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1. Service Management 
 
Providing ongoing service to customers is an important part of any business and one that can be a 
source of customer satisfaction and loyalty, in addition to revenue. However, man-aging and tracking 
service is not always easy, and Business Central provides a set of tools to help. These tools are 
designed to support repair shop and field service operations, and can be used in business scenarios 
such as complex customer service distribution systems, indus-trial service environments with bills of 
materials, and high volume dispatching of service technicians with requirements for spare parts 
management. 
 
With these tools you can accomplish the following: 
 

• Schedule service calls and set up service orders. 
 

• Track repair parts and supplies. 
 

• Assign service personnel based on skill and availability. 
 

• Provide service estimates and service invoices. 
 
In addition, you can standardize coding, set up contracts, implement a discounting policy, and create 
route maps for service employees. 
 
In general, there are two aspects to service management: configuring and setting up your system, 
and using it for pricing, contracts, orders, service personnel dispatch, and job scheduler. 
 
The following table describes a sequence of tasks, with links to the topics that describe them. 
 

 
 
 

 

Setting Up Service Management 
 

Before you can start using Service Management features in Business Central, there are a few things to set up. For example, you can establish 
coding for standard services, symptoms, and fault codes, and the service items and service item types that your company's customer ser-
vice needs require. 
 
When you set up Service Management, you must 
decide what services to offer customers and the 
schedule for those services. A service is a type of 
work performed by one or more resources and 
provided to a customer. For example, a service 
could be a type of computer repair. A service item 
is the equipment or item needing servicing, for 
example, the computer needing repair, installed at 
a specific customer. You can set up services as part 
of a group of related repair or maintenance items. 
 
When you define a service, you can associate it 
with the skills required to perform the service. To 
help your service representatives be efficient, you 
can also set up real time troubleshooting 
guidelines and assign typical startup costs, such as 
travel costs or other fees. 
 
The following table describes a sequence of tasks, 
with links to the topics that describe them. 
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Planning Services 
 
With Business Central, you can set up the standard tasks that you need to fulfill your cus-tomer service requirements. To do this, you must 
determine what service items and offerings your service organization supports, and at what price. 
 
Business Central also provides some statistics tools that you can use to determine how well things are going and identify areas where you 
can improve. 
 
The following table describes a sequence of tasks, with links to the topics that describe them. 

 
 
 

Fulfilling Service Contracts 
 

One way to set up a service management business is to have standard 
contractual agreements between you and your customers that 
describe the level of service and the service expectations. You can 
create contract templates that include necessary information, such as 
customer, start date of contract, and invoice period. 
 
After you set up the template, you can customize the resulting 
contract to keep track of service hours, or other items that may vary 
from customer to customer. You can also set up a contract manually 
from a service contract quote. Finally, you can adjust your service 
pricing to keep track of discounts that a specific customer qualifies for, 
by specifying the discount amount on the Service Contract page. 
 
The following table describes a sequence of tasks, with links to the 
topics that describe them. 

 
 

 
 
 
 

Delivering Service 
 

Business Central provides features to help you deliver service according to the 
contracts that you have created and the service orders that you have 
committed to fulfilling. Your service technicians or dispatcher will find 
outstanding service orders easy to locate when they use the Dispatch Board. 
At a glance, the Dispatch Board shows which orders are in progress and which 
orders are complete. 
 
Another way to review pending service orders is to use the Service Tasks page. 
In this view of your service obligations, you can see where in your service 
workflow an order is and change that status to reflect interactions with your 
customer. 
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A service management application must interface with a customer request for service. That service request usually is translated into a 
service order. Business Central provides tools to create an order both directly in response to a customer request or as part of the contract 
process, if that is how your application is set up. 
 
If needed, you can manage a loaner program for your customers. You can also determine your pricing structure, put service pricing offerings 
into logical groupings, and create price adjustments. 
 
The following table describes a sequence of tasks, with links to the topics that describe them. 
 

 

 
 

 
 

2. Tips and Tricks – Logging Changes in Dynamics NAV 
 

You can enable the change log in Dynamics NAV so you have a history of activities. The log is based on changes that are made to data in 
the tables that you track. In the change log, entries are chronologically ordered and show changes that are made to the fields on the 
specified tables. The change log collects all changes that are made to the table. 
 

 

Working with the Change log 
 

A common problem in many financial systems is to locate the origin of errors and changes in data. It could be anything from an incorrect 
customer telephone number to an incorrect posting to the general ledger. The change log lets you track all direct modifications a user 
makes to data in the database. You must specify each table and field that you want the system to log, and then you must activate the 
change log. 
 
You activate and deactivate the change 
log in the Change Log Setup window. 
When you activate or deacti-vate the 
change log, this activity is logged, so you 
can always see which user deactivated 
or reactivated the change log. This 
cannot be turned off. 
 
In the Change Log Setup window, if you 
choose the Tables action, you can 
specify which tables you want to track 
changes for, and which changes to 
track. Dynamics NAV also tracks a 
number of system tables. 
 
After you have set up the change log, 
activated it, and made a change to data, 
you can view and filter the changes in 
the Change Log Entries window. If you 
want to delete entries, you can do that 
in the Delete Change Log Entries 
window, where you can set filters based 
on dates and time. 
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