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Service Order Reversal & Cancellation Steps training

Introduction:

There are a number of steps that can be reversed in the Service Order Management process,
Service Orders can also be cancelled at different stages. This Job Aid will provide guidance on
some reversal steps within the overall end-to-end process that would not normally be used when
a Service Order is progressed to its normal completion, as well as how to cancel a Service Order.
These steps include as follows:

e Cancel — different approaches depending on both System & User Status
e Undo Technical Completion

Another step that can be considered as a reversal is when a Service Order is rejected by the
FM.07 Approver. This is covered in detail in the Service Order Approval Job Aid.

There are different triggers, roles, prerequisites and transaction codes required for the different
scenarios, hence they will be depicted for each instance.

A. Cancel
Trigger
You would use these steps in the following circumstances. If a Service Order has been created
and it is no longer required. Example of this could be that it is a duplicate, more than one Service
Order has been created for the same purpose, or the request for service provision has been
cancelled by the client.
Caution
Service Orders that are Confirmed or Partially Confirmed cannot be cancelled without first
reversing the confirmation. Note, when you reverse any confirmation you are giving any funds
already consumed back to the client.
Roles

The role that performs these steps is the SD.03: Services Delivery Planner.

Prerequisites

Service Order is Created and in Held or Approved User Status, but not Confirmed or Partially
Confirmed — System Status CNF or PCNF.

Transaction Code

IW32
Step-by-Step Instructions — Scenario 1 User Status HELD or APPROVED but not Released
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1. Enter IW32 in the Command field and click the Enter icon or press enter.
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2. Enter the Order number in the Order field and click enter.

Change Order: Initial Screen

Header data Operations Components Costs Additionaldata Planning  Control EG*

e E——
Order 12345678]

3. The Service Order will open in the header tab as per below.

Change Maintenance/Service Order (Internal) 10005068: Central Header
L] | « aae ksl 2R
.| Cchange Maintenance/Service Order (Internal) 10005068: Central Header
M, EEAEY RBISB0OD
Order ZMD1 10005068 k \E‘
Sys. Status [CATD MANC NMAT PRC SETC |l frexD -?J'
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Person responsibile : - o
PlannerGrp (<00 / (kEO0 Conference Service Motifcin 10003640 Fdi
Mn.wk.dr Acw-c002 |/ (kE00 Conference Adminis. [*| | Costs vsD
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Dates
Bsc start 02.12.2016 Priority 3-Mediurm - |l
Basic fin. 02.12.2016 Revision
Reference object
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4. With the Service Order open in the Header Tab, click on ‘Order’ in the top left hand corner of
the screen, then on the subsequent dropdowns select as follows; Functions>Complete>Do not

execute.

Goto

I:|’|_ Order | JEdit
Other order
Create (general)
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System

Help
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Functions 2 Put in process... Ctrl+F2
4 Exit ShIMEF3  emBelease ey ¥ [ Objects  Additional Data © Location | Planning [ Control
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PlannerGrp cool /g1 Dates » Cancel technical completion —
Mn.wk.ctr ACM-C00!  Generate settlement rule Complete (business) usD
Person respo Determine costs Ctrl+F5 (apcal bucinacs completion
Redefine delivery address Do not execute
§ } e e
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Dates —————  Credit limit check _
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. Inspection Lot »
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Availability »
Reference object Lock >
Func. Loc. Deletion flag » =
Equipment
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5. When you click on ‘Do not execute’ the following Confirmation Prompt pop-up appears. Click
on Yes and the Service Order automatically closes.

[ Order Edit Goto Extras Environment System  Help
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6. If you open the Service Order again using IW33 you will see that the System Status now
displays ‘CLSD’. This means the Service Order is closed and no further action is required.
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7. The same process can be followed if the Service Order has been Approved but not Released. If
the Service Order has been Released, see Scenario 2 below.

Step-by-Step Instructions — Scenario 2 User Status APPR (Approved) & System Status Released
(REL)

8. Use this process if the Service Order is Released but not Confirmed and the service is not going
to be provided. Follow steps 1 to 3 inclusive, when the Service Order opens if it is Released it will
appear as follows.

[Z Order Edit Goto Extras Environment System  Help

V] l«Hea® = TEH o

Change Maintenance/Service Order (Internal) 10005070: Central Hea
EE %™ B G =] & 5 Complete (business) (1)

Order zM01 (10005070 TMedical Director's Conference z |m
Sys.Status REL | NMAT PRC SETC @APPR [w’ij

y HeaderDataf Operations = Components = Costs © Partner = Objects = Additional Data = Location |~ Planning

Person responsible

PlannerGrp 00|/ [kE00! Conference Service Notifctn 10003642
Mn.wk.ctr ACM-C002 |/ RE0O| Conference Adminis Costs 0.00 USsD
Person respo PMACctType 003 Repair

SystCond. ]

Address L]
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9. To cancel a Released Service Order, that is not confirmed and Components/Goods are not
issued (if there are any), click on ‘Order’ in the top left hand corner of the screen, then on the
subsequent dropdowns select as follows; Functions>Complete>Complete (technically) .

Edit Goto Extras  Environment  System  Help

¢ Qther order AR = X AR @

Create (general)

[ createspecial) v fntemance/Service Order (Internal) 10005070: Central Heaa

4 Change N -~
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O1  Print » 070 Medical Director's Conference [@J @

Sy  Save Cirl+S |PRC SETC [E)zeer 3
I Functions DI Put in process...

Bt ShiTiE3 Release or [ Objects  Additional Data | Location [ Planning | (
Person responsible I Complete >I I Complete (tel:hnil:ally)l Ctrl+F12
PlannerGrp  |coo|/ (g1 Dates »|  Cancel technical completion
Mn.wk.ctr ACM-C00!  Generate settlement rule Complete (business) Ctrl+Shift+F12
Person respo.. Determine costs Ctrl+F5 Cancel business completion

Redefine delivery address Do not execute
Accept guotation Address
Dates ————  Credit limit check _
Bsc start 02.12.21 I don Lot edium - @
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Basic fin. 02.12.2| D
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Func. Loc. Deletion flag » Y
= _____- *m

10. Alternatively, when you have the Service Order open with IW32, click the ‘Chequered Flag’ as
per below. Both these processes achieve the same end, the order will be Technically Complete
(TECO) without any Confirmation, therefore effectively Cancelled. In both cases you get a
‘Complete’ pop-up with the date and time, when you Click okay or hit enter the order will close.

= Order Edit Goto Extras Environment System  Help

V] l«Heh® = sl 2 L

Change Maintenance/Service Order (Internal) 10005070: Central Hea
% % F S PR B T] &2 2 Complete (business) (1)

Order ZM01 10005070 [Medical Director's Confenﬁe [ lﬁj
Sys.Status REL NMAT PRC SETC @MPR l‘fﬁ]

y HeaderDataI Operations = Components =~ Costs | Partner = Objects | Additional Data = Location = Planning

Person responsible

PlannerGrp 00|/ [RE00| Conference Service Notifctn 10003642
Mn.wk.ctr ACM-C002 |/ EKEO0| Conference Adminis.. Costs 0.00 UsD
Person respo.. PMActType 003 Repair

SystCond. B

Address " |
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11. If you reopen the Service Order using IW33 it will appear as per below.

[ Order Edit Goto FExtras FEnvironment System  Help

V] l«Heae S0 0%

Change Maintenance/Service Order (Internal) 10005070: Central H
3 B2 35 =] &7 [5] Complete (business) (1)

I T
Order ZM0O1 [F)005070 Medical Director's Conference
Sys.Status NMAT PRC SETC |l |zeer

" HeaderData | Operations | Components ~ Costs © Partner  Objects -~ Additional Data | Location © Planning

o)
%]

Person responsible

PlannerGrp  |co0|/ [xE00] Conference Service Notifctn 10003642 %]
Mn.wk.ctr ACM-C002 / EEO0O Conference Adminis. Costs 0.00 UsD
Person respo.. 0 PMAcCtType 003 Repair

SystCond.

Address | |
Dates -
Bsc start 02.12.2016 Priority 3-Medium - [zl
Basic fin. 02.12.2016 Revision

Step-by-Step Instructions — Scenario 3 User Status APPR (Approved), System Status Released
(REL) & Confirmed or Partially Confirmed (CNF/PCNF)

12. In the event that a Service Order has been confirmed or Partially Confirmed but the service is
not required, you should proceed as follows.

Important to note: As soon as you Reverse/Undo Confirmation(s) any budget consumed from the
service recipient’s coding block will be returned.

13. To Reverse/Undo Confirmation(s) refer to the specific Job Aid on Service Order Confirmation,
it also details how to Reverse/Undo Confirmations.

14. Once the Confirmation is reversed, you should then revert to Scenario 2 above as the Service
Order will reflect the same User and System Status.

B. Undo Technical Completion
Trigger

An example of when you would use these steps is in the following circumstances. If a Service
Order has been Technically Completed without doing the Confirmation step, hence no
consumption of the service recipient’s budget and you want to do so, you would use this process.
It may also be that you want to change something in the Service Order if you have charged in
advance.
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Caution

It is possible to Technically Complete a Service Order without the Confirmation step, as per 9
above, so Services Delivery Planners should always check before they Technically Complete an
unconfirmed Service Order.

Roles

The role that performs this step is the SD.03: Services Delivery Planner.

Prerequisites

A Service Order has been Technically Completed (TECO).

Transaction Code
W32
Step-by-Step Instructions

1. Follow steps 1to 3 in A Scenario 1. When you have the order open it should appear as per
below. Note, in this example there is no CNF or PCNF in the System Status field.

= Change Maintenance/Service Order (Internal) 10005070: Central Head
@ "l«H eae T %

Change Maintenance/Service Order (Internal) 10005070: Central |
7 05 [y =] &7 [2] Complete (business) (1)

MO 000070 Medical Director's Conference ™
Sys.Status TECO NMAT PRC SETC | APPR

y HeaderDaInf Operations | Components =~ Costs  Partner | Objects | Additional Data © Location  Plann

Person responsible

PlannerGrp 00| / [RE00| Conference Service Notifctn 10003642
Mn.wk.ctr ACM-C002 / KE00 (Conference Adminis Costs 0.00 UsD
Person respo_ |0 PMActType 003 Repair

SystCond. ]

Address o]
Dates
Bsc start 02.12.201% Priority 3-Medium \ @
Basic fin. 02.12.2016 Revision
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2. Toundo/cancel the Technical Completion, click on ‘Order’ in the top left hand corner of the
screen, then on the subsequent dropdowns select as follows; Function>Complete>Cancel
technical completion.

E:’| Order | Edit Goto Extras Environment  System  Help

¢ Other order <2 eae S0 0%

Create (general)

[ Ceae(speda) v intenance/Service Order (Internal) 10005070: Central Header
¥ Change mplete (business) (1)
Display
Or  Print » 070 IMedical Director's Conference |"|_“||
Sy Save Ctrl+s |PRC_ SETC |dlJaeer 7
Eunctions » Put in process...
— it Shift+F3 Release er [ Objedts © Additional Data | Location | Planning - Control
Person responsible Complete »|  Complete (technically)
PlannerGrp  |coo|/ w1 Dates » I Cancel technical completion I
Mn.wk.cr [acM—coo!  Generate settlement rule Complete (business) Ctrl+Shift+F12
Person respo.. 0 Determine costs Cancel business completion
Redefine delivery address Do not execute
Accept guotation Address
Dates —————  (Credit limit check - -
Bsc_stan 02.12.2( Insgedtion Lot , ledium - k=]
Basic fin. 02.12.21
Availability »
Reference object Lock »
Func.loc. | | Deletion flag » &
Equipment | |

3. When you've clicked on the Cancel technical completion save the Service Order and then you
will be able to proceed with the Confirmation as necessary. Follow the steps in the Service
Order Confirmation Job Aid.
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