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Tracking incidents such as customer support calls, service requests, etc. can be managed with the Tickets util-
ity in Riata CRM™. The Tickets utility is designed to help companies provide timely customer service.  
 
Customer incident tracking includes: 
 

 Help Desk 

 Service Department 

 Return Merchandise Authorization 

 Repair Department 

 Training and Other Add-on Services 
 
Once a Riata CRM Ticket is issued each person involved in the implementation process can track the progress 
to incident resolution. Dates, times, names, and notes can be recorded for each action taken on the incident. 
If linked to a qualified accounting system an employee working on the incident can assign inventory items such 
as parts, labor, etc. to a Ticket.  When the service issue has been resolved the outcome and resolution to the 
incident are recorded and the Ticket is closed. A closed Ticket can be converted to an Order based on the in-
ventory items assigned to the Ticket.  

Set Up Ticket Categories & Types 
 
The list of ticket categories and types can be customized to reflect the type of customer services rendered by 
the company. Categories are first established, then the types for each Category. 
 
Go to Tools | Customize | Ticket Categories.  Examples of Ticket Categories would include warranty service, 
customer support, return merchandise authorizations, etc. A minimum of one Category must be established. 
 
Ticket Types are created after the Categories are listed. Go to Tools | Customize | Ticket Types. A “Type” is 
used to describe the current attribute of the selected Category. For example, a Return Merchandise Authoriza-
tion (RMA) is selected as the Category for a new Ticket to be issued. Three Types have been created for this 
Category: Approved, In House, Retuned to Customer. “Approved” is selected when the RMA is first issued to 
the customer. “In House” is selected when the item is received in the repair department. “Returned to Cus-
tomer” is entered when the repairs are completed and the item is shipped out of the service department back 
to the customer. The service manager can run a “Ticket Listing Report” to audit the status of RMA transactions 
to organize schedules, calculate work loads, track progress by Ticket, etc.  

 
A new Ticket is initiated by clicking Tickets in the top menu bar, 
select Create New Ticket. 
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As shown below, a new Ticket has been issued authorizing merchandise to be returned. The red arrows 
identify three data entries that are used to manage the progress and completion of this Ticket: 
1. Ticket # 
2. The date of approval, with description of the part and service required. 
3. Task - assign an Activity to the next person that should follow up on this Ticket. (See Activities Guide 

for instructions to assign follow up Activities.  

An open Ticket is updated by adding entries to it.  
 
Locate the ticket - there are two ways to find a 
specific Ticket. 1. On the customer record the 
lower tool bar will have a Tickets box dis-
played. Mouse click it to see the Ticket. Click 
on the Ticket line; 2. Click “Tickets” in the 
upper tool bar of the customer record, click 
Find Ticket, enter all or part of the Ticket 
number. 
 
Notice the Ticket to the right. Progress to reso-
lution of the RMA can be seen. ADS changed 
the Type to “In House”, entered a part order 
and assigned a follow up Activity to Bill Thomp-
son who has reported what will be done to re-
pair the part. 
 
The next step will be for BTOM to complete the 
repairs, change the Type to “Returned to Cus-
tomer”. In the final step the Ticket will be 
closed and the part billed to the customer. See 
next page. 
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BTOM has completed the re-
pair work, changed the Type, 
and has closed this Ticket. 
 
Notice that the upper tool bar 
has changed with an icon on 
the left to Bill this ticket. 
 
Click the Bill icon, Riata CRM 
will verify that an Order should 
be created for this Ticket. By 
selecting “Yes” an Order # will 
be displayed and is ready to be 
converted to an invoice in the 
accounting system. 
 
The details of this Ticket are 
included in the Ticket Listing 
Report shown below. 
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Ticket Reports 
 
There are two types of reports available to audit and manage the Tickets file. The reports 
are accessed by clicking Reports in the top toolbar, then select the report type. 
 
1. The Ticket Listing report provides the ability to search and print tickets based on a vari-
ety of qualification options including: specific date range, technician, ticket status, a key-
word contained in a ticket notepad and other options.  Below is an example of the options 
list and a sample Ticket Listing Report. 
 
2. The Ticket Status Report provides a summary list of tickets configured according to the 
selected options in the Ticket Status Report options list as seen below. A sample Ticket 
Status Report is at the bottom of this page.  

Product specifications, availability and price are subject to change without notice. 


