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Purpose
 
The purpose of this document is to guide the BSS through the process of providing diagnostics to Service 
Providers for a store complaint related to HVAC (aka Reactive Ticket).
 
 
 
Notes: 
 
If store personnel feel discomfort in the store that they believe to be related to HVAC or EMS, they submit a 
“Request for Service” ticket in 7Help’s system. At that time, the RFS is automatically sent to two places: Service 
Provider and to Engie. The ticket will populate in Verisae and can be found by searching All Work Orders and 
filtering out status (NEW) and priority (ASSIGNED) as shown below.
 

 
 
 
Procedure
 
 
 

 



1)       SERVICE LEVEL AGREEMENT: SLA is 1-hour for reactive store complaint tickets – The Engie BSS is 
responsible for checking ticket history, performing diagnostics, and entering diagnostics into the existing 7Help 
Ticket. 
 
2)     SEARCH 7HELP FOR RELATED TICKETS: (See 7Help Ticket Search SOP)
 
a.     ALREADY AN OPEN TICKET: Cancel the Verisae ticket as a duplicate (See Ticket Cancellation SOP)
 
b.     HVAC LEAK OR NOISE: Simply update the Verisae priority to match the ticket priority. There is no need to 
diagnose these.
 
c.      ISSUE WITH SETTINGS/PROGRAMMING that can be wholly resolved remotely, cancel the Verisae ticket as 
Avoided Truck Roll (See Ticket Cancellation SOP)
 
d.     PROBLEM TYPE AND DESCRIPTION DO NOT MATCH logically, close the ticket with action code Incorrect 
PUC.

 
 
e.     If there are no open tickets in 7Help’s system, continue with this SOP. The recall process does not apply to 
reactive tickets.
 
3)     ADD DIAGNOSTIC TO THE 7HELP TICKET: Copy/paste the diagnostic into the 7Help Ticket using the Post 

Work Notes function. 
 
4)     ADD DIAGNOSTIC TO THE ACCRUENT TICKET: Use the Edit Reported Problem function to add diagnostic 
and update priority (match priority to the original priority) as shown below. All highlighted fields are required 



before you will be able to Apply Edit. 

 
 
  
QUICK REFERENCE CHECKLIST 
 
 
·       Available tickets found in Service > All Work Orders 
 
·       Cancel or close as Incorrect PUC whenever possible 
 
·       Add diagnostic to 7Help ticket using post Work Note function 
 
·       Add diagnostic to Accruent ticket using Edit Reported Problem function 
 
·       No recalls for reactive tickets. 
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Start: RFS Ticket Populates in Verisae

Acknowledge 1-Hour SLA

Search 7Help for Related Tickets

Cancel Verisae Ticket as Duplicate Update Verisae Priority Only - No Diagnosis

Resolve Remotely

Close Ticket as Remote Resolve

Perform System Diagnostics

Check Ticket History & Trends

Add Diagnostics to 7Help & Accruent Tickets

Edit Reported Problem in Accruent

End: Process Complete

Already Open Ticket HVAC Leak or Noise

Programming Issue

Hot/Cold Complaint
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