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Create contract & Pre-Fill SLA Based on Contract
not Activity Type

Create contract & Pre-Fill SLA Based on Contract not Activity type + Automatically assign
contract with order if there is only 1 contract assignable

Company X serves both residential and industrial customers.
The standard Emergency Response Call (E-Call) SLA for Company X is 8 hours.
Customer A, an industrial client, requires an E-Call SLA of 1 hour.
With Gomocha FSP Company X can create a customized contract for Customer A, setting a specific SLA
duration/response time based on the contract rather than the type of activity.

Use Case Scenario:

For this example we will use the Activity Type - E-Call (emergency call) seen below
Administration > Master Data > Activity Type: E-Call has an SLA Response time of 480 min (8 Hours)

E-Call Order Creation Without Contract
E-Call order creation with SLA duration based on activity type, no contract

https://gomocha.visualstudio.com/FMP360/_wiki/wikis/Blossom.wiki/1115/Create-contract-Pre-Fill-SLA-Based-on-Contract-not-Activity-Type?anchor=create-contract-%26-pre-fill-sla-based-on-contract-not-activity-type-%2B-automatically-assign-contract-with-order-if-there-is-only-1-contract-assignable


Add contract to customer asset
Call Intake (Service Center in new portal menu) > Customer > Customer Asset > Asset Details Screen >
+Add (contract)

Configure E-Call Order Creation Based on Contract



Note: To add an "Activity Type with Default SLA Duration and Priority," the user must first create and
save the contract, then edit the contract to access and add that field

Fill out details of contract, specifically Type, Duration, Priority > Save



Select activity type contract was created on, E-Call > Priority and SLA duration now prefilled
SLA duration and priority are based on contract and not Activity type

Contact now Visible on customer asset details screen

Adjust System Settings
System Settings > Call intake (Service Center in new portal menu) related order settings > Select boxes seen in
image > Save

Call Intake (Service Center in New Portal Menu)




