" —_— . Work Order - WO 13332457. egular O]
| 9:00 AM - 10:00 AM Start Travel oT @)
4. Adjust the travel start time T1:00 au - 1200w —— 0

SA-489898 Greenville, NC 27858 US |

and rate type as necessary. s [

1301 South Charles Boule
27858 US

ETA: 13 hr 45 min P> SignFSR

5. Follow the onscreen |
prompts, tapping Next until _ G s

£l [
o
|=

you see Finish —tap Finish. e s o m & s — (5)

iiiiiii




Undo Travel

If you mistakenly start travel on
the wrong work order or your
home office redirects you, follow
the below steps to “undo” your
travel:

1. From the Parent Work Order
screen, tap the Actions
button at bottom.

2. Tap Start Travel.

3. The system recognizes you
have already started travel
and provides the ability to
“undo” travel and return the
appointment and work order
to its prior state.

<

WORK ORDER

WO-13332457

Accepted Parent DUCK THRU #15

i ° x Start Travel o
OVERVIEW DETAILS RELATED FEED Step 1
SERVICE APPOINTMENT UNDO TRAVEL

sas City Indianap You have already started travel.
o St. Louis N owy
X Clicking next will delete your travel WOLI's and
L update the Appointment, Parent Work Order,
\ and Children Work Orders to Dispatched
™ m, status. You will receive a dispatch email again
wéfaps * Charlotte after completing this action.
Tuesday - February 15, 2022 & Actions
9:00 AM - 10:00 AM | Are you sure you want to UNDO your travel? *
| Work Order - WO-13332457 Yes O
1301 South Charles Boulevard, |
Greenville, NC 27858 US Start Travel No O

( SDRECTIONS > ; Launch Checklist

ETA: 13 hr 45 min

| Service Appointment « SA-489907

vvvvvvvvvvvvv

FFFFFFFFFF L {
P> SignFSR
¥ Actions
— |
Schedule Prof§
ul

&t
1=
feo

Profild
,




Check In

1. Tap RELATED on the Parent Work <
Order. WO-13332457

Tech En Route « Parent OTHRU #15

2. From the related list, tap Child e B
Work Orders to see a list of (25 enavorcorae-1o
children.

Service Appoint

Tap a Child Work Order to open it. Bt ER (5) # otons

4. Tap DETAILS and review all Work gpmas
Order details, such as the | (&) omn
machine to be serviced, problem $  sakanwo
description, and more. 5 scaties

& Submit Concession

’ Check Out

5. Tap the Actions button at bottom.
6. Tap Check In. - B G

-

¥ Actions



Check In - Continties!

7. The initial check-in screen x  Gheckin c

provides general work order P

X Check In . Check In ¢

details, like the details tab on the |

. . . Check In Time for WO-_1 3332458 must be later
prior screen. Review the details ceck e st Time: F 14,2022 creck
hours.

a n d t h e n ta p N eXt * Work Order Number: WO-13332458 Update the Travel Start Time below if it is Work Order Number: WO-13332458

incorrect.

Product: ULTRA-2, BA 120V BLK/SS) Account Notes: THIS IS A PRINTED WORK
: ORDER NOTE FROM THE ACCOUNT. PICTURE
8 . YO u h ave dan o p p ortun |ty to Serial Number: Tra\,e, Start Time OF SERIAL NUMBER IS REQUIRED FOR ALL

INSTALLS, REMOVALS, REBRANDS,

C h an ge yo ur traVE| Sta I't h ere If NTE: 850 February 14, 2022 11:15 AM o PURCHASE REBRNADS AND SWAPS,

Problem Description: This is a test worl Location Notes: THIS IS A PRINTED WORK

needed. Otherwise, enter your et conen | o T —

Check In time and confirm your NG ° ey e PROBUCT LINE
rate type before clicking Next. Top Nt to heck I the Work Ot | 1o s - e ore faow e oapoen o™

Regular

9. Finally, relevant BUNN notes are or
displayed for your review. Please Holay o
read all notes™* and tap Next until
you see Finish, then tap Finish. -
@ ©

O @

Tap Next to Continue

*Notes often include specific BUNN and/or customer requirements that are required to ensure claim payment.



Add WOLI - Pare

1. From the Actions menu,
tap Add/Edit WOLI.

2. Select Add Parts from the
list and click Next.

Enter the quantity.

4. Search for a product by
typing the name, part

number or by scanning the (@)

product barcode.

5. Multiple parts may match
your criteria. Tap the part
being installed.

6. Tap Next, Next, Finish.

Work Order - WO-13332458

Check In

Add/Edit WOLI

Add Files

Submit Concession

Check Out

Launch BUNN Virtual Tech

Inventory

¥ Actions

a
Notificatior

ffeations - Delete Expense

@

Please Select: *

>Add Parts
Add Expense
Edit Parts
Edit Expense

Delete Parts

A

X Add/Edit WOLI
Step 2

ADD PARTS

"This asset has an active warranty ar
require a part return.

Please do not discard parts until wari
determination is complete."
Quantity *

1

Search for Product *

4 )oos00

X Add/Edit WOLI
Step 3

ADD PARTS

Select Product *

10060060 > EXPANSION VALVE >
MANUFACTURER: RANCILIO

10060051 > ANTIVACUUM VALVE >
MANUFACTURER: RANCILIO

00600.0000 > SEAT CUP, FAUCET
SILICONE > MANUFACTURER:
BUNN

00600.0001 > SEAT CUP,FAUCET
BLUE SILI-TCD > MANUFACTURER:
BUNN

00600.1000 > CUP, FAUCET SEAT
6PK > MANUFACTURER: BUNN

Back

O] -

O

O

«®

O

D

Part WOLI’s should be added as parts are used, rather than when the job has concluded.
This will us to warn you if you are nearing or exceeding the NTE.




Add WOLI - EXpERSE

1. From the Actions menu,
tap Add/Edit WOLI.

2. Select Add Expense from
the list and click Next.

Add/Edit WOLI
x Step 2 e‘

ADD EXPENSE

Expense Type *

Parking v
3. Select an expense type -
p y p ¥ Actions Airfare @3 1

from the list of available
options, like Parking, Tolls,

Lodging

ce*
Miscellaneous CS) 8.00

Work Order « WO-13332458

. . &  Checkin
Shipping, etc. @ Oter
Parki
4. Enter the quantity. 5 aaies pdparts Ok
Parking/Tolls
&  submit Concession <2:> Add Expense h
Shippin
Enter a dollar value. et parts e
% Check Out Tariff
. . Edit Expense
6 . Ta p N ext, N ext’ F| NIsS h . &  Launch BUNN Virtual Tech N Tax
] i a Tolls
Schedule Inventory Notifications § - Delete Expense Back @
r

Expenses, like parts, should be added as soon as you know about them.
Adding WOLI’s immediately allows us to warn you if you are nearing or exceeding the NTE.




Add Files

% gg;lfiles c
1. From the Actions menu, UPLOAD FILES
tap Add Files. e

2. Tap the Take Photo option
to launch your camera app
and take a photo now or
use the Select Photos % Actions
button to browse for a

(2 2 Take Photo P9 Select Photos

. Work Order - W0O-13332458 *Please do not upload any payment related
photo from your mobile attachments.
device. % Checkin
3. Tap Next, Next, and Finish ¥ hadfediwoll
to attach the item to the (LF  sasries
work order.

; Submit Concession

&  Check Out

Great for copies of your work slip,

completed checklists, photos of & Launch BUNN Virtual Tech

equipment, etc. — —
dupmens s m & & G Iz




Validation will prevent a user from checking out if the Check In
action has not been performed.

Check Out

From the Actions menu, tap Check
Out.

1. Select a work status.

@ Check Qut
= | Step 2

Verified SN

@ Check Out

ke = | Step 4

@ Check Out
Step 3

Check Qut

(If anything other than completed, the X sepd

CHILD WORK ORDER CHECK OUT

TB0O0038746
work order will move to Awaiting Return W _ NexT:
] . CHILD WORK ORDER CHEC( ork Performed: Educated
Trip. Alert your home office of needs.) Tl vered Moce proper use. Add Part 0O
Work Order Information: B3 Created WOLI's: dd o
Add Expense
2. Complete the check out N 00000002 - ACTUAL TH
. - 1 SBUX T&M SERVICE - TR .
S EAEE. e Continue Check Out ®

queStlonnalre.’ tapplng NeXt Account Name: LEAN & LQ gd
after completing each screen.

00000003 - ACTUAL LAl

. SBUX T&M SERVICE-LAE
Location Name: THE BIG Bl

Arrival: Sep 16, 2019 at 3206504 - ACTUAL PAI

Work Status * CUP, FAUCET SILICONE-

3. Verify all work details are

Restoration

accurate.

Add additional parts or
expenses or use the Continue
Check Out option to proceed.

6,

September 16, 2019 6:29

Repair Code *

Back

T . |

00000005 - ACTUAL EXI
T&M NATL RATE SERVICI
SHIPPING/MISC OTH- Q1

00000006 - ACTUAL PAI
CUP, FAUCET SILICONE-

Tap Back to make any char.

Back

g~



Check Out - Conunues, S,

Check Out
X Step 5

5. Tap Work Completed when done adding WOLI’s, GHILD WORK ORDER CHECK QUT
then Next, Next, and Finish to complete the check Work Orders WO-10015903
out process. Location: THE BIG BIB 58Q
Asset: TBO0038746
Product: TB3
Reminder: The check in and check out process is per
piece of equipment, and each piece of equipment should .
have its own child work order.
Work Completed @

Completing the check out process will place the work orders in a “Resolved” status. Claims do not get automatically
submitted to BUNN. Claims must be reviewed (all details from tech will be present) and submitted via the portal.




Field Service REPGIRS

1. From the Parent, tap
and then Sign FSR.

2. Tap Get Signatures, and
then select Customer.

@ Service Report 4 @ Service Report
S E—— -
September 16, 2019 o m | (e
@ Signature ‘

Please sign to confirm completed
SERVICE REPORT PREVIEW Name*

A | Joe Customer

3. Complete the Name field
with the “printed name”
and obtain the signature.

Customer”

4 . Re p e at Ste p S 2 a n d 3 ¥ pcticris .“.. — | All signatures collected
S e | e Ctl n g Te C h n I C I a n . Work Order - WO-13332457 > o 3 1

&  start Travel

Sep 16, 2019, 6:59 PM
Customer: Joe Customer

5. Tap Generate Signed e

R e O rt Technician: Joe Tech
p Service Appointment - SA-489907 /

@ Sign FSR Get Signatures Generate Signed Report

¥ i | T

e
:::
Schedule

5|

o
-
profile




Submit Concession

< WO-13332458

Before submitting a concession, its important OVERVEW DETWLS RELWTED D
to know that as you’'ve used our mobile app No ssset assigned
to Start Travel, Check In, and Add WOLIs,

£ Work Order Line Items

we’ve been creating both estimate (used for
concessions) and actual (used for billing)
work order line items in the background. You
can see the list of these WOLIs at the bottom
of a child work order, shown at right.

Because we’ve been creating estimate lines
for you, all the work you’ve done up to this
point is already on file and you only need to
add details that aren’t yet on the work order
— like additional travel, labor and parts for a
second trip.

Please see instructions for submitting a concession on
the next slide.

( ) 75% WO-13332458
ASSIGN ASSET

WORK ORDER LINE ITEMS (8)

75% WO0-13332458

V4 00000027
Actual_Travel - Completed
V4 00000028
Estimate_Travel - Completed
00000029
Vv

Actual_Labor « Completed

View all work order line items

¥ Actions

K

00000027
Actual_Travel - Completed

00000028
Estimate_Travel « Completed

00000029
Actual_Labor - Completed

00000030
Estimate_Labor - Completed

00000031
Actual_Parts « In Progress « SEAT CUP,
FAUCET SILICONE

00000032

@ Estimate_Parts - In Progress - SEAT CUP,

FAUCET SILICONE

00000033
Actual_Expense - Completed

00000034
Estimate_Expense - Completed

¥ Actions

.
c o
E



-

Submit Concession

J

1. From the Actions menu, tap

. . X Stkermit Concession —
S u b m |t CO ncession. x SS::E:mt Concession ¢ e x g‘:tte,lrljagwlt Concession o
. . CONCESSION Estimate WOLI's
2. Review the list of WOLIs, tap WO-13332458 - DUCK THRU #15 o o
A d d R . d | . k N t :JFl.F"rzzzlzll_.;ﬂGa - ULTRA-2, BA 120V BLK/SST WO0-13332458 - DUC one
O r eV I e W a n C I C eX * ULTR243168 - ULTRA 00000028 - ESTIMATE TRAVEL - O
Current NTE: 850 (FRAZIL) HOURLY - QTY 1
3. Here you can add travel, labor, CurenNTESS0. | 00000030 - ESTIMATE LABOR-
oncession Status: REGULAR - QTY 3.25
p a rtS O r eX p e n S eS . S e | e Ct a n ¥ | *Selecta WOLI from the below Estimated list if
. | it needs to be deleted or edited. Add WOLL- 00000032 - ESTIMATE PARTS - SEAT O
option and follow the on-screen ek rr - wor3552 CUP, FAUCET SILICONE - GTY 1
. . | stimate 50 * --None--
prompts. You will return to this 5 e (DN 00000034 - ESTMATE EXPENSE -
f h d d W h @Add or Review O] Add Travel B
p a ge a te r e a C a ° e n ’ Add/Edit WOLI 00000028 - ESTIMATE TRAVEL - O Add Labor Concession Notes *

d O n e’ Se | eCt ReVI eW a n d S u b m It &  AddFiles | Summary of work completed up to this
00000030 - ESTIMATE LABOR - O R [ <4>point.

and C“Ck NeXt. @ Subm‘teonces}' REGULAR - QTY 3.25 e
Xpense
4. Provide a summary. This text # cecon | ClpFAUCETSLCONE-anv1 O w“@sm ®
will be shared with the ik ] G EnineEteE g [ pde More WOLL'S O
customer. Lo

le Inventory

5. If finished, use the Submit

Concession Option and tap next. If you are on-site and capable of completing the repair once approved,
please contact BUNNserve via phone to expedite approval.




Virtual Tech

Virtual Tech can be used to bypass the on-hold

. . . . Launch BUNN Virtual Tech
queues that are sometimes experienced within our o

TECH session for help in repairing this machine:

tech service department. Using Virtual Tech will
connect you with a dedicated technician, so even if
you opt not to take advantage of the video § Actions €O N
capabilities, you can usually get into support faster

than you typically would on the phone.

Check In

Add/Edit WOLI

1. From the Actions menu on a child work order,
tap Launch BUNN Virtual Tech.

2. Click the link to launch the virtual tech platform.

’
’
’
;
’
@ Launch BUNN Virtual Tech

b N
@ il a S
nventory Notifications Profile

Schedule

Add Files




App Error Handling



On-screen Errors

Whenever possible, error handling is done
within the app by alerting the user of a mistake
and allowing them to correct it on the same
screen.

The following are examples of actions that are
prevented with on-screen error handling:

1.
2.

Starting travel with a future date/time

Checking in with a date/time that precedes
your travel date/time

Checking into a second child before
checking out of the prior

Checking out with a date/time that
precedes your check in time

Check In
X Step 2 cl

Aw Snap! You're attempting to Check-In to this
Work Order prior to checking out of your last.

Please use the X in the top left corner to exit
and return to WO-13332437.

Check Out
X Step 3
CHILD WORK ORDER CHECK OUT

ERROR: Check Out Time must be later than the
Check In Time: Mar 3, 2022 at 10:22 AM and

duration must not exceed 16 hours.

Please update the Restoration dateftime
accordingly by tapping on Back. Tapping Next
will erase the prior screen content, please tap

on Back to make the changes.

Back




Sync Errors

After each action within the app, data is synced. If this sync fails, it is critical that it’s handled
immediately as the presence of a sync error will prevent future appointment and work order

updates from occurring.

1. Notification of sync
errors happen as they
occur by displaying
“Upload Error” at the
top of the screen, and
depending on device, a
red circle over the Profile
icon. Tap View.

2. The Data Sync will list all
pending updates, but
the error will be
identified as such. Tap it
to view details. In some
cases, the error can be
corrected by the tech.

A\ UPLOAD ERROR - VIE

< WO-13332291

WORK ORDER

WO-13332291

Tech En Route - Parent BUX #74517 @ VONS 2323

OVERVIEW  DETAILS ATED FEED

SERVICE APPOINTMENT
o Salt Lake City

co Ul ITED STATES o Kansas City)

/_y"sn. L
Las Vega S
o, St o
o/
es® / |
' . I"Pnhoenix oDallas S
Diego®
®Maps T 4 Leoal
Friday - March 11, 2022
9:00 AM -10:00 AM
7544 GIRARD AVE, LA JOLLA, CA
92037-5101 US
( GET DIRECTIONS )
ETA: 27 hr 8 min
¥ Actions
& L a 20
Schedule ntory Notifications Profile

Last Synced: Mar 11, 2022, 11:58 AM

=D

A Error

Mar 11, 2022, 213 PM - Create_Travel_WOLI -

insufficient access rights on cross-reference id
Tap to Resolve

Mar 11, 2022, 2:13 PM
Create_Estimate_Travel_WOLI
Upload Pending

Mar 11, 2022, 2:13 PM
Update_Child_WO
Upload Pending

Mar 11, 2022, 2:13 PM
Update_Parent_Status_0
Upload Pending

Mar 11, 2022, 2:13 PM
Update SA_Status 0 0

A\ insufficient access rights on cross-reference id

Work Order Line Item Record Type

Actual Travel
Work Order Line Item Number

Work Order *
WO-13332292

Status

--None-- O
In Progress @®
Completed O
Parent Work Order

WO0-13332291 Q

Start Date




Frequently Asked Questions



Frequently Asked Questions

Q: What do I do if | can’t login?
A: Contact your home office.

Q: How do | know which service
appointment is mine?

A: Your home office will include the “SA”
number on your dispatches.

Q: | forgot to start travel, what do | do?
A: Use the start travel lightning bolt
action and back-date your start time.

Q: The part | used doesn’t show up in
the Add Part screen. What do | do?

A: Confirm part number is accurate. If
yes, contact service parts.

Q: Someone else has clocked into my
work order.
A: Contact your home office.

Q: | need a part in order to finish the job.
How do | order it?

A: Contact your home office for
instructions. They will follow the
traditional parts ordering process.



